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ING at a glance

Market leaders:
Netherlands, Belgium,
Luxembourg

- Leading retail and wholesale
banks

- Cross-border customer interaction
platform with mobile-first
customer experience and cost
efficiency

Challengers:

Australia, Austria,
Czech Republic, France, Germany,
Italy, Spain

- Digital bank developing
scalable platform with uniform,
mobile-first customer experience
- Broadening product capabilities

ING Group Annual Report 2019

Corporate governance
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Our customers

38.8 min
iyear-end 2019)

-
b4

Our employees

56,000+
(year-end 2019}

Risk Management

Consolidated financial statements = Parent company financial statements Other information Appendices

Growth Markets:
Poland, Romania, Turkey, the
Philippines and our stakes in Asia

- Universal banks in economies with
high growth potential

- Developing differentiating
customer experience based on
mobile-first approach

Wholesale Banking:
Network and global
franchises

- International network: active in
more than 40 countries

- Extensive international client base
across dll regions

= Sector-focused client business in
lending, capital structuring and
advisory, transaction services and
financial markets
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Performance highlights 2019

Non-financial figures 2019

Net Promoter Score

Retail Banking?!

(number of countries with
number one ranking,
rolling average)

20187 20177

7

Social Impact

Finance?
(lending outstanding, year-end)

2018 0.8 20170.5

°0.7

billion

Underlying Human Capital
Return on Investment
indicator?

20182.51 2017 2.51

2.58

ING Group Annual Report 2019

Total number of Retail
Banking primary
relationships

(year-end)

201812.5 201711.4

13.5

million

Sustainable Investment

services
(year-end)

2018 6.3 2017 4.8

0.3

billion

Retail Banking system
availability in the
Netherlands and Belgium!

2018 99.7 2017 99.7

99.7%

Corporate governance Risk Management

Climate Finance?
(lending outstanding, year-end)

201816.5 2017 14.6

£18.7

billion

Number of customers
that felt financially

empowered!
201825.0 2017 25.4

25.9

million

Wholesale Banking
system availability*

201899.9 2017100

99.9%

Consolidated financial statements

Consolidated results 2019

Net result

attributable to ING Group’s

shareholders

2018 4,703 2017 4,905
4,781
million

Underlying result
before taxation Banking?

2018 7,524 2017 7,199
6,834
million

of which underlying
operating expenses?®

20189,907 20179,829

10,353

million

Parent company financial statements ~ Other information

Underlying net
result Banking?®

2018 5,389 2017 4,957
4.781
million

of which underlying
income?

2018 18,088 2017 17,704

18,306

million

of which addition to loan
loss provision

2018 656 2017 676

€1,120

million

Appendices
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Performance highlights 2019

Balance sheet

Total assets

(year-end)
2018 887 2017 846

£892

billion

Our financial goals

Common equity Tier
1 ratio ING Group

2018 14.5 2017 14,7

14.6"

~13.5 % (Basel IV) ®
Share information

Net result per share

20181.21 2017 1.26

€1.23

1 Subject to reasonable assurance by KPMG. Throughout the report indicated with an ®. See ‘Independent auditor’s assurance report’, page 89.
2 A description of ING's Climate Finance and Social Impact Finance, see www.ing.com.

Shareholders' equity
(year-end)
201850,9 2017 50,4

*53.8

billion

Leverage ratio
ING Group>

2018 4.4 2017 4.7

4.6

>4% @

Shareholders' equity
per share
(end of period)

2018 13.09 2017 12.97

€13.80

Corporate governance Risk Management

Customer lending*
(year-end)
2018597 2017 574

616

billion

Underlying return
on equity ING Group®

201811.2 201710.2

0.4%

10-12% ®
Price/earnings ratio

20187.8 201712.1

8.7

Consolidated financial statements

Parent company financial statements =~ Other information

Customer deposits

(year-end)
2018 556 2017 540

574

billion

Underlying cost/
income ratio’®

2018 54.8 2017 55.5

56.6"

50-52% ®

Price/book ratio
(end of period)

2018 0.72 2017 1.18

0.77

Risk-weighted assets

(year-end)
2018 314 2017 310

€326

billion

Dividend per share

2018 0.68 2017 0.67

*0.69

Progressive dividend ®

3 Underlying figures are non-GAAP measures. These are derived from figures according to IFRS-EU by excluding the impact from special items and Insurance Other. See page 446 for a reconciliation between GAAP and non-GAAP figures.

4 Customer lending is defined as: loans & advances to customers -/- provision for loan losses.

5 The leverage ratio of ING Group according to the Delegated Act (including grandfathered securities) takes into account the impact of grossing up the notional cash pool activities.

® Financial ambitions

ING Group Annual Report 2019
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Financial review
a0 +2%

Net result ING Group

ING recorded a 2019 net result of €4.8 billion, an increase of 2%
from €4.7 billion in 2018, which had been negatively affected by
the €775 million settlement agreement with the Dutch authorities
on regulatory issues. Commercial performance was robust in 2019,
further evidenced by an increase in the number of primary retail
customers of more than 830,000 to 13.3 million.

N +71%

Addition to the loan loss provision

Risk costs increased to €1,120 million in 2019, or 18 bps of average
customer lending (which is below ING's through-the-cycle average
of ~25 bps). The increase was mainly due to a number of large files
in Wholesale Banking as well as higher, but still relatively low, risk
costs in Retail Netherlands. Based on the Stage 3 ratio and the
total outstandings earmarked as 'at risk', the quality of the loan
book improved in 2019.

ING Group Annual Report 2019

Corporate governance

Risk Management Consolidated financial statements

-11%

Underlying net result Banking?

The underlying net result declined 11% to €4.8 billion in 2019. This
was mainly caused by higher risk costs, higher expenses (largely
caused by higher KYC expenses and increased regulatory costs)
and a higher effective tax rate. This was partly offset by slightly
higher income. Net core lending growth in 2019 was €17.2 billion,
mainly realised in our retail markets. Net customer deposits grew
by €23.4 billion.

© 14.6%

CET1 ratio ING Group

The CET1 ratio was strong at 14.6%, which is slightly higher than
the 14.5% recorded at year-end 2018, and remained well above
our CET1 ratio ambition of around 13.5%. Total RWA increased by
€12.3 billion, and includes €13.2 billion as part of the expected
supervisory impact on RWA which was already taken in the fourth
quarter of 2019. The impacts from volume growth, model updates
and higher operational RWA were offset by positive risk migration.
The available CET1 capital rose by €2.1 billion in 2019.

Parent company financial statements

Other information

£ 9.4%

ING Group's underlying return on equity?

ING Group's underlying ROE was 9.4% compared to 11.2% in 2018.
This is slightly below our ambition to generate an underlying ROE
between 10 and 12 percent. ING's underlying return on equity is
calculated using IFRS-EU shareholders' equity after excluding
'interim profit not included in CET1 capital'.

® 56.6%

Underlying cost/income ratio®

The underlying cost/income ratio increased to 56.6% from 55.5%
in 2018, as 1.2% higher income was more than offset by higher
operating expenses. Despite ongoing cost discipline, expenses rose
4.5% due to higher KYC-related expenses, increased staff costs,
further increasing requlatory costs and continued investments in
business growth. Excluding regulatory costs, the 2019 cost/income
ratio was 51.0%.

Appendices
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Non-financial review

QD 7 ropronins cerbhone 08 €0 3 bln

out of 14 countries

Net Promoter Score Retail Banking Responsible finance Sustainable Investment services

Our customer-centric approach helped us achieve a first-place Responsible finance is our way of measuring how we work with our  Sustainable Investment services increased to €9.3 billion, from €6.3
ranking in seven countries, compared with two or more selected clients to drive progress on climate action and financial health. billion in 2018. This underlines our clients’ appetite for products
local peers. NPS surveys were held in 14 countries with retail and services that integrate sustainability criteria.

banking activities ®.

2 5 o 9 m ln 99.7% Rretail Banking NL + Be
customers felt 2 s 3 8 99.9% wholesale B:nking

financially empowered

Financial empowerment Effective employer human capital ROI System availability

Since 2015, we have been measuring our efforts to improve the Human Capital Return on Investment (HCROI) provides an We strive to maintain a high level of system availability of our

financial behaviour of our customers and society. In 2019, indication of ING’s profitability in relation to total employee costs.  online payments channels. For 2019, weighted system availability

25.9 million customers felt financially empowered as a result In 2019 we saw a decrease in HCROI as our total operating and for Retail customers in the Netherlands and Belgium was 99.7%.

of interactions with our financial empowerment initiatives ®. employee-related expenses grew faster than our revenues. In For Wholesale Banking customers, system availability was 99.9%
addition to HCROI, we monitor the results of our employee globally ®.

engagement and health surveys.

ING Group Annual Report 2019 7
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CEO Statement - “The digital customer experience is the key differentiator”

At ING, we delivered solid commercial and financial results in 2019
and took important steps to increase our engagement and
leadership role in the area of sustainability and in the fight against
climate change. It was also a challenging year in which we needed
to focus on enhancing our ability to fight financial economic crime
and at the same time pursue our business transformation goals.

2019 was a year of challenges but also one in which we continued to grow and transform
ourselves, inspired by our purpose to empower people to stay a step ahead in life and in business.

The ‘people’ part of that purpose is not just customer-focused. It also recognises the important role
we play in society. That societal role includes facilitating an efficient economy and the safe and
secure financial system it depends on, supporting people to be financially healthy, and fighting
climate change. To me, that's what responsible banking is all about.

Digitalisation

The fundamental force shaping the financial services sector is digitalisation. It's not only profoundly
influencing customer preferences and expectations, but also the competitive landscape. And
developments like digital currencies and blockchain are even driving debates about the very
governance of the financial system in the future. As with all disruptive change, it presents both
opportunities and threats - one increasingly urgent example is the growing threat of financial
economic crime.

ING Group Annual Report 2019 8
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At ING, we continued our digital transformation in 2019, with a primary focus on meeting our
customers’ evolving needs and ensuring we stay relevant to them in the future through a mobile-
first approach.

ING’s ambition is to be a leader in terms of the digital banking experience, offering retail and
wholesale customers everywhere the same empowering and differentiating experience. More than
80 percent of our customer interactions are through mobile devices. Over a third of our customers
only interact with us through a mobile device. We are digitalising more processes to fulfil our clear
and easy, anytime anywhere customer promise. In 2019, for example, we enhanced the experience
of our mobile app users in the Netherlands, Germany, Romania and Spain with Apple Pay, and we
introduced instant payments in the Netherlands and Belgium with funds credited to beneficiary
accounts within 10 seconds.

Digitalisation is also increasingly an integral part of wholesale banking client service. In the
Netherlands and Germany clients can now easily open an account digitally, and we saw growth in
the number of clients using our Virtual Cash Management, which allows companies with local
accounts to manage their cash position via a single master account.

Beyond banking

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

To compete in this new environment, banks have to think beyond banking and develop their own
platforms. Financial services aren’t a primary need but rather a means to an end; something to
help people accomplish their personal and business goals, like buying a place to live, paying for
education, or investing to grow their business.

ING Group Annual Report 2019
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Winners will be those with a superior digital experience, a strong trusted brand, and the ability to
leverage a large customer base to attract partners to their platforms. The successful platforms take
the effort out of managing finances, offering personalised, real-time advice and a suite of products
and services to cover all financial and other relevant needs.

At ING, our platform strategy starts with the ambition to create a uniform and borderless ING
experience complemented by beyond banking and third-party offerings that add value for users.
And a platform that is ready for open banking that can be a go-to platform offering the best
financial services, whether from ING or from competitors. In 2019, we took an important step to
create this beyond banking platform when we launched the first protection products in a number
of markets as part of our global insurance partnership with AXA.

The open nature of platforms means they have the potential to facilitate the whole customer
journey around major life events. In 2019, ING and partners launched real-estate marketplace
Scoperty across Germany. This proposition based on high-quality data and machine learning
connects buyers and sellers with the aim to offer consumers more transparency and a broader
range of offerings by showing 40 million real estate properties in Germany.

Transforming for the future

To achieve our platform ambition, we're transforming ING. That means creating a uniform and
modular technology foundation that helps us share innovations quickly across our businesses and
that can be scaled up easily to accommodate growth, as well as open architecture so we can
connect to third-party platforms and they with us. We're implementing one set of processes and
procedures, and we're pursuing one approach to how we store and analyse data, a key resource for
understanding customers and anticipating their needs. And we're uniting in one way of working
across ING to increase effectiveness and reduce the time it takes to bring innovations to the
customer.


http://www.ing.com/19ar010201
http://www.ing.com/19ar010202
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Innovation is core to how we're preparing ING for the future. In addition to cultivating our own
internal culture of innovation, we also bring disruptive ideas to market by combining ING's
knowledge and network with the knowledge and skills of others.

I'm very proud of the major step in this direction that we took in 2019 with the opening of the
Cumulus Park innovation district in Amsterdam Zuidoost, which is also where ING is located. This
initiative of ING together with the city of Amsterdam and locally based educational institutions
offers businesses, academics and innovators workspaces designed to co-create, learn, research and
inspire in a collaborative atmosphere around the themes of urbanisation and digital identity.

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

A safe and secure bank

The easy, 24/7 access to financial services that digitalisation makes possible also poses challenges.
The number of digital contact moments with customers is rising exponentially - in 2019 they came
to four billion for ING alone. This requires banks, which traditionally focus on financial risk
management, to sharpen non-financial risk management skills in order to continue to play their
crucial role as gatekeepers ensuring that the financial system is better protected from fraud and
other criminal activities.

At ING, this took the form of a continued focus in 2019 on our know your customer (KYC)
enhancement programme. File enhancement and transaction monitoring look-back activities
resulted in improved reporting of suspicious activities to authorities in various countries. Across ING
we made progress raising awareness, improving the skills and behaviour of our staff and resolving
issues in executing KYC procedures. And we also started implementing structural solutions to build
sustainable KYC operations and made promising strides in pilots where we apply artificial
intelligence, machine learning and other technologies to increase the efficiency and effectiveness

ING Group Annual Report 2019
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of compliance and anti-money laundering procedures. | am convinced that mastering these skills
will be vital for maintaining trust in the digital bank of the future.

At the same time we welcome steps by authorities to achieve wider cooperation between banks,
law enforcement and regulators on national and European levels to strengthen the resilience of the
whole financial system when it comes to fighting financial economic crime. And we view continued
progress on the Banking Union in Europe as important to achieve this cooperation.

Along with the challenge of financial economic crime, increasing digitalisation presents many other
challenges as well as opportunities in areas like digital identity, privacy, data exchange, code of
conduct on data usage, and storage and protection of data. Many of these issues are addressed in
various ways by reqgulators, governments and industry guidelines, but these are piecemeal
measures and they struggle to keep up with the pace of developments. | see an increasing urgency
to develop a data framework encompassing all these areas, particularly at the European level. At a
time when digiitalisation is dissolving the boundaries between sectors, such a framework would
promote innovation by establishing common standards that apply to all parties across industries.
We stand ready to play our part in the discussions to develop this framework, which we believe
would contribute significantly to a competitive digital environment in Europe.

Performance

Looking back at 2019, we see a year of solid commercial performance despite the challenging rate
environment, geopolitical uncertainties and an increasingly complex and demanding requlatory
environment.

ING recorded a full-year 2019 net profit of €4,781 million, an increase of 1.7 percent year-on-year.
The underlying net result, which in 2018 is excluding the settlement impact with the Dutch
authorities and the net result from Insurance Other, dropped 11.3 percent. Net growth in our core
lending book came to €17.2 billion, or 2.9 percent, and net growth in customer deposits was €23.4
billion in 2019. The lending growth was mainly realised in our retail markets, whereas net core

10
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lending growth in Wholesale Banking slowed. Underlying income increased 1.2 percent as pricing
discipline and business growth, as well as higher net fee and commission income, helped counter
the pressure of negative interest rates. We recorded a 4.5 percent rise in underlying expenses for
2019, which included a marked increase in regulatory costs, as well as higher costs related to our
KYC enhancement programme. Risk costs increased, but remained below ING's through-the-cycle
average. Based on the Stage 3 ratio and the total outstandings as earmarked ‘at risk’ quality of the
loan book improved in 2019. ING's full-year underlying return on equity declined to 9.4 percent,
from 11.2 percent in 2018. The CET1 ratio remained strong at 14.6 percent, despite our having

already taken part of the expected supervisory impact on risk-weighted assets in the fourth quarter

of 2019.

The Board proposes to pay a full-year 2019 cash dividend of €0.69 per ordinary share, subject to
shareholder approval at the Annual General Meeting in April 2020. This is in line with our goal of
paying a progressive dividend over time, while ING is committed to maintaining a CET1 ratio of
around 13.5%, taking into account potential RWA inflation from regulatory developments.

Going forward, ultra-low and negative interest rates, particularly in Europe, are challenging banks
to maintain profitability as they try to mitigate the effects of lower rates on margins while
balancing this with the interests of customers, particularly retail savings customers. At the same
time, the economic stimulus effect is reversing as people save more to counter the impact of low
rates on their savings and retirement goals. This makes it clear that new thinking is required from
policymakers overseeing interest rate, spending and tax policies in order to keep the economy and
financial sector on a sustainable footing.

ING Group Annual Report 2019
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FY2019 ING Group net profit

€4,/81

million

FY2019 underlying return on equity

9.4 %

FY2019 net customer deposits

+€23.4

billion

FY2019 net core lending

+€17/.2

billion

Financing a sustainable future

The issue of climate change acquired increased urgency in 2019. At ING we strongly believe that
through our decisions in conjunction with customers about what we will or won't finance, banks

can play a role in influencing the direction and pace of society’s transition to a more sustainable,
low-carbon economu.

It was therefore important for me on behalf of ING - as a founding signatory - to join more than
130 other banks from around the world in commiting to the Principles for Responsible Banking at
the UN Climate Action Summit in New York. The principles encourage banks to align their strategies

11
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and operations with the goals of the Paris Climate Agreement and the UN Sustainable Development
Goals (SDGs). And ING was recognised for its leadership role through the adoption of its climate
ambition as the core of the Collective Commitment to Climate Action, which was signed by over 30
banks. Signatories agree to take concrete actions within a year to achieve these goals, to be
publicly held accountable for our progress and to work together to share insights and tools.

ING took an important step on this journey last year when we announced our Terra approach to
steer the impact of our more than €600 billion lending portfolio in support of the Paris Climate
Agreement’s goal to limit the rise of global temperatures to well below two degrees Celsius, with
the ambition to strive for 1.5 degrees. In 2019 we published the first progress report on Terra. It
details the sectors where we're on track with the well under two-degree scenario, those where
we're not on track but are outperforming the market, and those where we're both below the
market and not meeting the target. With this first report we're living up to our promise to
transparently deliver results on measuring climate alignment and steering our portfolio, and we
became the first international bank to publish any type of climate alignment disclosure. We
continue to proactively share the Terra approach and to work with peers and sectors to develop
sound methodology for climate alignment reporting.

And through ING Wholesale Banking, we are one of the pioneers in sustainable finance. In 2019 we
continued to grow our expertise and contribute to the development of this sector by introducing
new sustainability improvement concepts and financial products, including the first sustainability-
linked Schuldschein for machinery and plant manufacturer Durr.

Measuring success

There are many ways to measure a company’s performance, but | believe the most important way
is to look at yourself through the eyes of your customers. It's their satisfaction and loyalty that

ultimately form the basis for your long-term success. I'm pleased that customers continued to turn
to usin 2019 for their financial needs, as shown by the growth of our total number of customers by

ING Group Annual Report 2019
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2 percent to 38.8 million. And customers chose to deepen their relationship with us. The total
number of primary retail relationships - customers who have current accounts with recurrent
income and at least one other product - increased by more than 830,000 to 13.3 million, putting us
on track to reach our goal of 16.5 million primary relationships by 2022.

At the same time, our responsibility clearly goes beyond the strict confines of our business and
extends to the special role we and other banks can play in the wider society, whether that be in the
environmental and social area or in preventing financial economic crime.

The successes we achieved in 2019 and the steps we took to prepare for the future would not have
been possible without the dedication and tireless efforts of our employees. We are also grateful for
the continuing loyalty of our shareholders and the engagement of many stakeholders, whether
that be in collaboration with us or in challenging us to be the best we can be. To all of them,

| and my colleagues on the Executive Board and Management Board Banking wish to extend our
sincere thanks.

As announced in February, | will leave ING after a career of 29 years, the last seven of which as
ING's CEO. I'm proud of this company and its people and what we've achieved together during my
tenure as CEO. ING is supported by a strong brand and quided by a clear purpose that it puts into
practice every day. This positions it well to be successful in a digital world. | have no doubt that
ING's committed people and management will continue to build on these strong foundations in
the future.

/Qa,lrak v@amuax

Ralph Hamers
CEO ING Group

12
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The world around us

Our business is shaped by social and economic factors. These
include the ever-evolving expectations of our customers and
industry stakeholders, digital technologies, market conditions and
new requlations. To deliver long-term value to our stakeholders
and society, ING not only responds to these, but also aims to be a
catalyst for change.

To stay ahead, we engage with our internal and external stakeholders in various ways, and respond
to their feedback. We also constantly monitor external shifts via requlatory developments and the
analysis of market trends. This gives us insight into the most important topics for our stakeholders
and how these relate to our actions and decisions.

Our annual materiality assessment - quantitative research on the importance of specific topics
among different stakeholder groups - helps us identify which economic, environmental and social
topics we should focus on. The results of the 2019 materiality analysis that underpin our strategic
business decisions are highlighted in this report.

This chapter will address the most important themes we identified in this year's materiality
assessment: the economy, the reqgulatory environment, innovation and transformation, data and
IT, governance and culture, integrity, and climate change. The infographic on this page provides an
overview of each topic. With the exception of financial performance, the material topics cited here
are subject to limited assurance. See the ‘Independent auditor’s assurance report’.

ING Group Annual Report 2019
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Trending themes

@

The economy and
requlatory environment

A

Innovation
and transformation

EBELELELEL

Dataand IT

L)

Governance and culture

OO0

(H

Societal challenges
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Material topics

= Financial performance

= Innovation

= Digitalisation and interconnectivity
= Usability and accessibility of our products

= [T systems and platforms
= Customer privacy and Information security

= Cyber resilience (includes cyber-attacks and
data theft / fraud)

= Culture, ethics and integrity

= Climate change

Appendices
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Global economic developments

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

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

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

Advanced economies

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

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

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

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

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

Emerging economies

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

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

Poland continued to be resilient to slowing growth in the eurozone and the economic slowdown in

Turkey found a floor. Falling inflation and a return of investor confidence in Turkey contributed to a
general decline in interest rates.

14

Appendices



Contents Report of the Executive Board Corporate governance Risk Management

> The world around us

How exchange rates responded

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

During the year, the British pound’s performance against the euro was erratic, mostly driven by
changing market expectations about the possibility of the UK leaving the EU with or without a
withdrawal agreement.

Brexit factor

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

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

ING took several steps to prepare for Brexit, making various adaptations to ensure a smooth
transition. Following Brexit, the European Central Bank (ECB) was set to classify the UK as a non-EU
or third country. As a consequence, ING has made the decision to move a number of EU-related
trading operations to a location within the EU. Brussels was chosen due to its existing
infrastructure.
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The proposed changes by no means dilute the importance of the UK as one of ING's major
Wholesale Banking hubs. The UK centres of expertise, including Financial Markets, support ING's
clients and its teams in other countries and regions across the globe. The UK team will continue to
be an important pillar for ING.

A data-driven world

Over the years, ING has been working to meet the needs of our customers by transforming to a
global, digital organisation. This process is strongly driven by data. It's at the heart of everything we
do: getting to know our customers, giving them the tailored services they need, and ensuring their
experience is personal, instant, relevant and seamless.

We take our responsibility seriously to safequard our customers against loss or misuse of data. This
is not only our duty of care towards customers, but a wider social responsibility to act as
gatekeepers to the financial system, keeping it safe, secure and protected against fraudulent and
criminal activities.

Along with financial economic crime (FEC), digitalisation presents challenges in areas like digital
identity, privacy, data exchange, code of conduct on data usage, and storage and protection of
data. While many of these are addressed in various ways by reqgulators, governments and industry
quidelines, these measures don't always keep up with developments. At ING, we see an increasing
urgency to develop a data framework encompassing all these areas, particularly at European level.
This would promote innovation by establishing coommon standards across industries.

Protecting our IT infrastructure and systems and personally identifiable information from
cyberattacks will remain an extremely important factor for the banking sector and for ING.
Breaches can lead to serious legal, reputational and financial damage. Digital innovation and the
further development of our data-driven business models (e.g. open platforms), along with more
stringent requlations on data privacy, pose compliance and cybersecurity risks.
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Cybersecurity

Cybercrime is a growing threat to companies in general and to the financial system specifically.
Cyberattacks are becoming more frequent, and more intense. At the same time, banks are
becoming more exposed as they digitalise, rely more on cloud computing, and are increasingly
connected to third-party providers.

Cybersecurity is a key concern for ING. Our objective is to anticipate cybercrime-related activities
and prevent threats from becoming a reality. ING takes a multi-faceted approach to cyber security.
Our digital-first approach means that the safequards deployed around assets change in line with
the evolving threat landscape. Safequards include security and communication monitoring
capabilities that use behavioural analysis, machine learning and rules engines. ING is also
partnering with fintech companies to build a framework that supports security innovation within
the bank.

Read more in the ‘Innovation and transformation’ chapter.

Personal data protection

The requlatory framework for personal data is fundamentally shaped by the EU. It seeks to walk
the fine line between privacy protection and fostering data sharing.

Two crucial pieces of the new personal data architecture were rolled out across the EU in 2018 - the
second Payment Services Directive (PSD2) and the General Data Protection Regulation (GDPR).

The GDPR is a landmark personal data protection framework that is arguably the world's most
stringent. It gives customers the right to receive their personal data on request and for their data to
be directly transmitted to third parties. ING has been subject to the data protection requirements
set out in the EU’s General Data Protection Regulation 2016/679 (GDPR). We have updated our
Global Data Protection Policy (GDPP) accordingly and are implementing revised and new
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requirements in each country. To know more about what personal data ING collects, what we do
with it and who we share it with, go to our Privacy Statement on ing.com or any local ING website.

PSD2 opens banking and allows customers to authorise their bank to share their account
information with licensed third parties. For example, customers can view their accounts at other
banks in ING's mobile banking app; or authorise ING to access their account information at other
banks when applying for a loan, which can help speed up the approval process. The payment
initiation services element of PSD2 allows a third party to initiate a payment on a user's behalf or
from their account. As of September 2019, ING's entities based in Europe comply with PSD2.
Further guidance is yet to follow on the role of banks in providing services around anti-money
laundering (AML),

Digital transformation

Digital banking, innovation and transformation are key to our business. Being digital guides our
investments and transformation efforts; all our initiatives are geared towards creating one efficient
and safe ING worldwide.

The world is becoming increasingly digital and technology-driven - banking is no different.
Digitalisation in banking, driven by benchmark customer-friendly digital experiences offered by Big
Tech platforms, is improving how customers manage their money, offering increased convenience,
financial insights and empowerment.

ING's ambition is to be a leader in terms of the digital banking experience, offering a single digital
platform or ‘ecosystem’ where customers can find solutions to all of their financial and finance-
related needs. This platform will provide a customer experience that is personal, instant, relevant
and seamless across borders.
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As digitalisation continues to increase, we are connecting more and more platforms via application
programming interfaces (APIs). We believe the financial services industry will converge to an open
structure in which APIs are the de facto standard for integrating with partners.

As we innovate to become the digital bank of the future, we must move fast. Digitalising our
products and services is necessary as people expect their financial services company to use the
latest technology. We made good progress in 2019. We introduced innovations that improve the
digital customer experience and strengthen our mobile-first approach.

In Germany and Poland, we now offer features that help customers to better manage their money
by notifying them of upcoming payments, similar to the ‘Kijk Vooruit’ feature we offer in the
Netherlands. We've also enhanced the experience of our mobile app users by adding Apple Pay in
the Netherlands, Germany, Romania and Spain, after introducing it earlier in Australia and Poland.

In Wholesale Banking, clients in Poland can now also sign credit documentation electronically, and
in Belgium we enable our customers to start the mortgage process online. Our partnerships with

fintechs also help ING offer more financial tools to customers.

Read more about this in the ‘Innovation and transformation’ and ‘Our business’ chapters

A culture of trust

Trust in the banking sector sharply eroded after the 2007-2009 crisis and has not fully recovered. A
key part of restoring trust in the banking system is acting with integrity and in a fair, transparent
and prudent way in all operational and business conduct.

We need to adhere to a complex set of policies and rules relating to business conduct issues,

including insider trading, anti-trust, price fixing, and market manipulation. Commercial banks like
ING are in scope of regulations to help detect and prevent tax evasion, fraud, money laundering,
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and corrupt practices. In addition, various regulators are increasingly scrutinising the cultures and
behaviour of banks.

Banks that are able to ensure requlatory compliance through robust internal controls will be
better positioned to build trust with clients and shareholders. Ensuring regulatory compliance to
counter financial economic crime is a key priority for ING. However, merely having policies in place
is not enough.

Having a strong compliance culture and promoting integrity-led behaviour are key to reducing
potential risks. ING's Orange Code provides guidance, and living up to the Orange Code is a
substantial part of performance management within ING.

In addition, ING introduced the Orange Code dilemma model in 2017 to support well-balanced and
integrity-led decision-making. In 2019, the model was incorporated into existing decision-making
processes and experts were trained globally to support the organisation in applying the model.

Other initiatives such as compliance risk culture monitoring, global data ethics and the ‘i for
integrity’ programme with the Netherlands and Belgium are continuing. Also, a behavioural risk
team set up within ING in 2018 continued to perform additional behavioural risk assessments,
develop interventions to support management and enhance behavioural risk management within
ING. ING has also been working on a global code of conduct, which was introduced in the first
quarter of 2020.

ING continues to have a whistleblower channel in place. Also open to third parties, it allows for the
anonymous reporting of concerns, including those related to breaches of national and international
business-conduct requlations, as well as our own policies and procedures. Our Whistleblower Policy
protects informants from retaliation.

Read more about our Whistleblower Policy in the ‘Developments in risk and capital management’
chapter.
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Our shared ING values and commitments to integrity should always and everywhere guide us in
how we empower our customers and how we live up to our responsibilities to stakeholders. In 2018,
ING’s past actions resulted in a loss of trust from stakeholders. We have continued to work hard in
2019 to learn from these, rebuild trust and improve for the future.

KYC and anti-money laundering

We take our role as a gatekeeper to the financial system seriously, and are taking important steps
to boost our ability to keep the bank safe from criminal activities and protect our customers, the
bank and society.

Financial economic crimes such as money laundering and tax evasion are not contained within a
single country or jurisdiction, but are a global challenge that impact the entire financial system. A
recent study by Brigitte Unger, University of Utrecht, found that in the Netherlands alone, almost
€13 billion worth of criminal money is laundered each year. At the same time, technology is
advancing and criminals are becoming more sophisticated, which increases the risk that the
growing number of digital card and payment transactions are used for fraud or money laundering
purposes.

In 2019, we continued to focus on our global know your customer (KYC) enhancement programme.
We now have around 4,000 FTEs working in KYC-related activities. File enhancement and
transaction monitoring look-back activities resulted in improved reporting of suspicious activities to
authorities in various countries. We're also working on promising tools that use machine learning
and artificial intelligence to increase the effectiveness of our KYC operations.

We made progress raising awareness and improving the skills and behaviour of our staff and our
governance of KYC across ING. The programme will deliver the basis for ING's KYC operations.
Further improvements, from continuous learning and quality-assurance cycles, will continue to
be embedded.
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ING welcomes steps by the Dutch and other authorities to achieve wider cooperation between
banks, law enforcement and regulators on both a national and European level to strengthen the
financial system’s resilience in the fight against financial economic crime.

We are working with the Dutch Banking Association (NVB) and the Dutch Central Bank (DNB) on
harmonising efforts to counter financial economic crime and participate actively in various working
groups and project teams in this area. To help in the fight against money-laundering, ING joined
several other Dutch banks in 2019 to explore the possibilities of setting up a joint organisation to
monitor payment transactions: Transactie Monitoring Nederland (‘transaction monitoring
Netherlands').

In 2019, the European Commission conducted an investigation into anti-money laundering (AML)
infringements by EU Financial Institutions. In July, it published three reports setting out the lessons
learned from this exercise. The EU confirmed that financial institutions fell short in their compliance
with requirements from AML legislation on a number of occasions. It also noted structural
shortcomings in the control frameworks put in place by financial institutions, particularly for
transaction monitoring and suspicious transactions reporting, in sectors with high volumes of
transactions.

AML supervisory practices, both in terms of expectations and sanctions, differ across member
states and the cross-border cooperation between authorities could be improved. In its reports, the
European Commission envisages setting up central supervision and harmonising standards for and
formats to be used by authorities.

The European Commission also finds that national implementations and interpretations of EU AML
directives are not aligned and require improvement, possibly through a regulation instead of a
directive. The European Commission is considering legislative proposals, which are expected before
the summer of 2020.
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For more on KYC and GDPR, read the ‘Developments in risk and capital management’, ‘Our people’
and ‘Innovation and transformation’ chapters.

Commitment to human rights

ING strives to respect people’s rights in accordance with the Universal Declaration of Human Rights.
We apply these and other principles, such as those of the UN Global Compact, UN Guiding Principles
for Business and Human Rights, the International Labour Organisation, and OECD Guidelines for
Multinational Enterprises throughout our operations. This includes the right to collective bargaining
and freedom of association.

We base our own human rights policy on these conventions. We seek to judge employees on their
merit and skills and without discrimination according to race, age, sex, religion, ability or belief. We
believe that by respecting human rights and increasing our efforts in diversity, we are
strengthening our workforce and our business. Read more in our Human Rights Update 2019.

Climate change

There is an increased urgency around climate change - it's now viewed to be at crisis stage and is
topping global agendas. The International Monetary Fund (IMF) is examining the impact of climate
on the world’s financial markets and whether it is priced into market valuations. The financial cost
of climate change was the subject of many discussions at the IMF at its meetings in 2019. Climate-
related risk also tops the World Economic Forum'’s (WEF) 2019 global risk ranking in terms of
likelihood and impact. The environmental risk category is becoming more prominent.

Read more in the ‘Developments in risk and capital management’ chapter.

We are continuing to advance our understanding and approach to climate risks and opportunities.
We support clients and transactions with a positive climate and social impact, and steering our
entire loan book to meeting the Paris Climate Agreement’s well-below two-degrees Celsius goal.
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We call our strategy to get there the Terra approach. In September 2019, we published the first
progress report on Terra. The report presents ING's pathway towards climate alignment in the
sectors most responsible for climate change and is intended to be published every year.

We believe climate risk is a strategic and credit risk. We've set out targets to ‘green’ our portfolio by
reducing our financing to coal-power generation to close to zero by 2025. By the end of 2025, we
will no longer finance new or existing clients in the utilities sector that are over five percent reliant
on coal. We continue to support these clients’ non-coal energy projects. For details on our coal-
related exposure, please refer to the Non-financial appendix.

Read more in the ‘Developments in risk and capital management’ chapter.

We've developed a comprehensive suite of sustainability products and services for our Wholesale
Banking clients across all sectors to help them transition to the low-carbon economy of the future.

In lending, we pioneered the sustainability improvement loans approach back in 2017. We
introduced another innovative product in 2019 - a sustainability improvement derivative. We're
also making progress in our circular economy programme with an increase in the number of
circular deals in 2019. Added to this, we launched a sustainability improvement capital call facility
for Singapore-based Quadria Capital Management, the first in the world to link the interest rate of a
private equity fund to the sustainability performance of its portfolios.

True to our partnership approach, ING teamed up with the European Investment Bank (EIB) in 2019
to make €400 million available for large business customers in the Netherlands, Belgium and
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Luxembourg to invest in sustainable projects. Companies selected for their sustainable impact will
benefit from an interest rate discount of 0.3 percent because of the EIB's backing.

Read more in the ‘Our business’ chapter.

No one sector, much less one bank, has the ability to solve the world’s problems. That's why we
seek to increase our impact through partnerships and coalition-building. For our Terra climate
approach, we worked with the 2° Investing Initiative (2°ii) to develop an open-source methodology
to measure our loan book and steer it towards the climate goals of the Paris Agreement. We

then personally and individually engaged with more than 40 banks interested in the work ING
was doing. This led to 17 banks joining the pilot with 2°ii. Four of these banks joined us in our
overarching commitment to steer our loan book with what we called the Katowice Commitment
in December 2018.

In September 2019, we were a founding signatory of the UN-backed Principles for Responsible
Banking, adopted by more than 130 banks representing a third of the world's banking assets.

The next day, ING and more than 30 of these banks pledged to turn these principles into action by
signing the Collective Commitment to Climate Action, which was created using our Katowice
Commitment as a foundation.

For more information, please refer to the ‘UNEP FI Principles for Responsible Banking' section of the
‘Non-financial appendix’ at the back of this report.
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Our strategy and how we create value

ING's Think Forward strategy continued to guide us during 2019.

It was a year of rapid transformation in the competitive landscape,
regulation, customer preferences and the economic context.

It was marked as well by the growing threat of climate change.
These developments present both challenges and opportunities.

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

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

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

Think Forward

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

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

Platform approach

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

21



Contents Report of the Executive Board Corporate governance Risk Management

> Our strategy and how we create value

ING chooses to pursue its own platform approach. It aims to create a go-to financial services
platform offering one customer experience wherever we operate and one that's mobile-first in
keeping with ING's clear and easy, anytime anywhere Customer Promise. To support this ambition,
we're evolving to a single global modular technological foundation that can be easily scaled up to
accommodate growth, and one that's open so it's ready to connect to other platforms and offers
users relevant third-party products and services.

Innovation and transformation

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

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

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

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

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

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

Promoting a sustainable society

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

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

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

\

Elements of our strategy

Our Think Forward strategy was launched in 2014 and guides everything we do. It was visionary

then and today is ever more relevant to our success. This section describes the strategy and
includes references to examples and additional information on how our strategy links to the
P Customer Promise material topics identified by our stakeholders.

Clear and Anytime, Keep getting

easy anywhere better Strategic priorities

To deliver on our Customer Promise and create a differentiating customer experience, we have
. J identified four strategic priorities:

\V4

Empower

1. Earn the primary relationship

Creating a differentiating customer experience Earning the primary relationship is a strategic priority for ING as it leads to deeper relationships,
greater customer satisfaction and, ultimately, customers choosing us for more of their financial
1. Eam the primary relationship needs. In Retail Banking we define primary customers as those with multiple active ING products, at
least one of which is a current account where they deposit a reqular income such as a salary. For
B Strategic Priorities 2. Develop analytics skills to understand our custormers better Wholesale Banking these are active clients with lending and daily banking products and at least
one extra product generating recurring revenues over the last 12 months.
3. Increase the pace of innovation to serve changing customer needs
Read more in the ‘Our business’ chapter.
. Think beyond traditional banking to develop new services and business models Material topics: financial performance, usability and accessibility of our products.
\
- _ _ 2. Develop data analytics
P Enablers Simplify fmd Operational  Performance '-e"d_"_‘q With the further digitalisation of banking, data is an important asset that helps us improve the
streamline Excellence Culture Capabilities : : : : o
N customer experience and earn the strategically important primary relationship. We rely on data to
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understand what customers want and need. We use these insights to personalise our interactions
with customers and empower them to make their own financial decisions. Data skills are also
essential to know our customers from a requlatory and risk perspective, to prevent fraud, improve
operational processes and generate services that go beyond traditional banking. At ING, we
recognise that excelling at data management is a core competency if we are to realise our
ambition to create a personal digital experience for customers. We are on course to implement one
global approach to data management to ensure we maximise the potential of this key resource.
Discussions in society about data privacy and the tightening of data privacy legislation and
reqgulations, as embodied in the EU’s General Data Protection Regulation (GDPR), are raising
awareness of this important issue. At ING, we are committed to handling customer data safely and
being open about how we use it.

Read more in the ‘The world around us’, ‘Innovation and transformation’ and ‘Our business’
chapters.

Material topics: customer privacy, business ethics and culture, digitalisation and interconnectivity,
cyberresilience.

3. Increase the pace of innovation to serve changing customer needs

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

Read more in the ‘Innovation and transformation’ chapter.

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

Read more in the ‘Innovation and transformation’ and ‘Our business’ chapters.

Material topics: innovation, digitalisation and interconnectivity, customer privacy, business ethics
and culture.

Enablers

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

1. Simplify and streamline

Simplify and streamline refers to ING’s aim to become a more effective, cost-efficient and agile
organisation with the flexibility to respond to fast-changing customer needs and low-cost
competitors. To support our ambition to evolve into one, scalable, mobile-first digital platform that
offers a uniform and superior customer experience we are building a global foundation with the
same approach to data, IT infrastructure, and processes. This will feature simplified and
standardised products and systems and by modular architecture, integrated and scalable IT
systems and shared services. We also apply one Way of Working (WoW), based on agile principles,
across many areas of ING to speed up the pace of innovation and bring new customer solutions to
market faster, as well as to enable global collaboration and knowledge sharing.
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Read more in the ‘Innovation and transformation’ and ‘Our business’ chapters.

Material topics: usability and accessibility of our products.

2. Operational excellence

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

Read more in the ‘Innovation and transformation’ and ‘Risk’ chapters.

Material topics: IT systems and platforms, cyberresilience.

3. Performance culture

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

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

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

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

Read more in the ‘Our people’ chapter.

Material topics: business ethics and culture.
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4. Lending capabilities

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

Read more in the ‘Our Business’ chapter.

Material topics: financial performance, climate change.
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Input What we do Outcome Impact on society

Financial resources Purpose Financial resources

Our customers entrusted us with E We grew our net core lending by €17.2 ING paid out €2.6 billion in

mpower people to sta

€744 billion of capital in subordinated P P _p . L_J . billion and our net customer deposits by  dividends to shareholders and

loans, debt securities issued and a step ahead in life and in business €23.4 billion. ING posted a net result of ~ €3.0 billion in interest to bondholders. DECENT WORK AND

customer deposits (including) from €4.8 billion over FY2019. Lol LA L

banks).

Y _ Network & connections

Network & connections We are creating financial and finance- The availability of our online channels

To offer simple and streamlined related solutions for customers through  was 99.9 percent for wholesale clients

products and services, an advanced and their preferred platforms, or by globally, and 99.7 percent for retail

reliable IT platform with high system becoming a platform ourselves. The customers in the Netherlands and Belgium.

availability is key. number of primary relationships has RESPONSIBLE

- ) increased with 6.7 percent to 13.3 12 CONSUMPTION
Wholesale - = Retal ill
Banking )5 Banking million AND PRODUCTION

Knowledge & expertise Knowledge & expertise OO

We innovate to think beyond banking and We have 200 fintech partnerships 25.9 million people felt financially

keep satisfying customers’ changing helping us to boost innovation. With the ~ empowered after interactions with ING.

needs. Think Forward Initiative, we have We retained our top NPS ranking in 7 out

successfu[[g reached consumers with of 14 retail markets. We SUCCGSSfU“g

To counter financial economic crime, we insights and innovation on 15 million implemented a KYC enhancement CLIMATE

are using technology and our occasions, to empower them to make programme across all countries. 1 ACTION

innovation skills to make improvements better financial decisions.

T In 2019, we achieved an organisational ~ Our Human Capital Return on

P Promise health index score of 70 percent. Investment score for 2019 is

Our 56,000+ employees put our . ) 2.38.

customers first and are evolving to keep We make banking clear and Environment

PGCZ V\(/iitth the ;kills an'cip??ilities easy, available anytime and We use the Terra Approach to steer our Iann(zn(l)gls?svc\;? E\?;nopﬁt:fdtggrn?r:zt

needed to embrace a digital future. .

g Gngwhere Ond we keep gettlng lOOn bOOk Of more than €600 bln sectors most reSpOﬂSible for
towards the well-below two-degrees reenhouse 4as emissions
better goal of the Paris Climate Agreement. E e
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Innovation and transformation

Platforms are the success story of the digital age. So much so, that
most of the world’'s most valuable companies are now based on
platform business models. Platform leaders like Apple, Google,
Amazon and Alibaba are defining the digital customer experience.

Platforms

Both innovation and transformation play crucial roles in ING transitioning to a platform business.
We rely on innovation to develop truly disruptive products, services and experiences that can help
ING become the leading go-to platform for financial services and beyond and on our
transformation to scale up and share these innovations across our businesses to create one user
experience for all of our 38.8 million customers

People are spending more and more time on platforms. To buy things, socialise, explore, learn,
travel, entertain and be entertained. And to keep people there, platforms provide experiences that
are personal, instant, relevant and seamless. Experiences that are the same everywhere, no matter
where users are. With every subscriber, the value of the platform increases. More users attract
more producers - and the other way around.

Platform providers are obsessed with the customer experience. They use data to pinpoint the
customer need and partner with third parties to ensure there is always a fitting product or service
for any customer need. This ensures customers always come back to them for more.

With a shift towards platform models, to participate in that space there are three positions a
company can take: become a platform yourself, provide ‘capability as a service’ or become a

ING Group Annual Report 2019

Consolidated financial statements = Parent company financial statements

Other information

producer on third party platforms. Successful companies often play across two or three positions.
ING is also following this route combining these three different strategies. The first is to become a
destination platform, the ‘go-to place’ for financial services and beyond, a place where consumers
and producers interact. Here, we need to give them very good reasons to come to our platform,
something very different from what they can get elsewhere. What is offered should not only be a
perfect experience, but also be the best available product and service. Examples of ING doing this
are DealWise, helping clients get the most relevant deals, CoorplD, which provides a centralised
digital vault for corporate clients to store and share their KYC documentation and Invisible Tickets, a
seamless ticketing solution for public transport using mobile phone sensors to automatically track
and charge travellers.

Secondly, in addition to pursuing strategic platform moves, ING also invests in independent
initiatives in their own right, outside of the above-mentioned platform plays, such as what ING
has done with Yolt, Cobase, Vakt, Komgo and Payconig. These ‘spin-out’ go-to-places, are not
ING-branded.

The third way is to connect to the existing platforms of others. With more and more companies and
people interacting on platforms, it is important for ING to continue to be where its customers are.
Here, we can either provide ‘capability as a service' to other platforms, such Yolt for Business and
FINN - Banking of Things, or become a producer on a third-party platform.

ING is testing and trying all three approaches to prepare ourselves for life as a platform business.

Innovation

Innovation is at the heart of ING's Think Forward strategy. It is important that ING not only becomes
an innovation-enabled organisation, but also increases the number of adjacent and disruptive
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Value spaces

To narrow down these inncvation priorities, efforts are centred on certain volue spaces.

The followang are based on emerging themes and trends applicable to customers, as well as our
capabilities.

Housing

Connecting selers, buyers ond service providers tn an

erxi-ta-end housing ecsystem.

Shopping
Providing customers with personalised and relevant products
and services.

Tradetedh

Using odvancements such as the Intemet of Things and
dstributed ledger technology to moke miternational trade more efficient

Proptech
sell, finance and manage property.

Business fmancial management

Lising new technolagy, be the go to place for SMEs and
Mid-Corps to find all the tools ond service they need for finoncial
management.

Regtech

Providing regulatory technology solutions to the ever increasing
demands of compliance.

Identity
Using e-identity sphubions in support people with easy
nuthentication as well as asafe and s EXpErience.

Employee experience

Providing a cultural, physical and technological environment
that helps employees serve customers better.
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innovation initiatives in the market. Developing truly disruptive products, services and experiences,
goes a long way in helping ING's platform ambitions.

Innovation approach

ING's approach is centred on two of ING's strategic priorities:

1. Increase the pace of innovation to keep satisfying customers' changing needs. These can vary
widely - from what customers expect from their bank, to how they use our apps and services,
to the kinds of products that help them be successful, and,

2. Think beyond traditional banking by developing new banking services and business models
that the industry, or even the world, has never seen before.

To narrow down these new banking services and business models, efforts are directed into certain
value spaces. These are based on emerging themes and trends for customers, as well as our own
capabilities.

ING Labs

ING Labs are environments where the bank develops disruptive ideas and brings them to market by
creating minimal viable products (MVPs). We do this by combining our knowledge and network with
the knowledge and skills of others. In the labs, internal and external experts in small cross-
functional teams develop their ideas using ING's PACE innovation methodology (see below). The
aim is to turn the idea into a customer-validated MVP within 12 months. Our approach is all about
testing and validating assumptions before we build. This ensures innovations are desirable, feasible

and viable.
There are ING Labs in Amsterdam, Brussels (formerly Fintech Village), London and Singapore.

Various business units and countries, such as Poland, also have their own innovation accelerators
where they concentrate on improving current products and processes.
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Innovation Fund

ING allocates €25 million each year through its Innovation Fund to accelerate innovation across the
bank. Funding is available to any employee who wants to turn a breakthrough idea into reality.

ING has a global fintech network that helps orchestrate local scouting efforts and provides input on
whether a partnership should be of a local or global nature. Often, partnerships allow innovative
banking services to be brought to market quicker than if one of the partners had tried to do that
alone. Investing in promising companies that are transforming banking is an important part of our

Fintech partnerships and ING Ventures . .
innovation approach.

ING collaborates with a wide range of partners including fintechs, its own customers, talented
individuals and companies from other industries to develop innovative solutions for customers. Partnerships started Partnerships stopped

67 29

ING Ventures

ING Ventures invests in fintech and fintech-related venture capital funds around the world. Through
such investments, we aim to build a portfolio that accelerates the pace of innovation and create an
even better experience for customers. It targets disruptive technologies that have the potential to
impact ING’s business to ensure customers and clients get access to best-in-class services. Based in
Amsterdam but shadowing ING’s geographic footprint of more than 40 countries, ING Ventures is a
€300 million fund that not only drives innovation within ING, but also supports entrepreneurs with
hands-on support, know-how, scaling expertise and access to ING's distribution network.

Examples include a multi-million investment in the fintech Cobase, which provides a multi-bank

An innovation partnership could start with someone spotting a potential collaboration or platform where international companies can manage multiple bank accounts, an investment in
improvement in a process that supports the bank’s strategy and could create a differentiating UK-based TradelX, the world's first open platform for trade finance based on blockchain and
customer experience. A common type of partnership at ING is starting a proof-of-concept or pilot investment in Ascent a US-based regtech company.

with a fintech. Here, ING tests a solution for a limited time. If the proof-of-concept is successful,
ING enters into a commercial contract with the partner.
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PACE - ING's way to innovate

To transform the bank into an innovation-enabled organisation, a customised methodology and a
set of common processes, language and tools, called PACE - the ING way to innovate, are used.
PACE, developed internally, is central to providing a differentiating customer experience and uses a
combination of Lean Start-up, Agile Scrum and Design Thinking methods.

A feature of PACE is continuous validation with the customer to ensure we are creating the right
product or service for them. This way, we use our scarce resources to develop only what the
customer really wants. PACE has been introduced and is being applied in most ING countries and
business units. The establishment of a global PACE Academy, complete with online modules, helps
employees work with the methodology.

Throughout 2019, there was outstanding progress in the adoption of PACE particularly in Australia,
Poland and Turkey. In 2019, more than 3,000 professionals increased their awareness and
knowledge of PACE through PACE Fundamentals training, while more than 480 participants from 26
PACE academies have gained in-depth capabilities in service and experiment design.
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Employee-developed innovations

AV ISIBLE
TICKETS

A beyond banking initiative, Invisible Tickets enables travellers to pay for their public transportinvisibly. A mobile phone app using =
sensors automatically detects that they are embarking on a journey, whether it be by train, bus or tram. When the user arrives at -
their destination, the cost of the journeyis debited from their bank account. For public transport companies, it improves the
customer experience without any hardware investment.
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'5 dealwise

Most people like a discount, particularly when it involves their favourite brand. But currently, obtaining that discount is often too
long or complex and comes with hidden clauses in small print. This is where ING's initiative DealWise plays a role. Based on
customer behaviour, DealWise identifies categories and brands that individuals are interested in. A card-linked cashback solution *kkkkkk*k
throughthe ING app as well as a stand-alone app, is available for both online and offline purchases. And it's not just customers
that benefit. DealWise offers an excellent solution for the pains merchants experience - delivering better customer insights and
enhanced access to potentialnew clients. DealWise has been tested as part of the ING
internet banking app and proved to have a positive impact on the Net Promoter Score
and login frequencuy.
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E Banking of Things

FINN - Banking of Things is an ING open-source software solution that enables any
connected (Internet of Things) device to autonomously pay for its use. Using a smart
device, FINN allows business customersto add trigger-based paymentsto any smart
device, enabling them to offer secure Product-as-a-Service business models. In 2019,
FINN became part of Transaction Services/ING Techto prepare for scale.
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Transformation

To create one user experience for all 38.8 million customers, we must become one ING. By building
a global foundation that standardises how we design and manage processes, our IT infrastructure,
our Way of Working and how we store and analyse data, we can offer similar products and services
everywhere. To achieve this, ING announced a series of transformation programmes in 2016 to
unite similar businesses and bring us closer to one mobile-first digital platform that offers a uniform
and superior customer experience.

Transformation management

Managing ING's transformation is the responsibility of the chief transformation officer and the

Global Transformation Office. Transformation management is crucial in connecting all country,

business line and functional change. In 2017, a bank-wide transformation management method

was introduced to ensure the implementation of our Think Forward strategy.

It's a set of standardised tools and processes that include:

= Strategic portfolio management, which forms the link between strategy and implementation.

= A gated process that supports teams to continuously improve the maturity of their programmes
in line with best practices.

= Ninety-day agile delivery cycles to facilitate continuous improvement, planning and prioritisation
that ultimately lead to a better impact on customers and other stakeholders.

Running a bank-wide transformation is complex. It involves many interdependencies between

different workstreams and may involve trade-offs in local priorities or autonomy so that we
prioritise what is best for the bank on a global level. Our transformation management method
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helps speed up decision-making, resolve issues when they arise or adjust our planning when
necessary. All this needs to be done while keeping the bank safe, secure and compliant and
minimising any adverse impact.

IT

The IT target operating model (TOM), which aims to create speed, scale and security as well as cost
efficiency has gained significant maturity. We introduced one purpose, one common backlog, one
technology platform, one workforce of talented engineers and one Way of Working.

The quality of our people is crucial to the quality and efficiency of our Tech services. We build and
maintain a global workforce of highly skilled engineers through global performance days where we
assess and calibrate our engineers based on one engineering profile. In 2019, 82 percent of our
internal engineering workforce work according to this profile.

Next to that, our one Way of Working also enables us to work globally and effectively, with
agile working now in over 90 percent of our workforce in 15 ING Tech entities (up from 60 percent
in 2018).

Touchpoint

Touchpoint is the foundation that enables producers to share services with ING entities, allowing
them to create business-wide propositions across the bank and to third parties. Touchpoint reduces
time to market and the volume of new ING propositions and services for customers. It also
contributes to ING's platform ambitions by providing solutions that are globally scalable.
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Business transformation programmes
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Unite be + nl

Uniting Belgium and the Netherlands to offer
the same customer proposition across bwo
countries. Combining both countries’ strengths
for a more consistent customer experience,
with one integrated banking platforrm and o
harmonised business model

Creating a digrtal go-to financal platform in
Germany offering s own and third-party
SETVICES.

Uniting our retail banks in France, Spain, Haly
and the (zech Republic onto one, scalable
banking platform to pronde one austomer
expenence across the four countries.

WEBTOM

Digitalising ond standardising WE products,

processes and custorner propositions across all

countries.
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We have built one cross-border delivery organisation in
Belgium and the Metherlands, combining business and IT. We
have reduced our branch footprint and introduced cormmon
digital channels (OneApp and OneWeb) that have been piloted
with the first groups of customers. We also introduced one
assisted channel platform for all customer-facing colleagues in
Belgium and the Metherlands allowing them to support
custorners better and in a more uniform wauy.

Early 2019 we completed the programme after introducing a
new mobile app (OneApp) and a Go2Place platform including
e-signature, multi-banking account overview, forecasting,
third-party services and an end-to-end digital process for
account opening, consumer loans and mortgages.

In Maggie we are building a best-in-class mobile and digital
platform based on scalable IT infrastructure. Czech Republic
was the first country to go live in December 2018. We now
have over 450K active customers and the platform is ready to
onboard customers from Italy, Spain and France in the coming
years. Also, in 2019, the Maggie teamn adopted ING's One Way
of Working, enabling faster delivery going forward.

We improved the experience of our Wholesale Banking
customers through the implementation of target solutions in
Financial Markets, Lending and Transaction Services, setting up
a pan-European Daily Banking desk and by expanding our
client platform InsideBusiness which is being used by more
than 18,000 international clients. We also optimised our
operations by decommissioning 726 IT applications and
growing our shared service centres in Manila and Bratislava to
more than 1,500 operations experts.
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Touchpoint has been made available in and Asia. In 2019, it has enabled the delivery of several
business solutions, including PSD2, covering 17 countries across Europe for Retail and Wholesale
Bank, ING’'s new, mobile bank in the Philippines, ING's digital insurance platform and the first open
banking API. Many programmes, such as Unite be + nl and Maggie have been enabled by
Touchpoint. Touchpoint now provides its users with access to 21.8 million customers (57 percent of
our customer base).

ING Private Cloud (IPC)

ING Private Cloud (IPC) is the digital platform used to store and process data and IT services such as
mobile phone apps. It is one of the steps ING takes in giving customers a consistent experience in a
secure and reliable way. IPC standardises our IT infrastructure, simplifies and streamlines existing
processes, and brings an automated and self-service infrastructure to development and operations
teams. The IPC has reduced our infrastructure time-to-delivery from an average of more than 10
days to less than an hour.

In 2019, we expanded the service portfolio to support further onboarding in the IPC and doubled
global adoption of IPC, from around seven percent of global infrastructure in 2018 to around 15
percent by the end of 2019.

Security

Cybercrime resilience is a major priority for ING to keep the bank secure and safequard customer
trust. This is especially relevant as ING pursues platform business models, expands mobile and
other internet-based products/services, further digitalises processes and opens up PSD2 interfaces
to the outside world.

Like other companies, ING is reqgularly the target of cyberattacks, like Distributed Denial of Service
(DDoS), targeted attacks (also called Advanced Persistent Threats) and ransomware.
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These attacks could have an adverse effect on our business, reputation, revenues, operations or
financial health especially when they breach data protection rules and jeopardise confidential
information of our customers or partners.

In 2019, we saw increased professionalisation and automation of criminal organisations. Relatively
unskilled, criminally motivated hackers adopted the tactics, techniques and procedures of more
sophisticated nation-stated backed adversaries. There is also evidence that techniques are
becoming more widely commoditised with cybercrime-as-a-service being made available.

Techniques used to gain unauthorised access have become increasingly sophisticated. We have
faced, and expect to continue to face, an increasing number of cyberattacks.

Preventative measures

Preventative measures are in place for ING data centres and organisational resilience is
continuously tested. A dedicated cybercrime expertise and response team continues to predict,
protect, detect and respond to e-banking fraud, DDoS and targeted attacks.

Threats are closely monitored in cooperation with other banks and government institutions. ING
maintains a strong global cybercrime alliance with the financial industry. Cybercrime travels across
sectors and borders, and therefore we encourage a common, cross-industry response where
companies and public authorities work together to combat crime. ING recognises the value of an
effective regulatory framework and is in favour of cybersecurity being led more by actual cyber
threats, and less by rule-based compliance. The ECB's TIBER-EU framework for cyberresilience
testing is a good example. Testing critical systems on actual, real-life threats helps entities gain
insight about their protection, detection and response capabilities.

Training and awareness for customers and employees is a crucial part of ING's preventative
measures. Our all-staff online integrity programme is reqularly updated with the latest cybercrime
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trends and prevention measures. In addition, special risk days are organised for staff, highlighting
specific themes and how to remain resilient against them.

‘White Hat', or ethical computer hackers who break into protected systems and networks to test
and assess their security, are also invited to share their observations using ING's Responsible
Disclosure programme.

In 2019, we also further standardised and automated our User Access Management (UAM)
processes and day-to-day practices.

Cybersecurity incidents in 2019

During 2019, no major cyber security incidents occurred despite the increasing sophistication of
attacks. The volume and duration of DDoS attacks is increasing, especially in Belgium, the
Netherlands and Romania. One of those DDoS attacks in Romania meant customers couldn’t
access our services for a couple of hours. No customer claims were made, nor any financial losses
incurred.

Data

Building the digital bank of the future is all about data. Data can provide meaningful insights that
help us to understand customers better and enable us to develop innovative products that
personalise the customer experience. In addition, data can be used to improve processes and to
make better management decisions.

To make raw data meaningful, it needs to be sorted, harmonised and put into context. To do this in
an effective way, ING has a data management strategy with major elements of the strategy being

standardised data definitions (ING Esperanto) and data models (Esperanto Warehouse Model). Both
contribute to the availability, quality, integrity, usability, control and global governance of our data.
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Data privacy

People entrust banks with confidential information that they expect to be kept safe. It is important
that we maintain that trust and comply with our legal obligations around data protection, which
can differ from country to country. ING is transparent about what it does with the personal data of
customers, employees, suppliers and business partners, and only processes data for specific
business purposes. Our approach can be summarised as: the right people use the right data for the
right purpose.

ING has been subject to the data protection requirements set out in the EU’s General Data
Protection Regulation 2016/679 (GDPR). We have updated our Global Data Protection Policy (GDPP)
accordingly and are implementing revised and new requirements in each country. To know more
about what personal data ING collects, what we do with it and who we share it with, go to our
Privacy Statement on ing.com or any local ING websites.

Data ethics

When it comes to data ethics, ING acknowledges the importance of respecting the expectations of
its stakeholders, for instance, when new processes or products are introduced to enhance the
customer experience. ING's data ethics approach is an integral part of our decision-making process
and is embedded in ING's Orange Code. It consists of data ethics values and principles that apply
to everyone in our organisation. Both global and local data ethics councils are in place to advise
ING business units and help ensure that complex queries or dilemmas on data ethics are dealt
with properly.

Analytics

ING's Analytics Unit was established in 2018 to accelerate the bank’s analytics capabilities and lead
the transformation to become a truly data-driven company. The unit has two main objectives:
promote data fluency among employees and strengthen analytics delivery.
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The department is responsible for the global coordination of analytics activities, better alignment
with the business strategy, establishing one analytics and data coommunity that supports
knowledge sharing and apprenticeships and better use of investments in tooling, talent and
partnerships. It is organised around nine main capability domains and supported by analytics
teams and common infrastructure.

Building data and analytics capabilities

ING's quest to become data-driven starts by unifying the analytics capabilities of our organisation.
This allows us to accelerate change, scale and innovate for customers. Currently, more than 100
data scientists work across Analytics centres of expertise (CoEs) and countries.

In 2019, an Analytics Academy was launched to put analytics capabilities within everyone’s reach.
A bank-wide Analytics for All campaign was also launched for employees encouraging them to be
data-fluent and think like a data scientist. To help develop data science capabilities, we also added
an analytics track to our graduate programme, the International Talent Programme. To ensure that
ING stays at the cutting edge of Al research, we also collaborate with various academic institutions,
including Dutch-based university, TU Delft.

Strengthen analytics delivery

Analytics is organised globally into nine capability areas with CoEs in customer interactions,
customer dialogue, risk and pricing, financial crime and regtech, intelligent operations, innovation
and beyond banking, people and finance and wholesale banking.

Specifically, the CoE for financial crime and regtech provided multiple products, helping to improve
risk mitigation including:

= Detection of smurfing cases in Turkey.

= Detection of unknown suspicious activities through anomaly detection for financial institutions.
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Boosting artificial intelligence

To further boost and highlight the importance of Al in the Netherlands, ING joined four other
Dutch companies for the Kickstart Al initiative which aims to accelerate and promote the
development of Al technology and nurture Al talent. This effort will add educational capacity,
foster the development of an Al community and reinforce the position of the Netherlands as a
competitive and relevant Al hub.

Robotics

ING has been experimenting with chatbots since 2016. We've now passed the exploration phase
and are now looking to create value and scale. The benefits for customers include a simplified user
experience, 24/7 contact and a reduction in human errors.

In Germany, the virtual assistant pING answers questions on products, services and generic FAQs. In
2019, pING conducted over 10 million customer sessions, with more than 80 percent of questions
answered.

In Turkey, the chatbot INGo answers questions on loans, cards, accounts savings, currencies and
insurance products via Facebook Messenger, the mobile app and the website. INGo also helps with
applying for a loan. In 2019, INGo took part in over 4.5 million customer sessions, with 89 million lira
worth of approved loans done via a credit advisor in the chatbot.

Digitalising manual activities

Robotic Process Automation (RPA) uses robotic software scripts to digitalise manual activities. In
2019, an additional 100 robots were added to the 1,200 in operation in 2018. Of the robots added
in 2019, around one-third were put to work on KYC processes.
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More units were onboarded on the global robotics as a service platform including Belgium, Risk and
Legal. This way, business units can benefit from a central compliant environment hosted by a
global Tech squad.

An example of one of the solutions on this platform is the RoboPlatform developed by ING in
Poland. A digital assistant for Operations and Customer Support, the RoboPlatform performs
repetitive activities which leaves employees more time to interact with customers and complete
more complex tasks. The RoboPlatform is now the standard in ING France and for several KYC
processes in the Challengers & Growth Markets countries. ING has a mix of external and an internal
RPA products to minimise dependencies on one provider.

Operational excellence

We promise customers we'll keep getting better. One way is by simplifying and standardising
end-to-end processes. Some processes are internal, while others directly impact the customer.
Making them easier leads to a superior customer experience, higher quality of processes and
greater efficiency.

Shared services

Operational, IT and support tasks are being centralised in shared service centres. In 2016, ING set up
a fully owned service company ING Business Shared Services BV (IBSS) to consolidate all such
centres in one specialised non-banking legal entity. Currently, IBSS has four foreign branches. The
Bratislava and Manila branches are multi-functional centres providing services to all domains with
an extensive operational platform targeting Wholesale Banking, Retail and Group services.
Branches in Poland (Katowice and Warsaw) and Romania (Bucharest) predominantly provide ING
Tech services. IBSS branches are moving into the direction of multifunctional shared service centres
providing services to both Retail and Wholesale Banking as well as to global functions. Manila now
supports ING retail business in Australia and the Philippines. Katowice provides card processing
services to ING in Poland and France. Bucharest hosts services for operational risk and compliance
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while Bratislava expanded its Pan-European Desk service for over 100 internal clients. In 2019, IBSS
was also set up in Warsaw with an emphasis on data analytics/risk modelling.

Overall, IBSS has become a professional services organisation that employs around six percent of all
ING colleagues globally and is continuing to provide more specialised and complex services. In
October, Manila was awarded the Circle of Excellence Award for Technology Company of the Year
and Executive Leadership Team of the Year at the Asia CEO Awards.

Global Process Management

ING's Global Process Management (GPM) department was established in 2016 to improve the
customer experience. It does this by introducing a single, global approach to improving end-to-end
processes and a common way to manage those processes and standardise across business units.
Achievements in 2019 include designing global regulatory and HR processes and defining an
approach for implementing global processes across ING.

Way of Working

To respond more quickly to changing demands and customer feedback, encourage an innovative
mind-set and engage employees, ING's one Way of Working (WoW) unites employees in
multidisciplinary, cross-functional teams. End-to-end responsibility empowers employees to
collaborate more easily and effectively across the organisation.

An agile WoW has been introduced in the delivery area of the Netherlands, Belgium, Spain, Poland,
Austria, Romania, France, Australia, Luxembourg and the Czech Republic, as well as in COO Finance.
Design and implementation for the remaining countries and business units are in full swing. ING is
one of the first banks to adopt the methodology.

Uniting so many different cultures is a challenge that requires a behavioural shift, guided by our

Orange Code. Bridging cultural differences between countries is supported by WoW ambassadors,
training programmes and WoW bootcamps.

38

Appendices



Contents Report of the Executive Board Corporate governance Risk Management Consolidated financial statements = Parent company financial statements Other information Appendices

> Innovation and transformation

“Touchpoint will help ING to become

one digital platform"

“Touchpoint is a technology platform that makes it possible for ING to build scalable business
propositions we can share across borders,” says Danny Wijnand, global tribe lead Touchpoint.
“It's bringing us closer to our ambition to create a banking platform that offers customers the
same experience everywhere. The Touchpoint platform has all the tools and technologies our
teams need to reach more customers faster, and in more countries, without having to
reinvent the wheel each time. For example, in Manila, it was possible to build ING's newest
mobile Retail bank in just nine months using common security and authentication solutions.
Another example is our partnership with AXA. The insurance products ING offers customers
via its banking app were developed using the unified design system. Touchpoint is also
available to third parties via ING's Developer Portal. From here they can connect to our
common PSD2 functionalities and shared APIs in 17 countries, a vital facilitator for open
banking. We're currently using Touchpoint in Europe and parts of Asia, with the intention to
make it available everywhere in the coming years. In this fast-moving world where
competition is fierce, we need to bring new innovations and functionalities to our customers
much faster. Touchpoint has a crucial role in this. I'm very proud of what we have achieved
so far as Touchpoint is helping ING to become one digital platform.”
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““‘We need to use our industry knowledge

and expertise to empower investors to make

. . . 1
smart financial decisions

“The ValueX project gives institutional clients access to asset classes that have high entry
barriers, with a particular focus on the environmental, social and governance (ESG)
segment,” says Dirkjan Ochtman, tech lead for the project. “Think of loans in large renewable
enerqgy, infrastructure or commercial real estate projects. Currently, the process for trading
these assets is complex and inefficient, large ticket sizes making it difficult for investors to
participate. Plus, investors are expected to have in-depth expertise and knowledge. Our goal
is for this to enhance the customer experience for mid-market institutional investors.

“ValueX democratises access to these asset classes, distributing ticket sizes that match any
type of investor demand. It enables professional investors to participate in high quality,
currently illiquid assets that reflect investors’ ESG values. With distributed ledger technology
(DLT), it standardises and automates the investment process. Assets are digitalised into
security tokens for example, to make post-trade administration easier and cheaper. Applying
DLT will also give investors easy access to asset documentation, allowing them to familiarise
themselves with the assets’ key indicators before investing in them.

“We need to use our industry knowledge and expertise to not only meet, but exceed the
ever-increasing expectations of investors and empower them to make smart financial
decisions.”
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Our business

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

Our markets

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

Our Market Leaders are Belgium, the Netherlands and Luxembourg. These are mature businesses
where we have strong positions in retail and wholesale banking. We're investing in digital
leadership to deliver a uniform customer experience with one customer interaction platform and a
harmonised business model.
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FY2019 ING Group net profit

€4,/81

million

FY2019 underlying return on equity

9 . 4 /0
FY2019 net core lending

+€17/.2

billion

FY2019 net customer deposits

+€23.4

billion

Our Challengers markets are Australia, Austria, Czech Republic, France, Germany, Italy and Spain.
Here we're aiming for a full retail and wholesale relationship, digitally distributed through low-cost
retail platforms. We also aim to use our direct-banking experience to grow consumer and SME
lending, and our strong savings franchises to fund the expansion of wholesale banking in these
markets.
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Our Growth Markets are universal banks with a full range of retail and wholesale banking services
in countries whose economies have high growth potential. These include Poland, Romania and
Turkey. In these markets we're investing to achieve sustainable franchises and will focus on digital
leadership by converging to a mobile-first model and prioritising innovation. Our newest Growth
Market is ING in the Philippines, where we launched an all-digital retail bank in November 2018.

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

Achieving our business goals

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

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

Earning the primary relationship

Earning the primary relationship is a strategic priority for ING as it leads to deeper relationships,
greater customer satisfaction and ultimately customers choosing us for more of their banking
needs.
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We don't only want our customers to do some of their banking with us, we want to be their first
partner, where they deposit their salary, handle their payments and do most of their other banking
business. At the moment, ING has 13.3 million primary relationships, and the target is to grow this
to over 16.5 million by 2022.
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MG rket Leaders h ig h lig htS In Retail Banking, we define primary customers as those with multiple active ING products, of which

one is a current account where they deposit a regular income such as a salary. For Wholesale
Banking, a primary client is an active client with lending and daily banking products, and at least
one extra product generating recurring revenues over the last 12 months.

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

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

Apple Pay introduced for

customers in the Netherlands. Customer promise

Banking doesn’t have to be difficult and time consuming. Clear products, plain language, fair prices
and simple processes save customers time and money. ING promises to make banking clear and

Customers in Belgium can now use easy, to provide services anytime anywhere, and to keep getting better.

voice-activated Google Assistant to

look up information on ING. We are driven by our purpose to empower people to stay a step ahead in life and in business. We

do this by constantly innovating to deliver a differentiating customer experience that aims to be
smart, personal and easy.
In Belgium, customers can now
start the mortgage process online Across ING, digital channels are accounting for an increased number of contacts with retail
customers. For example, a growing share of retail customers only interacts with ING on their mobile
device, up from 12 percent in 2016 to 37 percent in 2019. The number of interactions grew by 80
percent since 2016, reaching 4.5 bln interactions in 2019, with mobile interactions increasing to 82
percent in 2019, versus 52 percent in 2016.

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

Given the rise of digitalisation, and growing competition from disruptive newcomers to our sector,
we want to do more than just live up to our Customer Promise. We want to surpass people’s
expectations.
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We want to use the insights from our 4.5 billion customer interactions to offer a personalised and
empowering experience, giving them even more reasons to interact with us. This is how we can
differentiate ING from other banks and become an essential part of people’s digital lives.

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

In Wholesale Banking, the overall NPS score improved by 11 percent year on year to 49.6 (on a
scale of -100 to +100), outperforming the industry benchmark. This suggests clients appreciate our
new approach (see ‘Unleashing sector potential’ below). The number of surveys sent increased by
28 percent year on year, and the response rate increased from 46.6 percent to 50.6 percent. The
NPS growth for Platinum clients decreased year on year but the NPS of all the other segments
increased. Overall level of satisfaction went up from 8.4 to 8.5. We now have NPS scores from WB
clients generating 42 percent of our revenues.

We added a further five countries to the NPS programme in 2019, which is now running in 26
Wholesale Banking markets. In 2019, NPS played an even more prominent role in gauging client
satisfaction in Wholesale Banking, with clearly defined KPIs applied across all parts of the business
and a more active feedback process.

Unleashing sector potential

In 2019, we remained focused on servicing our corporate clients with relevant advice, data-driven
insights and customised, integrated solutions that make their day-to-day banking more efficient
and support their business ambitions.
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This is in line with the revised Wholesale Banking strategy we introduced in 2018 to enable us
to adapt to and overcome a challenging and complex market environment, as well as
increased regulatory requirements, evolving technology, greater competition and our clients’
changing needs.

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

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

In Transaction Services, we optimised our client-facing model, streamlining our products and
services and increasing efficiency in sales support. We also brought together various client trading
activities scattered across Financial Markets into one team and further embedded the FM business
into our client organisation with a new sales model that is fully aligned with the rest of Wholesale
Banking. This will help to maximise cross-buy opportunities and improve our client-service delivery
with consistent products and a one-client approach everywhere.
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ING Labs Singapore ING leads €19 min :
launches pilot in 2019 funding round @ Started in 2016
BOOStS @ oOo active u_sersincreased by >1_2 mln OOO
Al capabilities CD) 46% in 12 months registered customers CDJ

Personal finance manager

ING Ventures co-leads with propietary marketplaces @ Z Yolt Technologg

$3 min Series A investment and credit scoring Services launched
Creates predictive models Increased the number of lending 2019 Personal Finance
to reduce risk... partners from 6 to 17 ( 1830/0) App of the Year award
..and unlock credit Presence in Spain, Y% % % % 3%
tO bU sSinesses Chlle Gnd MEXlCO 4.1 star rating on the iOS app store

ING Group Annual Report 2019 45



Contents Report of the Executive Board Corporate governance Risk Management

> QOur business

Platform thinking

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

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

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

The other advantage with platforms is that they are scalable, open and borderless, offering their
users the same experience everywhere. With little to differentiate one bank’s products from

another, we believe it is customer experience that will set ING apart.

Read more about platforms in the ‘Innovation and transformation’ chapter.

ING has different faces in different markets and different banking interfaces, each with its own look
and feel. By uniting our platforms, processes and products we can provide a consistent customer
experience in every country. This is driven by a growing desire for similar online experiences in an
increasingly digital world.

We are making progress in achieving this in a number of ways, including by working internally to
establish a truly cross-border banking platform that aims to provide one unique, uniform customer
experience that is best in class and leverages scale, and by pursuing strategic platform initiatives.
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This was the year that Unite be+nl became a reality for our customers in the Netherlands and
Belgium, with the introduction of common digital channels in these countries. Unite be+nlis one
of several programmes we are rolling out to build ‘one ING’ and is an important step towards

a global platform. Maggie (formerly Model Bank) is our transformation programme uniting

our retail strategy and capabilities in Spain, Italy, France and the Czech Republic. Its emphasis

is on increasing our digital interaction with customers, improving customer satisfaction and
boosting sales.

Read more about our business transformation programmes in the ‘Innovation and transformation
chapter'.

Platform initiatives

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

In 2019, we increased our stake in international payments platform Payvision to make it a wholly
owned subsidiary. This is an important step towards becoming the preferred platform for business
customers and strengthens ING's digital payments business, especially in e-commerce. Payvision
facilitates more than 80 payment methods in 150 currencies. In 2019, Payvision and ING
introduced the omnichannel (eCom + in-store) proposition for corporate clients. ING and Payvision
combined commerce solutions proposition helps merchants offer our clients’ shoppers a seamless
checkout experience across all channels.

Through ING Ventures, we are continuing to invest in fintechs, focusing on collaborations that
support our strategy of creating a differentiating customer experience. In 2019, we made a further
multi-million euro investment in Spanish-based fintech Fintonic. Fintonic is the leading finance app
in Spain. It provides financing and savings solutions that help users manage their personal finances
more effectively.
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We've invested in Flowcast, a tool we hope to use to benefit Wholesale Banking clients The fintech
start-up uses machine learning algorithms to improve the credit decision process. Its predictive
models reduce risk and unlock credit to businesses. The investment is a boost to ING's Al
capabilities.

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

or hardware.

Beyond banking platforms

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

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

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

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

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

Differentiating customer experience

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

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

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

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

Our customer-facing platforms offer multiple touch points to interact with customers and collect
data that we use to define customer journeys; for example when and where they choose to do
their banking, the device they use and the services they prefer. We test these insights with
feedback from customers to continuously improve our services.
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I Austria, we expanded our product range
to include mortgages in cooperation with
ING-owned mortgage broker Interhyp.

We help customers in Germany to
better manage their money with a
new feature notifying them of
upcoming payments

Introduced Apple Pay
for customers in Spain.

The use of mobile contactless
payments in Germany rose after the
launch of Google and Apple Pay.

Australia and Spain achieved #1 NPS
rankings, demonstrating the value of
our Think Forward strategu.
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One of the ways we're working to enhance the customer experience is through our transformation
to a customer-focused organisation. The benefits of introducing one Way of Working (WoW) across
ING include transparency, wider alignment, increased speed and predictability in product delivery
and, most importantly, putting the customer first.

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

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

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

Apple Pay introduced for
customers in Romania.

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

Customers in Poland can now use voice-activated
Google Assistant - without logging in - to check their
balances or to make transfers between accounts.

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

In a first for ING countries, business customers i
Poland can use Garmin Pay and Apple Pay,
contributing to a further increase in mobile
contactless payments there.
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In Turkey, we can see in real time when
customers have a problem at our ATMs and
proactively call them to try and solve it.

(
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We're on the right track. Among other achievements, ING topped Forbes’ inaugural World's Best
Banks list in 2019. The survey asked 40,000 customers in almost 24 countries about their opinions
on the banks they use. ING was placed among the best-performing banks for customer-centricity in
Australia, Austria, Belgium, France, Germany, Italy, Poland, and Spain. And we topped the rankings
on both trust and digital services.

In Australia, new research in 2019 found ING had the highest customer satisfaction among retail
banks, scoring well above the industry average. The 2019 Australia Retail Banking Satisfaction
study by JD Power measured the satisfaction of nearly 5,000 banking customers.

Know your customer

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

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

We are also working with local authorities, law enforcement agencies and other financial
institutions to fight financial and economic crime. In 2019, ING was one of five banks in the
Netherlands to join forces in the fight against money laundering. The ambition is to investigate the
set-up of a cross-bank organisation that will monitor payment transactions: Transaction Monitoring
Netherlands (TMNL). Together with the Dutch Banking Association (NVB), we are involved in a
feasibility study into the technical and legal challenges involved. In the proposed new plans, we are
collectively looking for cooperation with Dutch authorities, including the Financial Intelligence Unit

ING Group Annual Report 2019

Wholesale Banking highlights

Supported 62 green, social and sustainability
bonds and 61 sustainable improvement loans.

We issued the largest green
Schuldschein to date with Porsche.

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

We introduced the first
sustainable improvement
derivative to market.

PSD2 APIs live on the open
banking developer portal.

We provided a centralised digital vaul
for corporate customers to store their
KYC docs and enhanced transaction

monitoring tooling for our KYC process.
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(FIV), the Public Prosecution Service, Fiscal Information and Investigation Service (FIOD) and relevant
ministries.

Read more on KYC in the ‘Developments in risk and capital management’ chapter.

Continuing to innovate

In 2019, we continued to innovate to improve the banking experience for our customers,
introducing several innovations that make banking faster and more secure for our clients.

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

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

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

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

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

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

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

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

51

Appendices



Contents Report of the Executive Board Corporate governance Risk Management

> QOur business

Blockchain and distributed ledger technology (DLT)

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

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

Blockchain is reinventing commaodity trading, making it quicker, easier and more efficient. ING’s
Easy Trading Connect platform was one of the first to digitalise commodity trade financing.

Building on its success, we've tested a number of successful experiments on the platform. These
include Vakt, announced in 2017, which manages physical energy transactions from trade entry to
final settlement and Komgo, the blockchain-based platform that transmits commodity
transactions in a secure environment. In August, we successfully executed our first oil trade on
Komgo, which has evolved into a venture with 15 corporates and financial institutions. The deal was
executed by the Commaodity Trade Finance branch in Geneva with a letter of credit issued on behalf
of Mercuria Energy Trading S.A.

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

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

MineHub: digitalising the mining and metals sector

ING teamed up with IBM and MineHub on a new blockchain platform for mining and metals,
aimed at making the entire supply chain more secure, transparent and efficient. This will help
our clients in the sector to lower costs, increase transparency and contribute to sustainable
production and trading. The solution is being built on IBM’s cloud-based blockchain platform.
MineHub completed development of its platform in October 2019, and it is now live. MineHub’s
first release offers comprehensive functionality that enables miners to capture mineral
production and digital contracts with buyers, streamlining post-trade operations (including
document flow), financing and logistics.
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Open banking

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

We've chosen a strategic approach towards the revised Payments Services Directive (PSD2) and
open banking. PSD2 is a step forward in delivering our platform strategy. It opens ING up to
collaborate with third party providers who can innovate with us to offer our customers more
options in how they manage their money and make payments online. We've implemented PSD2 in
all 17 countries that fall under PSD2 legislation. This helps us to become a global platform bank,
scalable, open and borderless, with one user experience, one API (application programming
interface) solution and one developer portal to efficiently and seamlessly connect and interact with
customers and partners.

Open Banking is a key enabler for new open business propositions and strategic platform strategies
across all client segments. Since September 2019, all banks in Europe must implement PSD2. We
have three PSD2 APIs available to external parties on our developer portal. These give customers
the choice to use third-party apps to manage their money or make online payments. For business
clients in the Netherlands we launched a payment request API that enables them to enhance

their end-consumer experience by adding a convenient, simple payment functionality into their
own app.

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

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

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

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

We are digitalising more processes to make them convenient and time-saving for customers. For
example, in 2019, with Apple Pay, we enhanced the experience of our mobile app users in the
Netherlands, Germany, Romania and Spain. In Germany and Poland, we now offer features that
help customers to better manage their money by notifying them of upcoming payments, similar to
the ‘Kijk Vooruit’ feature in the Netherlands. We also made Google Pay available in Germany and
Poland.
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Another highlight was the launch of our mobile-only bank offering in the Philippines. ING has been
operating in the Philippines for nearly 30 years, but only moved into retail banking with the official
launch of our first all-digital savings product in November 2018. It is the first bank savings product
that allows transactions to be conducted solely on ING’s mobile app. creating an account is free.
Users only have to download the ING app and make sure they meet a number of requirements,
including being at least 18 years old and having one of three government-issued IDs. Since the
launch, there have been around one million app installations, we have signed up more than
100,000 customers and the app scores an average 4.2 rating.

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

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

Our digital portal, InsideBusiness, is a key enabler of our ‘digital first’ philosophy in Wholesale
Banking. Our main interactive channel for business clients, it offers a single point of access to a
growing range of corporate banking services, online and through a mobile app. It provides all the
touch points that business clients need, through a single sign-on, giving them real-time insights
and a single source to manage all their financial transactions at any time, and on any device. We
launched InsideBusiness in 2015 and it now has around 18,000 companies using it, with 57,000
active users, 6,000 of whom use the mobile app. Large corporates make up 32 percent of users,
with the rest being mid-corporates. Our goal is to have all our corporate clients using it - and we're
gradually closing in on that target.
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A recent improvement was the launch of Corporate Administrator. This allows clients to decide for
themselves which employees can do certain things in their account. Clients can appoint one or two
of their own corporate administrators who can grant access rights. Already, around 40 percent of
our corporate clients are using Corporate Administrator, which is ahead of our targets.

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

New-look branches

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

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

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

SME & Mid-Corp

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

This includes enabling merchants in Turkey to accept payments more easily via their ssmartphones
rather than expensive point-of-sale terminals; an online banking platform that gives businesses a
single access point to all their financial products and services; and instant loans for entrepreneurs in
Germany through our acquisition of fintech Lendico. In November 2019, new loan utilisation
increased from €1 million to €14.4 million.

In Poland, ING’s online banking platform for business customers was named by Global Finance
Magazine as the world’s best Integrated Corporate Banking site for 2019. It currently provides
around 65,000 SME and mid-corporate clients with a single access point for all their banking
products and services and handles more than 70 million transfer orders a year. In Romania, the
business platform processed its first one million payments in 3Q 2019.

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

Responsible finance

ING is committed to contributing to a low-carbon and financially healthy society, both through our
own efforts and by helping our clients to be more sustainable. As a bank, we make the most impact
through our financing, via the loans we provide to clients. This is why we announced in September
last year that we would steer our €600 billion lending portfolio towards meeting the well-below
two-degree goal of the Paris Climate Agreement. Our strategy to get there is called the Terra
approach.
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One year later, we published our first progress report on Terra, providing a status update on the
alignment of our lending portfolio with the pathway to the goal. The report presented our climate
alignment performance, targets, challenges and next steps for five of the nine sectors with the
biggest influence on greenhouse gas emissions: power generation, automotive, commercial real
estate, residential real estate and cement.

For the remaining four in scope, fossil fuels, shipping, aviation and steel, we provided an update on
progress to date, initiatives and next steps. Quantitative results for these four sectors are expected
to be disclosed in 2020.

The report’s centrepiece, the Climate Alignment Dashboard (CAD), discloses quantitative results on
the climate alignment of our lending portfolio. It shows the CO2e intensity per sector of our
portfolio compared to the market and the relevant below two-degrees climate scenario. It also
displays the climate alignment target per sector and ING’s intended decarbonisation pathway per
sector to converge towards the target.

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

For more, see the Non-financial appendix or Developments in risk and capital management
chapter.

As each sector requires a custom approach, Terra draws upon more than one methodology for
target-setting. Currently, we focus on the Paris Alignment Capital Transition Assessment (PACTA)
for corporate lending, and the Science Based Targets Initiative’s Sectoral Decarbonisation Approach
(SBTi SDA).
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PACTA was co-developed with the 2° Investing Initiative (2°ii), a global think-tank developing climate

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

The client data underlying the Terra approach is obtained from global databases that track public
and private asset level and company data worldwide in the sectors in scope. This is easier for
clients, as they are not required to provide any additional data themselves.

In December 2018, the global banks BBVA, BNP Paribas, Société Générale, and Standard Chartered
joined ING in making the Katowice Commitment to align their loan portfolios with global climate
goals using a similar approach. We have also personally and individually engaged with more than
40 banks interested in the work ING is doing and the positive results are visible.

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

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

Several governments recognised ING's sustainability expertise in 2019, including:

= Austria, where we were part of a government working group on green finance;

= We received a Polish government mandate to originate euro-denominated
green bonds; and

= We have a recurrent mandate to help Spanish regional governments in their
sustainability goals.

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

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

ING is considered one of the pioneers in sustainable finance, having introduced the first
sustainability ESG-linked loan and a made-to-measure sustainability improvement loan. In 2019,
ING continued to shape this sector and open up new markets by developing sustainability
improvement concepts and financial products.

In 2019, we introduced the first sustainability-linked Schuldschein, together with machinery and
plant manufacturer DUrr. ING jointly arranged and structured the transaction.
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In the second quarter, we announced the world’s first sustainability improvement derivative (SID)
provided to SBM Offshore, a global company that supplies floating production units to the offshore
energy industry. The SID is an interest rate swap that hedges the interest rate risk of the
construction of one of SBM Offshore’s floating production, storage and offloading facilities. It's the
world’s first derivative with a price linked to the company’s sustainability performance, as well as
trading risk, capital requirements and profit. The credit spread of the SID can increase or decrease
based on SBM Offshore’s ESG performance, as scored by Sustainalytics, an independent provider of
ESG research and ratings.

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

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

We supported 61 sustainability improvement loans, and 62 green loans and social and
sustainability bonds in 2019. These include green finance frameworks and green loans for Italo,
Europe’s leading high-speed rail passenger operator, and Itochu, a Japanese trading company, as
well as a sustainability-linked loan for Chinese-owned trading firm COFCO. ING also closed its first
sustainability improvement loan in the US, structured by ING's sustainable finance Americas team.
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Financing for social impact

Sustainability is about planet and people. When it comes to people, we choose to focus on
financial health, but that's not all we do. We make more impact with what we do finance than
with what we don't finance. So we aim to increase our social impact finance portfolio by lending
to projects that lead to, for example, basic infrastructure improvements, community
development or essential services. And we're working on making a positive contribution to
human rights as financier, employer, taxpayer and driver of progress and prosperity. We are a
founding signatory for the United Nations’ Principles for Responsible Banking, which aim to help
the banking sector in making a positive contribution to society.

Alongside the growing number of green loans and bonds, there were a number of sustainability
firstsin 2019. ING issued the largest green Schuldschein with Porsche for €1 billion, and the first
green bond framework in the telecom sector with UK telecoms company Vodafone. The Porsche
transaction is also the first of its kind by a car manufacturer, and the huge demand resulted in the
original order book volume having to be increased. ING acted as the green advisor on the project.
ING also issued its first-ever green covered bond. In October, ING Bank Hipoteczny in Poland
launched a PLN 400 million (USD 93 million) five-year green covered bond on the back of strong
investor interest.

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

Almost half of our loan book consists of mortgages. Our ambition is to make our mortgage portfolio

energy-positive by 2050. This means the homes in this portfolio will collectively produce more
energy than they consume.
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To this end, we are developing retail products, tools and services to help homeowners make their
houses more sustainable. As houses generally account for about 20 percent of CO, emissions, we
believe this could have a meaningful impact in the fight against climate change. At the same time
it will help our customers to lower their CO, footprint and energy bill. We have already provided
green mortgages in Germany through development bank KfW. Customers can use the new
products to finance solar panels, for example, or insulate their homes. In the Netherlands and
Belgium, we also offer a consumer loan with a reduced interest rate to help customers pay for
green refurbishments.

Besides these financial solutions, we also help to raise awareness on the topic. Consumers in the
Netherlands, for example, can check the energy profile of their homes on our website, as well as
the options and financing available to improve in this area. We also provide Dutch homeowners
who want to invest in upgrading their energy label with a free rating as we know how insights can
help people to take the first steps towards a more sustainable home.

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

For more on sustainable investment services, see the Non-financial appendix.

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

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

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

Information

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

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

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

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

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

Innovation

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

" |n the Netherlands, we introduced our new voice-activated ATMs in branches of Albert Heijn and

at Schiphol Airport. The speech function on the cash machines makes it easier for people who
have difficulty reading or who are visually impaired to withdraw money themselves.
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= In Australia, Everyday Roundup makes saving money and paying off your home loan easier and
more convenient for customers in Australia. ING customers saved AUD 81 million via 70 million
transactions by having ERU enabled on almost 300.000 accounts. The average saving was AUD
1.16 per transaction and AUD 284.41 per account in 2019.

= In Spain and France, our digital investment advisors My Money Coach and Coach Epargne
continued to offer customers precise and intelligent investment solutions.

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

Involvement

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

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

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

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

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

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

= In Romania, we supported Banometru to help adults with financial difficulties to access financial
planning and counselling.
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The Think Forward Initiative (TFI) supports research and innovation that empowers
people to make better financial decisions. This is based on the belief that society is
better off when people make sound financial decisions. The TFl Research Hub works to
gain a deeper understanding of the behaviours behind financial decision-making,
while the TFI Accelerator Hub translates these insights into innovation. The
Community Hub promotes these activities through the TFI community and network.

In 2019, eight start-ups were selected for the Accelerator Hub’s six-month Growth
Track programme, which is designed to help them scale fast. These include:

Monkee, an app that motivates people to save by setting defined goals and weekly
targets.

Salary Finance, which partners with employers to offer their staff salary-linked
financial well-being benefits that help them save reqgularly and avoid expensive debt.
Tully, which helps people to build a budget online so they can understand exactly
what their financial situation is and work out a plan to make the most of their money.

During the year, the Research Hub published several academic research reports on

topics such as ‘how to stimulate debtors to pay up’, ‘how family members manage

household money’ and ‘the benefits of joint and separate financial management of
couples’.

TFl is a joint initiative with Deloitte, Dell Technologies, Amazon Web Services, IBM and
the Centre for Economic Policy Research. Through its various channels and initiatives,
it successfully connected with consumers on 15 million occasions in 13 countries in
2019. Its vision is to ultimately empower 100 million people to make better financial
decisions.
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Performance in 2019

Retail Banking

Retail Banking showed good commercial performance, despite continued pressure from the low
interest environment. However, net profit declined 7.8 percent to €3,347 million from €3,630 million
in 2018. This was mainly caused by higher risk costs and higher expenses (largely caused by KYC-
related expenses and increased reqgulatory costs), whereas income increased marginally. No special
items were excluded from the underlying results in both years, and Retail Banking's net result is
therefore equal to its underlying net result.

The underlying result before tax decreased 6.4 percent to €4,744 million in 2019, due mainly to
higher expenses and increased risk costs. Underlying income was 0.3 percent higher, driven by
higher income in most of the Retail Challengers & Growth Markets (supported by strong
commercial growth and an increased retail customer base) and Retail Belgium.

These increases were largely offset by a decline in Retail Netherlands, due mainly to lower net
interest income on savings and current accounts. Total customer lending increased by €17.4 billion
to €437.1 billion compared with year-end 2018. Adjusted for currency impacts, Treasury and the
WestlandUtrecht Bank (WUB) run-off portfolio, Retail's net core lending book grew by €16.1 billion.
Net customer deposits (also excluding Treasury and currency impacts) grew by €20.2 billion in
2019.

Underlying operating expenses rose 3.2 percent compared with 2018. The increase was mainly due
to higher KYC-related costs, increased regulatory expenses, higher salaries and continued
investments in business growth, partly offset by cost savings. The underlying cost/income ratio was
57.1 percent in 2019, compared with 55.5 percent in 2018.
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Risk costs rose to €588 million, or 14 basis points of average customer lending, from €447 million, or
11 basis points, in 2018. Risk costs increased primarily in Retail Netherlands after net releases in
2018, but are still relatively low. Retail Germany continued to record a net release.

Market Leaders

Retail Netherlands

The underlying result before tax of Retail Netherlands decreased 14.2 percent to €2,204 million
from €2,568 million in 2018. This was mainly due to lower income, mainly reflecting lower margins
on customer deposits and lower revenues from Treasury, combined with higher risk costs.
Operating expenses declined slightly.

Underlying income fell 5.1 percent to €4,505 million from €4,747 million previous year. The interest
result was 5.5 percent lower, reflecting margin pressure on savings and current accounts due to
lower reinvestment yields and lower revenues from Treasury. This was partly compensated by
improved margins on mortgages. Net core lending (excluding the WUB run-off portfolio and
Treasury-related products) grew by €2.0 billion in 2019, equally divided over mortgages and other
lending. Net growth in customer deposits (excluding Treasury) was €8.4 billion in 2019. Net fee and
commission income rose by €10 million, or 1.5 percent, primarily due to higher daily banking fees.
Investment and other income declined by €45 million, mainly attributable to lower results from
financial markets-related products.

Underlying operating expenses declined 0.5 percent on 2018. This was mainly due to lower
regulatory costs, benefits from the ongoing cost-saving initiatives and some positive one-offs,

partly offset by increased salaries as well as higher KYC and IT-related expenses.

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

Retail Belgium

Retail Belgium includes ING in Luxembourg.

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

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

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

Risk costs increased by €22 million to € 186 million, or 21 basis points of average customer lending,
from €164 million, or 19 basis points, in 2018. The increase was mainly caused by additional
provisioning on individual mid-corporates files and higher collective provisions for consumer
lending.
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Challengers & Growth markets

Retail Germany

Retail Germany includes ING in Austria.

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

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

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

Risk costs were €-53 million, or -6 basis points of average customer lending, compared with €-27

million in 2018. The net release in 2019 mainly related to model updates for mortgages, while the
net release in 2018 included a significant release in the consumer lending portfolio.
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Retail Other
Retail Other consists of the Other Challengers & Growth Markets, including the bank stakes in Asia.

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

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

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

Risk costs were €364 million, or 38 basis points of average customer lending, compared with €350
million, or 40 basis points, in 2018. The increase was mainly attributable to higher risk costs in Spain
and Poland, while risk costs in Turkey and Italy declined.
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Wholesale Banking

The full-year 2019 results for Wholesale Banking show that conditions were challenging in our
markets. The net result declined to €1,352 million from €1,877 million in 2018. There were no
special items excluded from the underlying results in both years. The underlying result before tax
dropped 27.6 percent to €1,830 million, down from €2,529 million in 2018. The decline reflects
elevated risk costs (compared with a relatively low level a year ago), lower revenues mainly in
Financial Markets and Lending, as well as higher expenses.

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

Financial Markets recorded an underlying result before tax of €-121 million, compared with €-36
million in 2018. The drop was predominantly due to lower income, which was impacted by €228
million of negative valuation adjustments versus €-1 million in 2018, in part offset by lower
expenses on the back of ongoing cost-efficiency measures. Excluding valuation adjustments, pre-
tax result rose by €142 million compared with 2018, driven by higher client income. The underlying
result before tax of Treasury & Other was €-123 million compared with €-70 million in 2018. This
decline was mainly due to lower results from Treasury-related activities and Corporate
Investments, whereas the result of the run-off businesses improved after the €123 million loss on
the intended sale of an Italian lease run-off portfolio recorded in 2018. Expenses increased mainly
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due to investments in KYC enhancement and innovation, while 2018 included a release from a legal
provision.

Total underlying income of Wholesale Banking fell 3.8 percent to €5,298 million compared with
2018, mainly reflecting lower revenues in Financial Markets, Lending and Treasury-related
revenues, while 2018 included the aforementioned loss on the intended sale of an Italian lease run-
off portfolio. In 2019, the net core lending book (adjusted for currency impacts and excluding
Treasury and the lease run-off portfolio) grew by €1.1 billion. The inflow in net customer deposits
(excluding currency impacts and Treasury) was €3.1 billion. Net interest income increased 2.9
percent, mainly driven by volume growth in Lending at lower margins and higher interest results in
Daily Banking & Trade Finance, especially in Bank Mendes Gans and Payments & Cash
Management. Net fee and commission income declined 1.5 percent. Investment and other income
fell by €304 million, mainly due to lower valuation results in Financial Markets, while previous year
included a gain on a bond transaction in Belgium and a loss on the intended sale of an Italian lease
run-off portfolio.

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

Risk costs increased to €532 million, or 29 basis points of average customer lending, from a
relatively low €210 million, or 12 basis points of average customer lending, in previous year. The
increase was mainly attributable to a number of large individual files, including a sizeable provision
for a suspected external fraud case.
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“Mang customers still prefer personal contact when it

.. : : . .n
comes to making important financial decisions

“Banking is becoming more and more digital, but many customers still prefer personal
contact when it comes to making important financial decisions,” says Barbara Vanhauter,
global lead human channels and digital assistance.

“That's why we've introduced a new concept that’s all about making customers feel at home
and providing them with a refreshing and warm experience when they enter a branch. We've
created spaces where people can get personal advice and we've changed the waiting area
into a welcoming place where you can get a good cup of coffee.

“Digital is at the core of our branches, so we've fully equipped them to meet today’s digital
needs. This is the way we want to differentiate ourselves: a digital bank with a great human
touch. I'm proud that we've introduced the concept in seven countries, giving them the same
look, feel and service model. All of ING's branches will adopt this new, home-style concept. In
the future, we need to focus on how a physical space can benefit customers, considering
that we're moving into a platform business that brings services together in one place.
Convenience is the one thing customers will be looking for, and by offering this both digitally
and physically, we can stay ahead of the game.”
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““Our actions must be driven by customers’ feedback,
so we can offer them the smoothest journey possible"

ING's first global customer experience day (CX Day) was inspired by the theme ‘small
changes, big impact’ and saw retail teams across the globe come up with the best ideas to
make the customer experience more personal, easy and smart. “In Luxembourg, we tackled
13 topics,” says Caroline Vappiani, Customer Experience specialist, ING Luxembourg. “We
came up with a number of solutions: for the ‘easy’ principle, we added a cancellation link for
the online appointments; for the ‘personal’ principle, we added a dynamic greeting message
in My ING, tailored to the time of day, and for the ‘smart’, we developed a visual overview of
incoming and outgoing funds in My ING. Also, a milestone achievement was being able to fix
a bug in My ING’s secure messaging system that caused problems when people used some
fairly coommon special characters, like apostrophes or percentages. Sounds like a small detail,
but our customers had to replace or delete each special character in their message before
they could send it, which was really tedious. It took nine hours of coding, but we fixed the
problem on CX Day. To identify improvements such as these, it's vital that we listen to our
customers and respond to their needs. Our actions must be driven by their feedback so we
can offer them the smoothest customer journey possible.”
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Our people
Orange Code

People are at the heart of our business strategy. In an industry with integrity above all

that’s changing fast, ING's workforce is evolving to keep pace with

the skills and capabilities needed to embrace a digital future. To Our values
attract and retain talent we strive to offer our employees a The ING values are the non-negotiable promises we make to the world and
differentiating experience and an inspiring workplace that the principles we stick to no matter what.
encourages collaboration, innovation and personal growth.
Enhancing our digital competencies is essential to deliver on our Think Forward strategy. At the
same time, traditional banking capabilities remain important. What counts is motivated people -
our employees - who go the extra mile to make a difference. - -
We are honest We are prudent We are responsible
Orange Code
ING’s business centres on people and trust. People trust us with their money and with their data. Our behaviours

Maintaining this trust is crucial. We have a responsibility to protect our customers, society and our

bank from financial or other crimes that could harm them or the financial system as a whole. These behaviours are the commitments we make to each other and the

standards by which we measure each other’s performance.

Everything we do at ING is guided by the values and behaviours that underpin our way of working.
We call this our Orange Code, which puts integrity above all.

It is our policy not to ignore, tolerate or excuse any behaviour that is not in line with our Orange OM} r@?]

Code values. Doing so could potentially put our customers at risk, erode the public’s confidence and

damage our reputation. That's why integrity is at the very foundation of our culture. _
Take it on Help others Always be

and make it happen to be successful a step ahead
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Each and every one of ING's more than 56,000 employees has a responsibility to live up to the
Orange Code. We assess them against the Orange Code behaviours as part of the performance
management process. All new joiners are introduced to the Orange Code through an e-learning
module that explains ING's culture, way of working and what we expect from our employees. There
is also a global dilemma model to help employees recognise dilemmas and make balanced
decisions in line with the Orange Code values and behaviours. This also applies to decisions and
dilemmas arising from the increasing use of data in our business and we have local and global Data
Ethics Councils to help us align these with the Orange Code.

Business ethics and risk culture

We expect every ING employee to ensure we are a bank people can trust and that we can be proud
of. This starts at the top. Leaders should create the right conditions for our employees to safequard
the bank and society from financial economic crime. The Behavioural Risk Management team takes
on common behavioural themes with partners such as HR, Audit, Compliance and the business
units to ensure alignment across the organisation and to embed the desired leadership and risk
behaviours (speak up, psychological safety, communication, guiding leadership).

See the ‘Risk management’ section for more about behavioural risk.

We introduced a new global learning model in 2019 that aims to professionalise Compliance, KYC
(the process to know our customers and verify their integrity) and Risk training and tailor it to our
specific business needs. We further embedded the Orange Code dilemma model in existing
decision-making processes and trained experts to support the organisation to put it into practice. In
addition, new employees undergo a series of e-learnings on topics such as money laundering,
compliance, dealing with dilemmas, data risk and integrity in practice. We also rolled out a new e-
learning module to all employees on data protection in 1Q 2020.
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We encourage people to speak up when they encounter unacceptable behaviour in the workplace,
also anonymously. Read more about our Whistleblower policy on our corporate website.

In 2019, we created a global code of conduct that builds on the Orange Code and gives employees
worldwide concrete examples of how to put the ING values into practice. It was introduced in the
first quarter of 2020. This is in addition to the local codes of conduct in place in various countries. In
the Netherlands, all our employees are also required to take the Banker's Oath, committing to
maintaining high standards of ethical behaviour. On 31 December 2019, 98 percent of Dutch-based
employees were covered by the oath.

Performance management

At ING we manage our people’s performance on a continuous basis. Called Step Up, our global
performance management practice includes ‘continuous conversations’ between employees and
their managers with an emphasis on fewer, more challenging ‘stretch ambitions’ that encourage
them to perform at their best. It also assesses employees against the Orange Code behaviours.

The majority of employees were assessed in this way in 2019, with the full roll-out of Step Up
expected to be completed in 2020. To further tailor performance management to employees’
personal purpose and their career goals, we plan to introduce individual development plans on a
global level starting in 2020.

Continuous listening

To make sure our employees are equipped to do their best to help ING achieve its ambitions and
have the opportunity to share their views, we strive to create a continuous dialogue with our people
using an innovative approach called continuous listening, with specific measurements linked to
business performance.

67


http://www.ing.com/19ar010702

Contents Report of the Executive Board Corporate governance Risk Management

> Qur people

Our continuous listening approach currently comprises quarterly ‘pulse’ surveys among smaller
employee groups (around 13,000 invited) and a more detailed all-employee survey in the second
half of each year. These larger surveys alternate between employee engagement one year
(Winning Performance Culture) and organisational health the next. In this way we aim to identify
and address issues faster, monitor employee engagement and enhance performance.

The Organisation Health Index (OHI) survey carried out in 2019 showed room for improvement. The
overall health score is a performance indicator measuring organisational health relative to a global
benchmark of 1,900 companies. Although we continue to outperform our peers in most areas, we
saw a decline in the 2019 results. Just over half of employees (51 percent) completed the survey.

Among the findings was an improved showing in leadership practices, with increased focus on
supportive, challenging and consultative leadership. Employees indicated that managers
encourage honesty, transparency and open dialogue. However, they felt less involved in ING’s
direction and we made less progress than we hoped for in operational rigour. While innovation and
managing external relationships are still core organisational strengths, we did not score as well in
these areas as in previous years.

These outcomes are a clear message from employees that the Management Board takes very
seriously. Action plans are being developed in the business lines and on a local level and will be
monitored throughout the coming year.

Developing leadership

ING's Think Forward Leadership Programme (TFLP) aims to develop greater leaders and better
managers who can engage staff and enhance team performance. Introduced for senior leaders in
2017, it was extended later that year to people managers globally as the TFL Experience (TFLE), a
four-day programme with follow-up learning activities. The first phase of the programmes focused
on self-awareness, collaboration and personal ownership. Phase 2, launched for TFLP in 2018,
focused on high sustainable performance, talent management and performance transparency. It
will be extended to the TFLE in 2020. A total of 4,100 leaders and managers have so far participated
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in TELP and TFLE. This includes almost all top-level management and around 80 percent of people
managers.

ING’s International Talent Programme selects and develops graduates with high growth potential.
Trainees follow one of eight tracks in areas such as Retail Banking, Wholesale Banking, IT, Analytics
and Risk Management as part of ING's long-term talent development strategy.

Training

ING is committed to training its people to ensure they have the capabilities to stay a step ahead. In
2019, we spent €64 million to help employees become the best they can be. Employees are
responsible for taking the lead in their own development and we expect them to continually update
their skills. To facilitate this, we provide a wide range of local and global training programmes to
help them develop professionally and personally.

In line with our digital ambitions, we are piloting a learning platform where our people continuously
upgrade their skills and learn new ones in a virtual environment. The objective is to make learning
more accessible and to share the knowledge that already exists in our organisation by enabling
specialist colleagues to recommend learning and development solutions to others. Through
technology and digitalisation we can bring standardisation and greater efficiency and better target
our learning to develop key skills and capabilities. It's all part of our switch from traditional
classroom trainings that take place a few times during the year to continuous on-the-job learning.

Digitalisation and the changing organisation

Like all companies, we need to plan our resources carefully to meet our future needs. One of the
challenges ING faces is finding, attracting and retaining people with the skills required to build a
digital, data-driven bank. A large proportion (more than half) of vacancies at ING are currently
related to data analytics or technology skills, and this is expected to grow in the coming years.
However, these skills are highly sought after and competition for this talent is fierce. Similarly, there
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is increasing demand within the financial sector for people with competencies to strengthen
compliance with regulatory demands, particularly in areas such as Risk and Compliance.

People capabilities

To deliver on our purpose and strategy we need to have the right capabilities in place. Working with
the business and ING's leadership, we developed a comprehensive workforce strategy that
identifies the capabilities we need now and in the future. These six capabilities are grouped into
‘distinctive’ capabilities - those we need to create value in the organisation - and ‘foundational’
capabilities - needed to protect value within the organisation.

Our distinctive capabilities are data fluency, customer experience management and leadership. The
foundational capabilities are non-financial risk management, operations management and
cybersecurity risk management. The workforce strategy details how we deploy and develop these
capabilities through training, knowledge building and recruitment to ensure we're best positioned
from a people perspective to deliver on our goals.

To help us recruit new talent we continued to make improvements to our careers site in 2019.
Among other things, we further facilitated targeted cross-border sourcing via the global site to find
suitable candidates for more difficult-to-fill profiles. In October, we joined the ‘Kickstart Al' initiative
with four other Dutch multinationals, which is aimed at attracting highly skilled artificial intelligence
professionals to the Netherlands.

Changing organisation

At the same time, ING is continuously looking for ways to improve operational processes. This
could mean digitalising or automating processes, restructuring activities to meet our business
requirements, transferring certain activities to shared services centres, or outsourcing others
to third parties. In some instances this could lead to certain jobs changing, relocating or
becoming redundant. These decisions are made with care and consideration and with a full
risk-assessment process.
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When employees are impacted by the changes, we are committed to treating them with respect
and care. We aim to help them develop their skills to find new job opportunities inside and outside
ING. To facilitate this we have a variety of local schemes in place, such as a comprehensive social
plan and mobility centre in the Netherlands.

Evolving workplace

To improve the way HR serves the business we are developing our people analytics capabilities to
deliver people services that are more data-driven and objective. We use data to boost business
performance and monitor employee-related risk, such as engagement. There is an existing focus
on creating a differentiating employee experience, building management capability and
innovation. Naturally, our employees expect us to keep their data safe and comply with data
privacy rules (GDPR). ING's employee privacy statement, which was introduced in 2018, empowers
our people to take control of their own data. To further enhance employee awareness of data
protection we rolled out a global e-learning module in 1Q 2020.

In 2019, we unveiled a new design for our office spaces to encourage collaboration, flexibility and
teamwork, in line with ING's one Way of Working. Our new building in Amsterdam, which opened in
December 2019, fully embraces the principles of openness, transparency, collaboration and
innovation: exactly what ING stands for. It sets the standard for the type of workplace we want for
our employees. In addition, there is space for businesses, academics and innovators to collaborate
on solutions for the future. This is part of a new innovation district we are jointly developing with
the Amsterdam municipality and two academic institutions aimed at attracting talent to the area.

Wellbeing in the workplace

If not managed correctly, stress at work can lead to illness, absence and potentially a loss of
income. Reasons for feeling stressed at work can include pressure to deliver from colleagues or
managers, a heavy workload or long hours. To mitigate this risk, ING has measures in place to
promote a healthy work culture and help employees to manage stress.
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Support is tailored to local needs. Examples include:

= The Wellbeing Quotient (WQ) programme in the Netherlands. This is specifically designed for
teams to motivate and support each other in becoming fitter, healthier versions of themselves -
and have fun together while doing so. The programme focuses on improving employees’ physical
and mental wellbeing. It comprises modules based on energy, recovery, eating, exercise, sleep,
relaxation and an action plan. All participants receive an activity tracker to help monitor progress.

= The Coach & Care programme in Belgium includes a number of initiatives to help staff maintain
their positive energy and to provide support. This includes training on energy and stress
prevention, relaxation rooms and an employee assistance programme offering individual
coaching to employees and their family members who encounter difficulties in their personal or
professional lives.

= In Germany, ‘Leading WellbeING' trains leaders to support and enhance wellbeing in their teams.
We also offer half-day training for employee health dialogues and half-day health check-ups, as
well as a health budget they can use for their own preventative health activities. Employees also
have access to resilience coaches, resilience workshops, sports and nutrition coaches, flu-jabs
and sports groups in all locations (organised by employees themselves and sponsored by ING). In
2019, ING in Germany was awarded a Corporate Health Award in recognition of its initiatives.

= In Poland, ING provides fruit for employees to stimulate healthy eating, opened an on-site gym
and started a cancer prevention programme in 2019.

= Various locations run relaxation and yoga classes and offer help for employees to stop smoking.

ING tracks absenteeism at a local level to ensure we comply with local laws in the countries where
we operate. To get a global picture we bring the aggregated results together manually in the
overview in the non-financial appendix. Data analysis can help us understand the work-related
causes of employee absenteeism by identifying trends and patterns at a local and team level. We
also look at the links to stress and ways to alleviate this. For example, we promote flexible working
to help employees better manage their work-life balance, have company councellors available in
many of our locations and provide reintegration support for colleagues returning to work after an
extended absence.
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Diversity and inclusion

As our business grows, we are serving increasingly diverse customers. To understand their needs
and give them an unbeatable experience we need a workforce as diverse as they are. Studies show
that teams with a healthy mix of contrasting perspectives are more creative, more inventive and
adapt faster. At the same time, people perform better when they feel free to be themselves.
Inclusion is written in our Orange Code, which encourages us to help others to be successful.

ING's diversity manifesto, ‘Success through difference’, applies to all employees worldwide. It
explains what diversity means to ING, why it is important, and what employees can do to promote
diversity. There are more than 20 employee networks globally that bring together like-minded
people within ING who want to advance our diversity and inclusion efforts in areas such as cultural
diversity, for LGBT employees, for women and for employees with a disability.

To showcase the diversity of people within ING and help everyone to feel included, whatever their
background, culture, experience, religion or sexual orientation, we ran a global diversity and
inclusion week in June 2019. All employees globally were invited to get involved in more than 150
activities across ING.

We continued to work with the countries and business lines to refine and implement their plans to
work towards the 70 percent principle, which gives managers a basis for building mixed teams
around appropriate dimensions of diversity. It strives for a 30 percent difference in team make-up.
Managers choose their focus while keeping in mind our global priorities - gender, nationality and
age group. Work in 2019 included deep-diving into diversity dimensions ING-wide and setting up
and maintaining dashboards to help different areas of the business to monitor their progress.

Like many other financial organisations, getting the right mix of people remains a challenge in

parts of the business and there is more to be done to redress imbalances that still exist. ING is
committed to making progress in this area. We promote equal remuneration for male and female
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employees for work of equal value and we have policies in place that aim to safequard against
discrimination.

With regards to gender, in 2019, women in leadership positions remained stable at 37 percent of
managers (38 percent in 2018) and 29 percent of managers of managers (30 percent in 2018).
Looking at succession, 41 percent of the high-potential graduates that joined the 2019
International Talent Programme are female.

For the Supervisory Board and Management Board there is a 30 percent gender target set by the
Dutch government. The Supervisory Board met this in 2019. Three of its nine members (33 percent)
are now female. However, the Management Board is not there yet. Nevertheless, in 2019, we
announced the appointment of Pinar Abay to the Management Board with effect from 1 January
2020. This will take the number of women on the Management Board to two of its seven members.
When looking at board composition we look at diversity in a broad sense, striving for factors such
as nationality, gender, age, education and work background. We have a Diversity & Competence
matrix, which provides a clear overview of the aspects of diversity in our Management Board. See
the ‘Corporate governance’ section for more information.

Initiatives to improve diversity at ING include:

= appointing dedicated diversity and inclusion ambassadors in the countries and business units
= more diversity in succession planning

= improving the leadership appointment process.

As part of our commitment to a diverse and inclusive organisation, ING is a signatory to the United
Nations’ Global Compact Women Empowerment Principles and we support the UN Standards for
Combatting LGBTI Discrimination in the Workplace. These standards guide our approach and are a
source of learning for our own practices to combat discrimination and promote diversity and
inclusion.
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Recognising our efforts and commitment to gender equality, Bloomberg included ING in its 2019
Gender-Equality Index (GEl).

ING was a finalist for a Workplace Pride Gala Award for best media representation. We are a
founding partner of the International Platform for Lesbian, Gay, Bisexual And Transgender (LGBT)
Inclusion at work. Its activities include the International Workplace Pride Global Benchmark, which
scores companies in seven areas and identifies best practices. In 2019, ING significantly improved
its score in the benchmark, placing us in the top tier and earning us recognition as Workplace
Pride Ambassador.

Contributing to a more sustainable world

Colleagues across ING are encouraged to take a proactive role in creating a more sustainable world.
This includes a learning module to familiarise new starters with our activities and help them
understand their own sustainability profile. More than 7,000 colleagues completed this module in
2019. In addition, colleagues around the world took part in social impact days, investing time with
ING community partners. We now have a growing network of sustainability ambassadors in more
than 11 countries and plans to expand.

External recognition

ING is recognised worldwide as a top employer, also among IT professionals. Our achievements in

2019 include:

= Certified by the Top Employers Insitute in Belgium, France, Italy, Luxembourg and Poland.

= Recognised by ‘Great Place to Work’ in Germany, Austria and Turkey.

= Ranked by IT professionals as one of the top three favourite IT employers in the 2019 Dutch IT
Labour Market Monitor.

= Named by recruitment platform Intermediar as the top financial employer (and number three
across all industries) among highly educated professionals.
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“It's hard to create products and services
for customers if we don't reflect those

customers internallg"

“The Maggie programme aims to create one customer interaction platform serving over seven
million customers in four countries. By its very nature it's multinational and multicultural,”
says Ana de Melo e Faro, Human Resources business partner for Maggie. “From the start we
focused on building a diverse team with local know-how and expertise from the countries
where it will be implemented. There are currently almost 250 people with more than 20
nationalities working on Maggie. Their average age is 37, and just under half (47 percent) are
women. Although we are based in Spain, we communicate in English. Of course there are
cultural differences, but we recognise the value of having so much diversity in the team. It's
hard to create relevant products and services for customers if internally we don't reflect those
customers. When you have people in the team who understand local needs, local sensitivities
and local laws, you can be sure you are offering local customers what they want. At the same
time, you're giving them more choice from a bigger set of products and services from all the
countries. To build the bank of the future, you also need to have the expertise of people
who've worked in other transformation programmes, and people who have the skills to design
and develop a scalable platform that offers a superior customer experience, optimises
efficiencies and sets the operational standard. Maggie is a journey, also in terms of how we
value our differences and work as one unit to achieve the same goal. Our Czech customers
were the first to benefit from Maggie. In 2020, we will continue to use our team’s diversity to
also give customers in France, Italy and Spain the same common customer experience and

create one go-to platform for all their financial needs.”
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Developments in risk and capital management

Digitalisation is making it easier for customers to manage their
money, offering more convenience, financial insights and
empowerment. But it also brings increased risks, such as data
breaches or IT failures. Improving the way we manage such
non-financial risks is integral to our digital ambitions and to
protecting our customers, society and our bank against financial
economic crime.

Managing risk is at the core of ING's business. Financial risks include credit risk, for example when
we offer loans, market risk through our trading and banking book positions, and liquidity or funding
risk through financial management.

Non-financial risks are those associated with IT and cybersecurity, our daily operations (e.g. fraud
and money laundering), compliance, adhering to socially-acceptable ethical norms and
reputational issues.

We continually develop our risk and capital management to address political and economic
developments, evolving regulatory requirements, changing customer expectations, emerging

competitors and new technologies, all of which could potentially impact our business.

Some of these developments are highlighted in this chapter, particularly non-financial risks related
to the rapid digitalisation of banking and financial economic crime.
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On the financial risk side, in 2019 our credit risk costs increased, but remained below our through-
the-cycle average. During the year, supervisory model impact (largely related to the European
Central Bank’s review of internal models, or TRIM) had an effect on our credit capital requirements.
Interest rates in the eurozone declined further to low and negative levels. These low interest rates
led to margin pressure on replication income in connection with customer deposits. Financial risk
developments are extensively covered in the Risk management section.

Capital management

Risk and capital management remain central to the entrepreneurship of the bank. Maintaining our
risk profile within our risk appetite and strengthening our capital base is how we grow a sustainable
business and achieve our strategic objectives. Our overall approach to capital management is to
ensure we have enough capital to cover our (economic) risks at all levels and comply with local and
global regulations, while delivering a return for our shareholders and investing in innovation.

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

In 2019, we issued €2.4 billion and redeemed €0.9 billion additional Tier 1 instruments.
Furthermore, a total of €1.0 billion of Tier 2 bonds were issued whereas no Tier 2 instruments were
redeemed in 2019. In addition to these instruments, to build up our MREL capacity, we issued
multiple transactions in 2019 for a total amount of €6.3 billion.
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ING's profit generating capacity remained strong, and after dividend reserves we included €2.1
billion of capital to our capital base.

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

See ‘Note 52 Capital management’ in the ‘Consolidated Financial statements’ for more information.

Risk approach

ING's Risk Appetite Framework, which is complemented by the Non-Financial Risk Framework,
provides a single coordinated approach and gives the business an overview of the various risks ING
faces and how these are managed. The risk appetite is approved by both the Supervisory and
Executive Boards. It defines our desired forward-looking risk profile and informs our strategic and
financial planning. The framework is designed to withstand market volatility and stress while
meeting requlatory requirements. We also have a process for internal control over financial
reporting.

Risk governance

ING's risk and control structure is based on the three lines of defence model, in which each line has
its own distinct role, responsibilities and oversight. All employees are responsible for managing risk,
with the Executive Board ultimately accountable.

The first line of defence comprises the heads of our business lines, who are best positioned to act in
the best interests of both our customers and ING. They have primary ownership, accountability and
responsibility for assessing, controlling and mitigating all financial and non-financial risks affecting
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their business, and ensuring financial statements, requlatory and risk reports are complete and
accurate. The COO is responsible and accountable for proper security and controls on their local
and global applications and IT platforms.

The specialist functions Risk Management and Compliance are the second line of defence, who
support, review and, where necessary, challenge the first line. They oversee risk management and
are co-responsible for articulating and translating the risk appetite into methodologies and policies
for the rest of ING to follow. The second line constantly monitors for strategy changes that will
impact ING's activities and evolves the risk appetite accordingly. They act to keep the risk profile
within the defined risk appetite.

Corporate Audit is our third line of defence. It provides an independent assessment of our internal
controls over the risks to our business processes and assets, including the risk management

activities performed in the first and second lines of defence.

For more information see the ‘Risk management’ section.

Climate change risk

The potential financial impacts of extreme weather events such as hurricanes, floods and
heatwaves are elevating the risks associated with climate change. Our business activities can both
significantly influence communities and the environment and be impacted by climate risks. As
such, we take our responsibility to help mitigate this risk seriously.

For example, we've set ambitious targets to reduce financing for coal-power generation to close to
zero by 2025, and no longer provide financing to new clients whose business is over 10 percent
reliant on coal-fired power. By the end of 2025 we will not finance any clients in the utilities sector
who are more than five percent reliant on coal. In addition, we are steering our loan portfolio to
meet the well-below two-degrees goal of the Paris Climate Agreement. In 2019, we published our
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first progress report on Terra, our pathway towards climate alignment in the sectors most
responsible for climate change.

To help our customers be more sustainable, environmental and social risk (ESR) assessments are
integrated into our due diligence processes. We have an ESR framework that helps us make
transparent choices about how, where and who we do business with. In 2019, this framework was
renewed, based on input from customers, peers, NGOs and our own experts. For more information
about ESR see the ‘Risk management’ section.

We expect climate change to remain firmly on ING's agenda, as well as the agendas of our
customers and of regulatory and supervisory bodies around the world. We have committed to
report in line with the recommendations of the Taskforce for Climate-related Financial Disclosures
(TCFD) and we continue to work on the challenging exercise of translating potential climate risks
and transition risks into financial risk for ING. Please see the Risk management section for more
information on TCFD.

Risk in the digital age

While digitalisation is enabling the easy, customer-oriented and secure service offering customers
now expect, it is also amplifying non-financial risk. The more digital society becomes, the more
important it becomes for banks to protect their customers, society and their own business against
threats that could erode people’s trust in our business and our sector. These include threats posed
by cybercriminals, identity theft, misuse of data, security breaches, system failures and unethical
business practices. Managing non-financial risk is therefore a priority for ING. It's a skillset we have
to master to the same level of expertise as financial risk management.

IT risk

Reputation starts with satisfied customers. In today’s always-on, convenience-oriented society,
people expect their bank to be available 24/7. Tolerance for technical failures is low. And customers
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can quickly and easily share their dissatisfaction online, increasing the risk of reputational damage,
or move their account to another bank, risking a loss of business. We therefore have to ensure our
systems are available whenever our customers need them. Round-the-clock access is the first
element for delivering a differentiating digital experience for customers. To this end, ING continued
in 2019 to focus strongly on managing exposure to IT risks, including the cost of new technologies
that until proven effective have to run in parallel with legacy systems, user access management
and increasing the efficiency and effectiveness of our IT structure and continuity of IT processing.
For more information about how we protect customers and our bank against IT risks such as
cyberattacks or loss of service, see the ‘Innovation and transformation’ chapter.

Model risk

New technologies like artificial intelligence (Al) rely heavily on data. Data also drives more and
more of ING’s business decisions, providing the input for the models we use to calculate the value
of savings, for example, or to calculate risk metrics. Our customers also use data to help them
make better financial decisions. It is therefore imperative to get the right data at the right time to
drive the right decisions. At the same time, models are becoming increasingly complex as
regulations, customer needs and risk management techniques constantly evolve. To help mitigate
the risk that our models get it wrong - leading to the risk of a loss of earnings or even a regulatory
breach - we have a model risk management framework to identify, assess, control and monitor the
risks caused by applying models across ING. In 2019, we initiated a programme to improve the
availability and quality of our data, model governance and processes, further strengthening our risk
modelling and data capabilities to give ING a competitive advantage.

Data, privacy and cybersecurity

Customers trust us with their money and, increasingly, with their data. We have a social
responsibility and a duty to maintain that trust and to safeguard them against loss or misuse of
their data. Our duty of care is not only towards our customers, but there is a wider social
responsibility to act as gatekeepers to the financial system.
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In an increasingly open and connected environment we have to be ever more vigilant about data
protection, data privacy and IT security. Regulations like the new European Payments Services
Directive (PSD2) give customers more choice by opening up payments and money management to
new players, including non-banks. But PSD2 also obliges banks to share account information with
licensed third parties if our customers authorise us to do so. Any data or IT breach, irrespective of
whether anything is actually lost or stolen, could severely damage customers’ trust in our bank and
in the entire sector. There may be legal, requlatory or compliance repercussions. This is an ever
growing risk, given ING’s platform ambitions and increasing cooperation with third-party providers.

To ensure the prudent use of data, there are local and global Data Ethics Councils to help manage
data-related dilemmas and ensure our decisions are aligned with the values and behaviours in
ING’s Orange Code.

We have developed a new e-learning module for all employees underlining the importance of data,
which was rolled out in early 2020.

ING has set solid standards in line with international guidelines for platform security, data
management, cybercrime resilience and security monitoring, as well as for identity and access
management. This aims to ensure the right people have the right access to the right resources at
the right time. User Access Management remains an important element of our control framework
to mitigate unauthorised and inappropriate access to our data and information. We are building on
our cybercrime resilience to further enhance the control environment to protect, detect and
respond to digital fraud, DDoS and targeted attacks. Read more about security and identity and
access management at ING in the ‘Innovation and transformation’ chapter.

Financial economic crime

As a global financial institution, ING is at risk of being used to launder the proceeds of crime,
finance terrorism or for other financial economic crimes such as transactions involving a sanctioned
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person or country, or trade-controlled exports. Criminals are becoming ever more sophisticated as
they harness new technologies like Al and machine learning. Given the growing number of digital
card and payment transactions - around 13 billion in 2019 - ING faces an increased risk that some
of these interactions are used for fraud or for money laundering purposes.

Technology can help us deal with these risks by improving customer due diligence processes and
the prevention, detection, quality and speed of response to financial economic crime. For example,
we developed a virtual alert handler that uses artificial intelligence to better detect suspicious
transactions and customer behaviours, allowing our employees to concentrate on those alerts that
actually require attention. An Al solution detects instances of ‘smurfing’, which is where large
fraudulent transactions are broken up into smaller ones that are not picked up by conventional
monitoring systems. An Al-based anomaly detection tool went live in September, which is used to
uncover suspicious transactions in the clearing and settlement process between banks. And in
Wholesale Banking we have developed a platform that uses advanced analytics to analyse
transactions as part of the know your customer (KYC) process. It collects and connects data about
payments, lending and financing to provide insights that would not normally be readily available.

Fighting financial crime is a challenge affecting the entire financial services industry. ING
cooperates with other banks, law enforcement and regulators at national and European levels to
strengthen the resilience of the financial system. This includes working with the Dutch central bank
(DNB) and the Dutch Banking Association (NVB) to harmonise efforts to fight financial economic
crime, as well as participating in public-private partnerships such as with the Dutch Financial
Expertise Centre (FEC) to strengthen the integrity of the financial sector through preventative
action to identify and combat threats.

In July 2019, we joined peers from other banks at the UK's Financial Conduct Authority TechSprint
to find better ways of detecting and preventing financial crime. ING Labs innovates with others to
create solutions like CoorplD, a centralised digital vault for corporate customers to store, control
and share their KYC documentation in a secure way. We're also developing a platform to help
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banks that serve other financial institutions to be more effective in their KYC efforts. In September The structural solutions that the KYC enhancement programme focuses on are divided into five

2019, ING and four other Dutch banks announced the ambition to set up a joint organisation to pillars:

monitor payment transactions. = Policies: Develop and roll out a global KYC policy, global KYC risk appetite statements, and
customer and maturity assessments.

We believe that sharing knowledge across the financial industry and with the authorities will allow = Tooling: Develop and roll out a bank-wide digital KYC service platform, including standard

us to manage and control our own KYC activities and risks more effectively and improve our processes and tools for customer due diligence, screening and monitoring.

management of non-financial risks. = Monitoring: Translate risk assessment outcomes into scenarios and alert definitions that can be
applied to transaction monitoring.

Know your customer = Governance: Install a global KYC governance to ensure consistent decision-making on standards,

operations, customer acceptance and continuous improvements.

= Knowledge and behaviour: Increase employee knowledge of KYC, provide specialist training and
set up a behavioural risk department to carry out risk assessments, detect high-risk behaviours
and intervene where needed.

In the fight against financial economic crime, customer due diligence and transaction monitoring
are indispensable. To address shortcomings in the execution of these, ING continued to deliver on
its global KYC enhancement programme in 2019. This includes in Italy, where Banca d'ltalia had
identified shortcomings in our anti-money laundering processes. The global programme consists of
enhancing customer due diligence files (documentation, data and identity verification) and
structural solutions to become sustainably better in the way we fight financial economic crime. We
also assess past transactions and follow the applicable reporting process should we identify any
unusual transactions. At year-end, we had around 4,000 FTEs working on KYC-related activities.

See the 'Risk management’ section for more information about the global KYC enhancement
programme and ING's progress in each of these pillars. The main developments for 2019 are
highlighted in the graphic below.
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KYC milestones in 2019
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Governance

*Continued to build global KYC
organisation to develop consistent
processes, work instructions, roles
and responsibilities

*Established KYC Committees to
manage and steer all KYC activities
in the countries/regions and
business lines

Policies

*Updated KYC policy incorporating all
existing policies relating to
AML/FEC/customer duediligence

=Updated the environmental and

socialrisk (ESR) framework =Installed Client Integrity Risk

Committees to steer decisions on
client relationships based on
compliance criteria

*Implemented a systematic
integrated risk approach (SIRA) in all
business lines globally
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Risk Management

Tooling

*Developed new customer due
diligence case management
modules for mid-corporate
customers in Poland and private
banking clients in Luxembourg.Roll
out in other countries to follow

*Target adverse media screening tool
rolled out in most locations

*ING innovations to automate and
improve KYCinclude an anti-
smurfing tool, virtual alert handler
and anomaly detection tool

Consolidated financial statements

Monitoring

*Introduced new standard
transaction monitoringtooling,
supported by risk-based scenarios
with follow-up in terms of handling
alerts and reporting suspicious
activities

*Global customer activity monitoring
(CAM) controlguidance came into
effect outlining a uniform CAM
methodology framework

*ING and four other Dutch banks
announced their intent to jointly
monitor payment transactions

*Increased focus on KYC led to more
accounts being closed, including
those of customers who did not
respond to requests for information

Parent company financial statements
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Knowledge &behaviour
*Global KYC Academy set up

=Qutcomes of behaviouralrisk
assessmentsin the Netherlands, US
and Philippines discussed at ING

leadership days to raise awareness
of high-risk behaviours

=Set up Behavioural Risk Management
workstreams with senior managers
and initiated interventions to
address high-risk behaviours

*Held an employee ‘nudge’ lab to
identify small behavioural changes
that can positively improve KYC
execution

*Conducted a behaviouralrisk
assessment in Belgium. Outcomes
and interventions to follow in 2020

*Piloted a campaigntoraise
awareness among customers of
trade-based money laundering
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Behavioural risk

Wherever people work together they are influenced by group dynamics and beliefs that drive the
way they make decisions, communicate with each other and take ownership. Behavioural risk
management (BRM) is a new expertise to help us understand what drives the behaviours within
our organisation, and identify high-risk behaviours that could negatively impact ING's reputation
and performance.

Behavioural risk is complex and less tangible than other types of risks. Detecting and reducing high-
risk behaviours requires a deep understanding of what drives them. In August 2018, we set up a
global Centre of Expertise, which carries out behavioural risk assessments to identify, analyse and
mitigate high-risk behaviours within ING and provides management with specific direction on how
to change these behaviours.

The outcomes of the first assessments, which were conducted in the Netherlands, US and
Philippines, were shared with the top 200 managers at ING's International Conference in March
2019, and with the departments involved. Based on these outcomes, a number of interventions
that aim to change high-risk behavioural patterns have been implemented. Theory and evidence-
based techniques and tools developed in behavioural science play an important role in designing
and evaluating interventions.

Given the crucial role of leaders in creating the right conditions for employees, interventions are
first initiated at leadership level. Leadership labs address topics such as ‘governance and
ownership’, ‘connection, alignment and trust’ and ‘collective learning’. Employee labs focus on
implementing ideas identified during deep dives into behavioural drivers and solutions that require
more development. The labs develop and test these ideas before they are implemented on a
larger scale.
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The BRM team works closely with other departments such as HR, Audit, Compliance and business
units to align on and embed desired leadership and risk behaviours (i.e. speak up, psychological
safety, communication, guiding leadership).

See the ‘Risk management’ section for more information about BRM.

Compliance risk

ING faces the risk of compliance failures, especially in areas where regulations are unclear, subject
to multiple interpretations, in conflict with each other, or where regulators revise their guidance.
While we are vigilant in our efforts to comply with applicable laws and regulations, it remains a
significant operational challenge to meet all the requirements within the regulatory timelines.
People with the necessary knowledge and skills are scarce and implementing the necessary
processes and procedures has significant implications for IT systems and data.

To help us manage and mitigate compliance risks we have a set of policies and procedures based
on laws and reqgulations, as well as the standards defined for managing all non-financial risks as set
out in ING's internal control framework. We provide training for employees on topics such as
money laundering, terrorist financing, sanction and export control compliance and conduct risks
such as conflicts of interest, misselling, corruption and protection of customers’ interests. There is
also training on risk culture, the Foreign Account Tax Compliance Act (FATCA), the Common
Reporting Standard (CRS), and US withholding tax and information reporting regulations. Some of
these trainings are specifically for risk and compliance experts, others aim to raise awareness
among all employees and new joiners.

Tax policies, procedures and a tax control framework have been implemented to support
management in mitigating potential tax risks in a prudent manner. Internal monitoring, control and
reporting of tax-related risks take place on a continuous basis with regular reporting to various
stakeholders. For 404/SOX purposes (section 404 of the Sarbanes-Oxley Act), an ‘effectiveness of
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internal control statement’ has been provided. Tax risk management is subject to Corporate Audit Whistleblower policg
testing and evaluation. In the Netherlands, ING has opted for cooperative tax compliance
(‘horizontaal toezicht’), which implies overall transparency and disclosure of relevant tax risks to the
Dutch tax authorities. Tax risks not only refer to ING's own tax position, but also to the risks in
relation to the tax positions of our customers. In this respect, we have integrated a tax integrity
assessment in our overall customer risk assessment process.

ING's Whistleblower policy enables employees to anonymously report any actual or suspected
irregularity or misconduct that violates our Orange Code, ING's internal policies or any law or
regulation. This can be done via internal or external channels, alongside normal reporting channels.
In 2019, ING recorded 102 alleged irregularities as part of the Whistleblower process, including

52 reports of suspected breaches of Orange Code or unethical behaviour.

In 2019, we continued to support the business in the area of risk culture and monitoring
compliance risk. This included training by compliance and data experts to enhance balanced
decision-making that is in line with the Orange Code and consistent with compliance risk culture
monitoring. It covered topics such as compliance risk awareness, group dynamics and tone from
the top. We introduced a new global learning model in 2019 that aims to professionalise
Compliance, KYC and Risk training and tailor it to our specific business needs. A Risk Academy
has been set up for people working in Risk, with the aim of eventually bringing this training to a
broader audience.

Using Al to SPARQ compliance

ING has started using artificial intelligence to stay on top of the volume and increasing
complexity of regulations that banks have to comply with. We are developing SPARQ, a platform
that automates the process of turning regulation into policy. It gives insight into applicable
regulations, identifies requlatory changes and links these directly to our policies, while
documenting all the steps taken. This creates a clear and reliable audit trail that we can
demonstrate to our regulators if necessary. In addition, in November we announced an
investment in regtech firm Ascent, which uses machine learning to help companies improve
regulatory compliance. The investment is via our fintech fund ING Ventures.
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Composition of the Executive Board and Management Board Banking

R.A.].G. (Ralph) Hamers (53)

CEO and chairman of the Executive Board ING Group, CEO ING Bank, chairman and head of Market Leaders (a.i. until 1 January 2020) of the Management Board Banking
Ralph Hamers was appointed a member of the Executive Board of ING Group as of 13 May 2013, chief executive officer (CEO) and chairman of the Executive Board and
Management Board Banking on 1 October 2013 (and reappointed 8 May 2017). His responsibilities include Innovation, Legal, Corporate Strategy, Global Human Resources,
Global Communications and Brand Experience, and Corporate Audit Services. As head of Market Leaders a.i. he was responsible for ING's retail banking and wholesale banking
activities in the Benelux.

S.J.A. (Steven) van Rijswijk (49)

CRO ING Group and member of the Executive Board ING Group, CRO ING Bank and member of the Management Board Banking

Steven van Rijswijk was appointed a member of the Executive Board of ING Group and member of the Management Board Banking as

of 8 May 2017 and chief risk officer (CRO) as of 1 August 2017. He is responsible for all of ING's risk management functions and Global Analytics.

T. (Tanate) Phutrakul (55)

CFO ING Group and member of the Executive Board ING Group, CFO ING Bank and member of the Management Board Banking

Tanate Phutrakul was appointed as chief financial officer (CFO) of ING Group and ING Bank and member of the Management Board Banking on 7 February 20189.
Subsequently, Tanate Phutrakul was appointed as a member of the Executive Board at the Annual General Meeting on 23 April 20189. He is responsible for

ING’s finance departments, Group Treasury (including capital management activities), Investor Relations, Procurement, Economic Research Department and
Regulatory & International Affairs.
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M.l (Isabel) Fernandez Niemann (51)

Head of Wholesale Banking and member of the Management Board Banking

Isabel Fernandez was appointed a member of the Management Board Banking as of 1 September 2016 and appointed head of Wholesale Banking
as of 1 November 2016. She is responsbile for ING’s wholesale banking activities globally and for the Sustainability department.

R.M.M. (Roel) Louwhoff (54)

COO0/CTO and member of the Management Board Banking

Roel Louwhoff was appointed a member and chief operations officer {COO) of the Management Board Banking as of 1 May 2014. He was also appointed chief
Transformation Officer (CTO) as of 1 October 2016. He is responsible for operations, IT {(including standarisation), data management, tranformation,

KYC {(business line responsibility), information security, and process management.

A. (Aris) Bogdaneris (56)

Head of Challengers & Growth Markets and member of the Management Board Banking

Aris Bogdaneris was appointed a member of the Management Board Banking as of 1 June 2015. He is also head of Challengers & Growth Markets,
responsible for all markets where ING is active in both retail banking and wholesale banking outside the Benelux.
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ING shares

Share information

The authorised share capital of ING Group N.V. consists of ordinary shares and cumulative
preference shares. Currently, only ordinary shares are issued, while a right to acquire cumulative
preference shares has been granted to the ING Continuity Foundation. Each share in the capital of

ING Group N.V. gives entitlement to cast one vote.

Listings

ING Group ordinary shares are listed on the stock exchanges of Amsterdam, Brussels and New York
(NYSE). Options on ING Group ordinary shares or in the form of American depository receipts (ADRS)
are traded on the Euronext Amsterdam Derivative Markets and the Chicago Board Options

Exchange.

Shareholders and ADR holders with stakes of

5 percent or more

Pursuant to the Dutch Financial Supervision Act, shareholders and holders of ADRs of ING Groep N.V.

are required to provide updated information on their holdings once they reach, exceed, or fall
below threshold levels of 3%, 5%, 10%, 15%, 20%, 25%, 30%, 40%, 50%, 60%, 75% and 95%. As of
the publication date of this report, ING Group is not aware of shareholders, potential shareholders
or investors with an interest of three percent or more in ING Group other than BlackRock Inc and
Artisan Investments GP LLC.
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Authorised and issued capital®
Year-end Year-end

in EUR million 2019 2018
Ordinary shares

- authorised 147 147
- issued 39 39
Cumulative preference shares

- authorised 46 46
- issued 7 - | -

Number of shares in issue and shares

Year-end Year-end

in EUR million 2019 2018
Ordinary shares 3,896.7 3,891.7
Own ordinary shares held by ING Group and its subsidiaries 0.9 1.1
Ordinary shares outstanding in the market - 38958  3,890.6

Prices of ordinary shares

Euronext Amsterdam by Year-end Year-end Year-end
NYSE Euronext in EUR million 2019 2018 2017
Price - high 12.05 16.66 15.98
Price - low 8.34 9.19 12.93
Price - year-end 10.69 9.41 15.33
Price/earnings ratio? 8.7 7.8 12.1
Price/book value ratio 0.77 0.72 1.18

1 Based on the share price at year-end and the earnings per ordinary share for the financial year.
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Geographical distribution of ING ordinary shares (in %) * Credit ratings

ING's short- and long-term credit ratings are shown in the table below. Each of these ratings
reflects only the view of the applicable rating agency at the time the rating was issued, and any
. United States explanation of the significance of a rating may be obtained only from the rating agency. A security
_ _ rating is not a recommendation to buy, sell or hold securities and each rating should be evaluated
& United Kingdom independently of any other rating. There is no assurance that any credit rating will remain in effect
. France for any given period of time or that a rating will not be lowered, suspended or withdrawn entirely
by the rating agency if, in the rating agency’s judgement, circumstances so warrant. ING accepts
no responsibility for the accuracy or reliability of the ratings.

B Germany
B switzerland

Netherlands Main credit ratings of ING at 31 December 2019

. Rest of Fu rope Sta.ndard & Poor’s Mo?dg s F|tc'h Ratings
Rating Outlook  Rating Outlook  Rating Outlook

Rest of World ING Groep N.V.
Long-term A- Stable Baal Stable A+ Stable
ING Bank N.V.
Long-term A+ Stable Aa3 Stable AA- Stable
1 These figures based on 40 2019 estimates of institutional share ownership provided by IPREO and includes Short-term A-1 , P-1 , F1+
ordinary shares represented by American depository receipts.

One-year price development of ING ordinary shares

1 Jaruony #0019 1o 31 Decsen ber 20019
150
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Sustainability ratings Important dates in 2020
ING Group’s approach to sustainability is shaped by our specific skills and expertise as a financial 28 April 2020 Annual General Meeting

Ex-date for final dividend 2019 (Euronext Amsterdam)

Record date for final dividend 2019 entitlement (Euronext Amsterdam)*
Record date for final dividend 2019 entitlement (NYSE)*

Publication results 1Q2020

Payment date final dividend (Euronext Amsterdam)*

Payment date final dividend 2019 (NYSE)*

Publication results 2Q2020

Ex-date for interim dividend 2020 (Euronext Amsterdam)*

Record date for interim dividend 2020 entitlement (Euronext Amsterdam)
Record date for interim dividend 2020 entitlement (NYSE)*

Payment date interim dividend 2020 (Euronext Amsterdam) *

Payment date interim dividend 2020 (NYSE)*

Publication results 3Q2020

company, our vision of the future and the expectations of our stakeholders. Reviews of our 30 April
performance by sustainability research and rating agencies help us to improve our strategy and 2 mgg
policies. ING's scores and rankings in key sustainability benchmarks show our progress as follows. 8 May
11 May
6 August
2019 2018 2017 10 August
Sustainalytics® ESG Rating score: 11 August
ESG Risk Rating™: 80 (out of 100) Score: 17 August
22.3 (12t percentile) Position: 90 (out of 100) 18 August
Position: 2" in market cap 16 (out of 334 financial Included in World 24 August
peer group peers) and Europe Index 5 November
MSCI ESG Rating: A Rating: A Rating: A .

) ) ) All dates are provisional
cbp A List A List AlList *Only if any dividend is paid
(Carbon Disclosure Project) for climate for climate for climate

leadership leadership leadership
FTSE4Good Index Series Constituent Constituent Constituent

Euronext Vigeokiris Indices
Europe 120, Eurozone 120,
Benelux 120 Constituent Constituent Constituent

1 The 2019 ESG Risk Rating reflects a new methodology which does not compare with the previously reported ESG Ratings
which Sustainalytics has decided to discontinue.
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About this report

Our stakeholders need information on our financial and
non-financial performance to assess our ability to create value
in the short, medium and long term. We believe that integrated
reporting is the broad-based framework that can help our
stakeholders and the providers of capital to make decisions
that are forward looking, inclusive and impactful.

Our approach to integrated reporting

An integrated report contains information on an organisation’s financial and non-financial capital
inputs, outputs and impacts. By disclosing our financial and non-financial results, strategy and
management approach in the context of external developments, risks and opportunities, we aim to
enable our stakeholders to assess how we create value. Our ambition is to continue to improve the
integration of our financial and non-financial disclosures year by year.

Governance and responsibility

The contents of ING's integrated annual reports are compiled with active input from business
experts, vetted by senior managers, and discussed and approved annually by members of the
Management Board Banking, Executive Board and Supervisory Board. The final approval is given by
the Supervisory Board.
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Report content and materiality

In drawing up content for this report we have taken into account the topics that can have a
material impact on our business, including risks, opportunities, requlations and sector trends.

As a large commercial bank, we recognise that we have a direct economic, social and
environmental impact, but also a significant indirect impact through our lending and investment
activities. ING's non-financial data reporting protocol describes key performance indicators related
to our material topics. We report data on these and other relevant key performance indicators in
the Value Creation Model section of Our Strategy and How We Create Value chapter.

We continuously listen to our stakeholders and adapt our strategy and reporting to meet their
evolving expectations. As part of our materiality analysis in 2019 we consulted key stakeholder
groups - retail customers, business clients, investors, academia, civil society organisations, financial
regulators, employees and senior management - in a quantitative engagement process. The
results of our materiality analysis were used to define the content of this report. The report
including materiality disclosures is reviewed and approved by the Executive Board.

Read more in the ‘The world around us’ chapter.

Audience

This report is intended to serve the information needs of key stakeholder groups that affect, and
are affected by our business. An overview of key figures and impacts in 2019 is available on
www.ing.com. Please refer to the Stakeholder engagement section in the Non-financial appendix.
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Sustainability rating agencies and analysts can find data on non-financial key performance
indicators in the ‘Non-financial appendix’ and at www.ing.com.

Reporting gquidelines

This report, including the Non-financial appendix, is prepared in accordance with the GRI Standards:
Core option and the Dutch Accounting Standard 400. The content and quality criteria specified by
the guidelines, including sustainability context, stakeholder inclusiveness, materiality,
completeness, balance, comparability, clarity, timeliness, accuracy and reliability, are integral to
our reporting process. In line with the Core option guidelines, we have included the Disclosure on
Management Approach (DMA) for each material topic and the GRI indicators most relevant to our
business. For some material topics, we have introduced new or additional indicators, as can be
found in the GRI and SASB Index. This report follows the Sustainability Accounting Standards Board
(SASB) codified standards for commercial banks.

The Framework of the International Integrated Reporting Council (IIRC) served as a reference in
drawing up the content for this report, including for our Value Creation Model. Moving to the Core
option will allow us to focus on improving our report integration as per the IIRC framework.

Data compilation and boundaries

All financial data in this report is collected in line with annual accounting standards. The non-
financial performance data published in this report covers five key topics: sustainable business,
customers, human capital, environment and community investment. We extract or derive data on
sustainability-related business activities, customers and human capital from our business systemes,
in line with the data in our financial statements. Data on the topics environment and community
investment is collected through an online data management system. The centralised data
processing team at ING Group validates and processes the environmental data from our operations
worldwide in collaboration with an independent, third-party consultancy.
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Scope and boundaries

Through our materiality assessment we ensure that all economic, social and environmental topics
relevant to our key stakeholders are addressed in this report. The report follows an annual cycle
covering the period 1 January to 31 December. Our 2019 report is published on 5 March 2020. The
data and content of this report and Non-financial Appendix aim to provide a concise, accurate and
balanced account of ING's economic, social and environmental performance in 2019. Our approach
and performance are explained per topic either in text, by referring to our policies or by providing
data and progress on targets.

Assurance

We value the accuracy and reliability of all information and data in this report, both financial and
non-financial. Therefore assurance for the non-financial information in the Report of the Executive
Board, including the accompanying Non-financial Appendix, is provided by KPMG Accountants N.V.
(KPMG). KPMG has reviewed, and provided a limited level of assurance, on the non-financial
information in the Report of the Executive Board as defined in the infographic in the World Around
Us chapter and in the Non-financial Appendix for the year 2019. KPMG also audited, and provided a
reasonable level of assurance, on the ‘What matters most to our stakeholders’ section in the Non-
financial appendix, the data for the Net Promoter Score for Retail Banking, the feeling of financial
empowerment and system availability.

The data with a footnote (1) in the Performance Highlights table is within the reasonable assurance
scope. KPMG audited the financial statements 2019 of ING Group. See the ‘Independent auditor’s
assurance report’.
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Future-oriented statements

In this integrated annual report we also look forward and share our vision, ambitions, strategy,
opinion and plans for the future. These forward-looking statements can be recognised by terms

These forward-looking statements are based on management's current beliefs and assumptions
about future activities and are subject to uncertainties. Therefore our assurance provider cannot
assure these statements.

such as:
* aims
" expect Feedback
- anticipate
- intend This report aims to give all our stakeholders a balanced and complete overview of our activities and
- plan ability to create and sustain value. We welcome stakeholder reactions and views. Please send us
- believe your feedback via communication@ing.com.
» seek
» see
= will .
Report of the Executive Board
- would
- target
« forecast The ‘Corporate Governance’ chapter and the ‘Dutch Corporate Governance Code Statement by

the Executive Board’ are incorporated by reference in this Report of the Executive Board.

- of the opinion

Amsterdam, 2 March 2020
The Executive Board
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ASsurance report of the independent auditor

To: the Annual General Meeting of Shareholders and the Supervisory Board of ING Groep N.V.

Our conclusion on the Non-Financial Information and our opinion on the Four Specific Topics
We have:

- reviewed the non-financial information in the Report of the Executive Board as defined on page 13
(excluding information related to financial performance), the ‘Environmental and Social Risk
Framework’ section on page 183-186 of the Risk Management chapter and the Non-financial
appendix (hereafter: 'the Non-Financial Information'); and

- audited the ‘Understanding what matters most’ section (page 430 and 431), the data for the Net
Promoter Score for Retail Banking, Feeling of Financial Empowerment and System Availability,

marked with the symbol ® in the Report of the Executive Board, and the ‘Non-financial appendix’
(hereafter: ‘the Four Specific Topics’);

of ING Groep N.V. (‘ING Group’) based in Amsterdam, The Netherlands.

A review is aimed at obtaining a limited level of assurance. An audit engagement is aimed at
obtaining reasonable assurance.

Based on our procedures performed, nothing has come to our attention that causes us to believe
that the Non-Financial Information is not prepared, in all material respects, in accordance with the
Sustainability Reporting Standards of the Global Reporting Initiative (‘GRI’) and supplemental
reporting criteria as described in the section ‘About this report’.

Furthermore, in our opinion the Four Specific Topics are prepared, in all material respects, in
accordance with the applied reporting criteria as described in the section ‘About this report’.

Basis for our conclusion on the Non-Financial Information and our opinion on the Four
Specific Topics

We performed our review on the Non-financial Information and our audit on the Four Specific Topics
in accordance with Dutch law, including Dutch Standard 3000A 'Assurance-opdrachten anders dan
opdrachten tot controle of beoordeling van historische financiéle informatie (attest-opdrachten)’
(assurance engagements other than audits or reviews of historical financial information (attestation
engagements)). Our responsibilities in this regard are further described in the ‘Auditor’s
responsibilities’ section of our report.
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We are independent of ING Group in accordance with the ‘Verordening inzake de onafhankelijkheid
van accountants bij assurance-opdrachten’ (‘ViO’, Code of Ethics for Professional Accountants, a
regulation with respect to independence). Furthermore, we have complied with the ‘Verordening
gedrags- en beroepsregels accountants’ (‘VGBA’, Dutch Code of Ethics).

We believe the evidence we have obtained is sufficient and appropriate to provide a basis for our
conclusion about the Non-financial Information and our opinion on the Four Specific Topics.

Reporting criteria

The Non-Financial Information and the Four Specific Topics need to be read and understood
together with the reporting criteria. ING Group is solely responsible for selecting and applying these
reporting criteria, taking into account applicable law and regulations related to reporting.

The reporting criteria used for the preparation of the Non-Financial Information and the Four Specific
Topics are the Sustainability Reporting Standards of the GRI and the supplemental reporting criteria
as disclosed in the section ‘About this report’.

Scope of the group review and audit

ING Group is the parent company of a group of entities. The Non-financial Information and the Four
Specific Topics incorporate the consolidated information of this group of entities to the extent as
specified in section ‘About this report’. Our group assurance procedures consisted of both assurance
procedures at ING corporate level and at country level. Our selection of countries in scope of our
assurance procedures is primarily based on the country’s individual contribution to the consolidated
information.

By performing our assurance procedures at country level, together with additional assurance
procedures at corporate level, we have been able to obtain sufficient and appropriate assurance
evidence about the group’s reported information to provide a conclusion about the Non-financial
Information and an opinion on the Four Specific Topics.

The Key Assurance Matter

The Key Assurance Matter of our review and audit is the matter that, in our professional judgement,
was of most significance in our review of the Non-Financial Information and our audit of the Four
Specific Topics. We have communicated the Key Assurance Matter to the Supervisory Board. The
Key Assurance Matter is not a comprehensive reflection of all matters discussed.

KPMG Accountants N.V., registered with the trade register in the Netherlands under number 33263683, is a member firm of the KPMG network of independent member firms affiliated with KPMG International Cooperative (‘(KPMG International’), a Swiss entity. 89
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This matter was addressed in the context of our audit of the Four Specific Topics as a whole and we
do not provide a separate opinion on this Key Assurance Matter.

System Availability

Description

ING Group’s strategic focus includes improving customer experience. The related performance
is monitored by the KPI ‘System Availability’. As disclosed in the report of the Executive Board,
ING Group strives to maintain a high level of system availability of the online payment channels.
This KPI is reported for retail customers in the Netherlands and Belgium and wholesale banking
customers globally. Considering the importance of this KPI and changes in the tooling used for
monitoring System Availability, we identified System Availability as an important indicator for our
audit.

Our response

We obtained an understanding of the data collection process, evaluated the changes made
during the year in tooling used for monitoring, and tested the effectiveness of the relevant
controls for the Netherlands, Belgium and wholesale banking clients globally. We assessed the
applicability, clarity and consistency of the definitions applied and re-performed the aggregation
and calculation of the reported indicator. In addition, we inspected incident logging reports and
performed a media-search for reported unavailability for the Netherlands and Belgium and
Wholesale Banking globally.

Our observation

In our professional judgement, the results of our procedures regarding the KPI System
Availability were satisfactory.

Limitations to the scope

The Non-Financial Information and the Four Specific Topics includes prospective information such
as ambitions, strategy, plans, expectations and risk assessments. Inherent to prospective
information, the actual future results are uncertain. We do not provide any assurance on the
assumptions and achievability of prospective information in the Non-Financial Information and the
Four Specific Topics.

The references to external sources or websites in the Non-Financial Information are not part of the
Non-Financial Information as reviewed by us. We therefore do not provide assurance on this
information.
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The Executive Board’s Responsibilities for the review of the Non-Financial Information and
the audit of the Four Specific Topics

The Executive Board of ING Group (hereafter: ‘Executive Board’) is responsible for the preparation
of the Non-Financial Information and the Four Specific Topics in accordance with the reporting
criteria as included in the section ‘Reporting criteria’ of our report, including the identification of
stakeholders and the definition of material topics.

Furthermore, the Executive Board is responsible for such internal control as it determines is
necessary to enable the preparation of the Non-Financial Information and the Four Specific Topics
are free from material misstatement, whether due to fraud or error.

The Supervisory Board is responsible for overseeing the reporting process of ING Group.

Auditor’s responsibilities for the review of the Non-Financial Information and the audit of the
Four Specific Topics

Our responsibility is to plan and perform our review and audit engagement in a manner that allows
us to obtain sufficient and appropriate assurance evidence for our conclusion and opinion.

Procedures performed to obtain a limited level of assurance are aimed to determine the plausibility
of information and vary in nature and timing from, and are less in extent than, procedures performed
for a reasonable assurance engagement. The level of assurance obtained in review engagements
with a limited level of assurance, is therefore substantially less than the assurance obtained in audit
engagements.

Our audit of the Four Specific Topics has been performed with a high, but not absolute, level of
assurance, which means we may not have detected all material misstatements due to fraud or error.

Misstatements can arise from fraud or errors and are considered material if, individually or in the
aggregate, they could reasonably be expected to influence the decisions of users taken on the basis
of this Non-financial Information and the Four Specific Topics. The materiality affects the nature,
timing and extent of our assurance procedures and the evaluation of the effect of identified
misstatements on our opinion.

We apply the ‘Nadere Voorschriften Kwaliteitssystemen’ (‘NVKS’, Regulations for Quality
management systems) and accordingly maintain a comprehensive system of quality control including
documented policies and procedures regarding compliance with ethical requirements, professional
standards and applicable legal and regulatory requirements.

KPMG Accountants N.V., registered with the trade register in the Netherlands under number 33263683, is a member firm of the KPMG network of independent member firms affiliated with KPMG International Cooperative (‘(KPMG International’), a Swiss entity. 90
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Our examination included among others:

ING Group Annual Report 2019

performing an analysis of the external environment and obtaining an understanding of relevant
social themes and issues, and the characteristics of the company;

evaluating the appropriateness of the reporting criteria used, their consistent application and
related disclosures of the Non-Financial Information and the Four Specific Topics. This includes
the evaluation of the results of the stakeholders’ dialogue and the reasonableness of estimates
made by the Executive Board;

obtaining an understanding of the reporting processes for the Non-Financial Information and Four
Specific Topics, including obtaining a general understanding of internal control relevant to our
review;

identifying areas of the Non-Financial Information and Four Specific Topics with a higher risk of
misleading or unbalanced information or material misstatements, whether due to fraud or error;

designing and performing further assurance procedures aimed at determining the plausibility of
the Non-Financial Information and Four Specific Topics responsive to this risk analysis. These
procedures included among others:

 interviewing management and relevant staff at corporate level responsible for the non-financial
strategy, policy and results;

 interviewing relevant staff responsible for providing the information for, carrying out internal
control procedures on, and consolidating the data in the Non-Financial Information and Four
Specific Topics;

« obtaining assurance information that the Non-Financial Information and the Four Specific
Topics reconcile with underlying records of the company;

* reviewing, on a limited test basis, relevant internal and external documentation;

« performing an analytical review of the data and trends;

evaluating the consistency of the Non-Financial Information and the Four Specific Topics with the
information in the Annual Report which is not included in the scope of our review;

evaluating the overall presentation, structure and content of the Non-Financial Information and the
Four Specific Topics;
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evaluating whether the Non-Financial Information and the Four Specific Topics as a whole,
including the disclosures, reflect the purpose of the reporting criteria used.

Additionally, our audit of the Four Specific Topics included, on top of the above, among others the
following procedures:

Identifying and assessing the risks of material misstatement of the Four Specific Topics, including
being misleading or unbalanced, whether due to fraud or error, designing and performing
assurance procedures responsive to those risks, and obtaining audit evidence that is sufficient
and appropriate to provide a basis for our opinion. The risk of not detecting a material
misstatement resulting from fraud is higher than for one resulting from errors, as fraud may
involve collusion, forgery, intentional omissions, misrepresentations, or the override of internal
control.

Obtaining an understanding of internal control relevant to the examination in order to design
assurance procedures that are appropriate in the circumstances, but not for the purpose of
expressing an opinion on the effectiveness of the company’s internal control.

Testing the design, implementation and operating effectiveness of IT-relevant controls for the
System Availability indicator.

Evaluating the reliability of external experts in providing input data for the Net Promoter Score and
Feeling of Financial Empowerment indicators.

We communicate with the Supervisory Board regarding, among other matters, the planned scope
and timing of the review and audit, and significant findings that we identify during our review and
audit.

Amstelveen, 2 March 2020

KPMG Accountants N.V.
M.A. Hogeboom RA

KPMG Accountants N.V., registered with the trade register in the Netherlands under number 33263683, is a member firm of the KPMG network of independent member firms affiliated with KPMG International Cooperative (‘(KPMG International’), a Swiss entity. 9 1
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Chairman’s statement

2019 was a tough year, but also one in which ING performed
solidly. As Supervisory Board we look back on a very intensive year
with important topics on our agenda, including KYC/AML, progress
on the delivery of ING’s strateqy, the proposed updates of our
remuneration policy and continuous dialogue with stakeholders.

Challenging environment

2019 was marked by a weakening of global economic growth and by persistent low interest rates
that pressured results. The crisis of multilateralism in the form of US-China trade tensions and
Brexit contributed to continued political uncertainty. And increasing demands in the areas of
reqgulation and taxation also increased the complexity of the business environment for banks.

Despite this challenging context, ING performed well. And I'm pleased with the important steps it
took to support the fight against climate change. These included ING's role as a founding signatory
of the Principles for Responsible Banking. Another important step was the publication of the first
progress report on ING's Terra initiative to steer its lending portfolio to support the Paris Climate
Agreement’s aim to limit the rise in global temperatures to well under two degrees.

Implementing Think Forward - a journey

One of our tasks as Supervisory Board is to monitor the progress of the implementation of ING's
Think Forward strategy, and in particular the ambition to become a go-to financial services
platform offering customers a uniform experience based on a mobile-first approach. In 2019, ING

ING Group Annual Report 2019 92



Contents Report of the Executive Board Corporate governance = Risk Management

> Chairman’s statement

made significant progress on ‘Unite be+nl’ to create one customer interaction platform in the
Benelux.

At the same time, we also realise that we're on a journey, and that means making adjustments
when circumstances require it. In 2019, that included applying lessons learned in the approach to
combining operations in ‘Unite be+nl’, as well as adjusting innovation and transformation priorities
in order to free up resources needed to focus on our know your customer (KYC) and anti-money
laundering (AML) enhancement programmes. This had an impact on the progress of Think Forward
priorities.

KYC/AML

The Supervisory Board is continuously monitoring ING’s KYC and AML enhancement efforts. These
are progressing well. We see the organisation taking this on, and in particular we see the
development of a strong mindset based on the belief that this is an essential part of ING's strategy
and values.

At the same time, | want to stress the importance of a systemic approach to fight money
laundering. There is a real urgency here to take big steps to come to that systemic approach.
Working separately, individual banks struggle to deal effectively with this issue. Efforts to counter
criminal activity are hampered by the limited view that an individual institution has of the whole
chain of a transactions across entities and borders. Tackling this at the country level, and preferably
at the European level, is essential to countering money laundering in an effective and efficient way.

| realise that achieving this systemic approach will not be easy, since it involves cooperation
between national authorities and regulators and changes to privacy laws and how information is
shared between banks and tax and legal authorities. But a joint approach is essential to fight the
many forms of financial economic crime.
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| want to stress here the importance of completing the Banking Union in Europe. It's essential for
safequarding the competitiveness of European banks and creating a level playing field. It can also
play an important part in achieving the cooperation in the area of financial economic crime that is
so needed.

Supervisory Board in 2019

2019 was an intensive year for the Supervisory Board members, who committed a lot of time to
fulfilling their responsibilities. Supervising an international bank like ING is becoming more and more
complex and as a result more time consuming. We've extended the length and number of our
meetings and also of committee meetings. We also travelled to various ING countries and visited
local ING operations.

In addition to our normal activities, we dedicated significant amounts of time to KYC and AML
priorities. We visited ING's local and centralised compliance/KYC operations in Poland, Belgium,
Slovakia and Romania, and we'll continue visiting operations in 2020. These visits help us
understand the frontline dilemmas and challenges of ING's people, enhance our insight and
understanding and give an important signal that compliance/KYC is taken seriously at the highest
level within ING.

A high level of engagement is essential to fulfill the role that society wants us as the Supervisory
Board to play. I'm grateful to my Supervisory colleagues for their commitment and the investment
of their time, without which this engagement would not be possible.

The Remuneration Committee also put a great deal of work into the preparation of the proposed
update to ING's corporate board remuneration policies as required by the new Shareholders’ Rights
Directive that took effect on 1 January 2020. Under the leadership of Mariana Gheorghe and later
Herna Verhagen the members worked together to define policies on remuneration for both the
Executive and Supervisory Boards. The new policies will be on the agenda of the Annual General
Meeting in 2020. For more information see the chapter on Remuneration in this report.
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Stakeholder dialogues

In preparing the new remuneration policies, we engaged with a wide range of internal and external
stakeholders to hear their views and thoughts. This was part of a continuous dialogue in 2019 that |
and the Supervisory Board's members had with various stakeholders. A dialogue that is deepening
and broadening. As the pace of change in the world increases and ING's role in society transforms,
we'll continue to intensify these dialogues, especially on complex and sensitive matters.

Education and self-assessment

Education was an important part of our activities throughout the year. In addition to our annual
Supervisory Board Knowledge Days, we had a number of educational sessions on specific topics
and made visits to ING's operations throughout the year. We all valued these activities and they
contributed to a better insight into topics that are important to ING. They also give us a valuable
opportunity to interact directly with senior managers and employees across the organisation.

The Supervisory Board also spent time reflecting on longer-term succession planning for the
Executive Board, the Management Board Banking, the Supervisory Board and its committees. It's
important to make sure that ING, and we as Supervisory Board, are ready for the future and that
we have the right skills and experience.

Valuable skills and experience also departed from the Supervisory Board when Robert Reibestein,
chairman of the Risk Committee, announced he would resign as per 1 January 2020 due to health
reasons. Robert was a very capable and experienced Supervisory Board member, and his presence
on the board greatly benefitted ING. | want to thank him for his significant contribution to ING.

Self-assessment is important to enhance our performance as a collective and as individual
members and to determine where we can improve ourselves. Our 2018 annual self-assessment
pointed out that we needed to improve our stakeholder management and dialogue and enhance
Supervisory Board (committee) meeting effectiveness. In our report you can read about the actions
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we took in response to the 2018 self-assessment and the ones we have defined for this year,
resulting from the 2019 self-assessment. We took steps to ensure that the 2019 self-assessment
approach and set-up were made more comprehensive, not only for the Supervisory Board, but also
for the Executive Board and Management Board Banking. These now more specifically address the
‘what’ and the *how’. We believe this also better aligns with developments among external
stakeholders’ and their expectations.

Departure CEO Ralph Hamers

In late February 2020, ING's CEO Ralph Hamers announced that he would be leaving ING as of 30
June 2020 to take up the position of Group Chief Executive Officer of UBS Group AG on 1 November
2020.

| very much regret to see Ralph leave. On behalf of the ING Supervisory Board, | want to thank him
for all his contributions to ING in his 29 years of dedicated service. Ralph has done an exemplary job
in preparing our bank for the future with the Think Forward strategy. His vision and customer focus
have been an inspiration throughout the seven years he served as CEO. In that time he has
transformed ING into a leading digital bank, and put ING on the path to becoming the go-to
financial platform for customers. He has created value for all stakeholders and played a leading
role in driving sustainability efforts in the financial industry.

The Supervisory Board has full confidence in ING's strong management team and the continuation
of the execution of our strategy. We will continue to build on the foundations Ralph has laid and we
believe in our strategic direction.

Together with my Supervisory Board colleagues | am now in the process of identifying and

nominating a suitable successor. Further announcements on the succession process will be made if
and when appropriate.
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Thanks to all employees

On behalf of all my colleagues, | want to thank all our ING employees worldwide for their efforts to
put into practice ING's purpose to empower people to stay a step ahead in life and in business.

We value the contributions of all employees and hope we can count on you in the future. Your
loyalty and engagement are essential in building the ING of tomorrow.

"/

Hans Wijers
Chairman of the Supervisory Board

Amsterdam, 2 March 2020
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Report of the Supervisory Board

In 2019, the Supervisory Board and its committees continued to
focus on overseeing and constructively challenging ING's
management in their efforts to implement the Think Forward
strategy. Other important topics of attention included the
preparations for updating the Executive Board and Supervisory
Board remuneration policies to reflect new Shareholders’ Rights
Directive (SRD Il) requirements that take effect on 1 January 2020
and ING’s global AML/KYC priorities and discharge following the
investigation by Dutch authorities.

The Supervisory Board met 10 times in 2019. On average, 95 percent of the Supervisory Board
members were present at the meetings. This attendance rate illustrates that the members of the
Supervisory Board are continuously engaged with ING and are able to devote sufficient time and
attention to overseeing ING’s affairs. Since 2018, the Supervisory Board discusses and reconfirms all
of its members’ outside positions on an annual basis and approves any intended outside positions
when they occur, among other topics in order to safequard this level of engagement.

The Executive Board and Management Board Banking were present during each regular Supervisory
Board meeting. For part of the reqular meetings only the chief executive officer was present; this
was dependent on the nature of the topics being addressed. The Supervisory Board also had
sessions with its individual members only, prior to its reqgular meetings when justified by the nature
of the topics on the agenda. The purpose of pre-meetings and Supervisory Board-only meetings is
to allow the Supervisory Board independent reflection on, and consideration of, important matters
in the absence of the Executive Board and Management Board Banking. The Supervisory Board
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aims to strike a balance between the interests of all stakeholders while maintaining an open
dialogue with ING's internal organisation and external supervisors.

Besides the topics mentioned in the introduction of this report, the Supervisory Board also focused
on the progress and delivery of the various transformation initiatives and how these relate to
external developments in areas such as the regulatory domain, to ensure the right priorities
continue to be set, with the appropriate allocation of resources. Also discussed were the anticipated
impact of the low interest rate environment, model risk, Basel IV, IFRS 16, SRD Il and several topical
regulatory themes with a global ING scope such as ICAAP, compliance, IT, sourcing, and suitability
requirements for boards and key function holders. Furthermore, the Supervisory Board discussed
the financing of the company in accordance with our capital and liquidity adequacy in line with our
annually updated Risk Appetite Framework, dividend capacity and ongoing supervisory
developments.

At the 2019 Annual General Meeting (AGM), a majority of our shareholders voted not to discharge
the (former) members of the Executive Board and Supervisory Board from their potential liability
against the company for their duties performed for the 2018 financial year- the year in which the
settlement agreement with Dutch authorities had a significant negative impact on ING. As clearly
stated at the 2019 AGM, and in all other communication with shareholders and investors before
and since the meeting, ING fully understands the dissatisfaction expressed through this vote and
takes this matter very seriously.

The Supervisory Board, together with the Executive Board, regarded the rejection of the discharge
as a clear signal and firm encouragement to continue the know your customer (KYC) enhancement
programme that was already launched in 2017. This programme is designed to ensure that ING
structurally improves its gatekeeping function in the area of Customer Due Diligence (CDD) and
Anti-Money Laundering (AML) to a sustainable high level. For further details on this programme,

96

Appendices



Contents Report of the Executive Board Corporate governance = Risk Management

> Report of the Supervisory Board

read more in the ‘Developments in risk and capital management’ chapter and the Risk
Management section.

Ahead of the 2019 AGM, ING had interactions with large institutional shareholders, Dutch
shareholder interest groups and proxy voting advisors. During these engagements—which ING
initiates each year ahead of its AGM—views were exchanged on topics including the 2019
shareholder resolutions, corporate governance matters, and the measures ING has in place to
improve its management of non-financial risks.

In August 2019, the Executive Board and Supervisory Board published a letter expressing their
understanding of the shareholder vote against discharge and detailing the actions ING has
undertaken with respect to the global KYC enhancement programme. This letter was published in
the General Meeting section on www.ing.com and was proactively distributed to the investment
community.

In addition, ING has consistently provided regular updates on the progress of structural
improvements to compliance policies, tooling, monitoring, governance, and knowledge and
behaviour to bring ING's gatekeeping function in the area of Customer Due Diligence and Anti-
Money Laundering to the appropriate level. These updates can be found, for example, in ING's
quarterly reporting and on the corporate website www.ing.com, under the ‘About us’ section.

The Supervisory Board, Executive Board and Management Board Banking are committed to
rebuilding trust in ING and will continue to be open and transparent on these matters. The
Supervisory Board, Executive Board and Management Board Banking appreciate having the
opportunity to interact with ING's shareholders and other stakeholders—their views are invaluable
to maintaining a constructive dialogue as ING moves forward.

ING interacts with shareholders and other stakeholders on a daily basis. Naturally, the settlement
and its resulting impact on ING have been frequent topics on which engagements have taken place,
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and on which ING continuously reports progress. Further details on ING's bilateral contacts with
shareholders can be found in the ‘Corporate governance’ chapter of this report.

Please refer to Note 46 to the consolidated financial statements of ING Group for more information.

SB Attendance 2019* 2 ¢
Wijers (chairman) 9/10 - 5/5 12/13 10/10
Lamberti (vice-chairman) 9/10 7/8 4/5 - -
Balkenende 10/10 7/8 - - -
Boyer 8/10 8/8 5/5 - -
Breukink 3/5 - - 34 1/2
Gheorghe 9/10 718 - 12/13 717
Haase 10/10 - 5/5 - -
Rees 5/5 5/5 - - -
Reibestein 10/10 8/8 5/5 - 9/10
Verhagen* 1/1 - - 3/3 Lih
Total attendance* 95% 93% 96% 91% 97%

1 This SB attendance overview shows the regular SB (committee) meetings that took place during the year.

Additional NCGcom meetings took place in 2019 in view of medium to longer term board succession planning.

3 Additional RemCo meetings took place in 2019 because of increased attention to the board remuneration policies, among
others in view of SRD L.

4 The numbers exclude observers, if any. In case an SB member cannot join a meeting, he/she will at all times continue to
receive the meeting materials to allow him/her to provide feedback prior to the meetings.

N

Please note that (i) Henk Breukink stepped down as of the end of the AGM on 23 April 2019. Mike Rees and Herna Verhagen
were appointed as of the same moment. Although Herna Verhagen’s appointment became effective on 1 October 2019, she
already prepared for and participated in many Supervisory Board related meetings before this date as an observer.
Abbreviations used: SB = Supervisory Board; RiCo = Risk Committee; AC = Audit Committee; NCGcom = Nomination and
Corporate Governance Committee, RemCo = Remuneration Committee
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Continuous dialogue with stakeholders

ING aims to maintain continuous interaction with customers, shareholders, employees, and our
societal and other stakeholders. For the Supervisory Board the dialogue between ING and external
supervisors was a standard agenda item throughout the year. This included a discussion on the
results of the annual Supervisory Review and Evaluation Process (SREP) through which the
European Central Bank aims to promote a resilient banking system as a prerequisite for a
sustainable and sound financing of the economy. The SREP involves a comprehensive assessment
of banks’ strategies, processes and risks, and takes a forward-looking view to determine how much
capital each bank needs to cover its risks.

The topic of managing ING's reputation and brand was also on the Supervisory Board agenda. The
Supervisory board has had periodic conversations with various internal and external stakeholders
and it exercised its oversight role to ensure that necessary actions resulting from this cascaded
down into the organisation and were followed up, including those actions related to culture and
behaviour. In addition, in 2019 extensive stakeholder consultation took place with among others
customer, employee and shareholder representatives, external supervisors, society at large and
other stakeholders in light of the proposed updates to the Executive Board and Supervisory Board
remuneration policies which will be put to the vote at ING's 2020 Annual General Meeting.

Looking back at 2019 and given the ever increasing importance of what is happening in the world
around us and the importance thereof to ING and its stakeholders, the Supervisory Board
concluded that it would be beneficial to intensify the Supervisory Board's in-depth discussions on
increasingly complex matters. To support this, the Supervisory Board worked with an advanced
delivery of its meeting materials as from 2H 2019 onwards and it will extend its quarterly meetings
by at least 25 percent as from next year. Additional meetings of the Risk Committee and the Audit
Committee will be organised at the same time.

SB and EB remuneration policy

The Supervisory Board intends to submit proposed new remuneration policies for the Executive

Board and the Supervisory Board to the Annual General Meeting (AGM) of its shareholders in April
2020. This follows an extensive review of executive remuneration at ING, which was carried out in
consultation with a broad range of stakeholders in 2019. It is also in line with the guidelines of the
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revised SRD I, which require listed companies to submit their remuneration policies to the AGM at
least once every four years. The last year ING's remuneration policies were submitted in full to the
AGM for approval was 2010.

As part of its review, the Supervisory Board held meaningful discussions with stakeholders to
ensure the proposed remuneration approach achieves the right balance among their various
viewpoints and interests. It also took into account public sentiment around remuneration.
Shareholders will have the opportunity to cast a binding vote (> 75 percent) on the proposed new
remuneration policies at the 2020 AGM. The policies aim to maintain a sustainable balance
between the short and long-term interests of our stakeholders and build on ING’s long-term
responsibility towards customers, shareholders, employees, other stakeholders and society

at large.

ING’s global KYC/AML priorities

On 4 September 2018, ING announced that it had reached a settlement agreement with Dutch
authorities relating to an investigation that found serious shortcomings in the execution of
customer due diligence and requirements related to fighting financial economic crime. Since the
start of the investigation, various initiatives have been launched to further enhance AML/KYC
throughout the bank. More broadly, ING has launched a bank-wide KYC enhancement programme,
the progress of which is being monitored by and discussed between the Supervisory Board,
management and the relevant supervisors.

As part of the aforementioned programme and also part of the Permanent Education session on
KYC, the Supervisory Board visited ING's local and centralised compliance/KYC operations in Poland,
Belgium, Slovakia and Romania in 2019, with additional visits in the pipeline for 2020. During these
visits a dialogue takes place with the local teams, the results of which feed into the discussions at
global level. The purpose of these local compliance/KYC visits was to provide the Supervisory Board
members and the local organisation with a better mutual understanding of the importance of local
initiatives and processes and how their results feed into the board discussions at the global level.
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The Supervisory Board, Executive Board and Management Board Banking also discussed ING's
internal KYC governance and processes. Improvements were identified that are now being
implemented. The aforementioned boards reconfirmed their commitment to ensure ING fulfils its
gatekeeper role, complies with applicable requlatory requirements and continue taking the
necessary actions to strengthen compliance risk management and culture throughout the
organisation.

Appointment CFO

Following the settlement with the Dutch authorities in September 2018 and in consultation with the
Supervisory Board, Koos Timmermans stepped down from his position as CFO and member of the
Executive Board and Management Board Banking of ING after the presentation of the 2018 fourth
quarter and full year results on 6 February 2019. He was succeeded by Tanate Phutrakul, who was
appointed as CFO and member of the Management Board Banking effective 7 February 2019. The
Supervisory Board nominated Tanate Phutrakul for appointment as a member of the Executive
Board, subject to shareholder approval. The appointment was supported by 99.3 percent of
shareholders at the Annual General Meeting on 23 April 2019 and was also approved by the
European Central Bank.

Appointment head of Market Leaders

Roland Boekhout stepped down as member of the Management Board Banking and head of Market
Leaders on 11 July 2019 to become a member of the Board of managing directors with
responsibility for the corporate clients segment at Commerzbank as of 1 January 2020. His board
responsibilities for the Market Leaders segment were transferred to Ralph Hamers on an ad interim
basis. Upon Supervisory Board approval and ECB approval, he was succeeded by Pinar Abay on

1 January 2020 as head of Market Leaders (also becoming a member of the Management Board
Banking), taking up the responsibility for ING's operations in the Benelux.
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Permanent education and business visits

Permanent education and business visits are important for the members of the Supervisory Board
as part of their continuous learning, aimed at maintaining their expertise at the required level and
expanding it where necessary. They also help to keep up-to-date with and gain in-depth insight
into the global and local economic, financial and political landscape and to increase the Supervisory
Board’s understanding of and engagement with ING's business operations and its stakeholders.

The annual Supervisory Board Knowledge Days, which took place in Amsterdam on 17 and 18
January 2019, were combined with regular Supervisory Board meetings and focused on
compliance, AML/KYC, innovation and digitalisation, also including the concept of open banking.

As part of the annual business visit, the entire Supervisory Board, together with the Management
Board Banking, visited the offices of ING in Slovakia and Romania in September 2019. This allowed
the Supervisory Board to get a better understanding of local business challenges, with specific focus
on AML/KYC and data security, as well as on sourcing including the role of ING's shared service
centres.

Throughout the year, a number of other educational sessions on specific topics were organised for
and at the request of the Supervisory Board. For 2019 a balance was sought between sessions
focused on Compliance/KYC and other relevant topics, the latter including among others: the
impact of low interest rates and mitigating measures, how to manage ING's reputation and brand,
the platform business model, model risk management challenges, ICAAP, pricing and valuation
adjustments to trading books, ING's credit rating in relation to the risk appetite framework, risk
management of innovation, information security and anti-fraud, the Organisational Health Index,
talent management and talent-to-value, and performance management and remuneration
practices.

These visits and educational sessions provided ample opportunities for Supervisory Board members
to interact with senior management and employees on location and to interact with senior
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management in dedicated speed-meet sessions. Such interaction contributes to a better mutual
understanding and alignment on what matters most to ING, both for its employees and for the
Supervisory Board. As in previous years, the Supervisory Board will continue this practice.

Strategy based on long-term value creation

In 2019, ING continued to implement its Think Forward strategy focused on long-term value
creation and guided by our purpose to empower people to stay a step ahead in life and in business.
In late 2016, ING announced the acceleration of the implementation of the Think Forward strategy,
focusing on investing in our digital transformation and creating a scalable banking platform. A
global transformation programme was approved to realise the acceleration of the strategy. The
basic starting point of the programme was ING's value proposition, captured in multiple
workstreams across the ING network.

Throughout 2019, the Supervisory Board monitored and discussed the progress of the strategy and
its transformation and, as part of this, had an active dialogue with the Executive Board and the
Management Board Banking. In general ING is progressing well on the delivery of structural savings,
despite the impact of an increase in programmes to comply with key regulatory requirements.

ING's strategy, together with the transformation programmes, includes an overarching view on our
transformation into a dynamic digital player. Underlying that are initiatives to further improve our
differentiating customer experience, earn primary customers, develop analytical skills to
understand our customers better, increase the pace of innovation to serve changing customer
needs, enhance efficiency, and think beyond traditional banking to develop new services and
business models while growing our lending capabilities.

Our plans to become a go-to platform for customers’ financial needs, to participate on others’
platforms and to develop independent initiatives in partnership with others will drive our
opportunities. To continue unlocking the value embedded in our platform in a fast-changing world,
ING identified six key accelerators, which were shared with investors during ING’s Investor Day on
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25 March 2019: growing primary customers, increasing cross-buy through our own products or
those of our partners, improving cross-border scalability, faster time to volume, benefiting from an
attractive funding and lending mix, and leveraging our sustainability profile.

Driving and delivering commercial momentum is also dependent on how we fund and manage the
transformation and manage (non-financial) risk. This is being discussed between the Supervisory
Board and management during periodic meetings, which in 2019 also included a dedicated
Strategy Day. The Supervisory Board acknowledges it is important to take into account the duty of
care towards those stakeholders of the bank who may be impacted by the transition.

Financial and risk reporting

The Executive Board has prepared the financial statements and discussed these with the
Supervisory Board, including the SOX 404 Report in relation to our Annual Report on Form 20-F.
ING's Annual Report is presented on integrated form for the fifth successive year. The financial
statements will be submitted for adoption at the 2020 Annual General Meeting as part of the 2019
Annual Report.

At the Annual General Meeting held on 23 April 2019 ING's proposal to pay a final dividend of €0.68
per share over the previous reporting year was approved. The proposal was based on ING being
ahead of prevailing fully-loaded (capital) requirements and being well positioned for future
regulatory uncertainties.

In 2019, quarterly results, including the relevant auditor reports and press releases, were discussed
and approved in January, May, July and October. The full-year 2018 financial results were
discussed and approved in March 2019. Also discussed were the payment of an interim 2019
dividend of €0.24 per ordinary share, which was declared on 6 August 2019. In addition, elements
of the draft agenda for the 2020 Annual General Meeting were discussed and approved.
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The Supervisory Board approved the annual review of the risk appetite framework that reflects
recent changes in regulatory requirements. Per standard practice, the Supervisory Board was
informed in detail throughout the year of the potential financial and non-financial risks for ING,
including updates on upcoming regulatory changes (such as Basel V) and political and economic
developments in various countries and regions, and discussed how these could best be mitigated.

KPMG was appointed as external auditor of ING Group for the financial years 2016 to 2019
(inclusive) by the 2015 Annual General Meeting. The 2019 Annual General Meeting reappointed
KPMG for the audit of the financial statements for a subsequent four years (2020 to 2023 inclusive).
KPMG, in its role as ING's external auditor, audited ING's 2019 accounts and financial statements. As
part of the standard procedures, KPMG declared itself independent from ING, in compliance with
applicable rules and regulations. Based on the Audit Committee proposal, the Supervisory Board
supported the audit plans of the internal and external auditor, the latter including the scope and
materiality of the external audit. There has been a significant increase in regulatory reporting since
the start of ECB supervision. Reporting timelines are strict and the granularity of the data being
requested has increased. In addition, local requirements need to be met. ING aims to safequard
data quality and all reporting processes so these remain up to standard.

Internal Supervisory Board meetings

During the internal meetings of the Supervisory Board in 2019 (with the CEO in attendance, except
when the annual self-evaluation of the Supervisory Board or matters concerning the CEO were
discussed), the Executive Board and Management Board Banking performance assessments were
discussed and approved. Furthermore the Executive Board and Management Board Banking annual
targets were reviewed and approved. The future composition of the Executive Board, the
Management Board Banking (including the new head of Market Leaders) and the Supervisory
Board, its committees and potential candidates were recurring topics of discussion in light of
various developments. ING's talent and succession planning were also discussed, including the
outcome of the Annual Talent Review. Remuneration was another recurring agenda item,
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The Supervisory Board self-assessment was also on the agenda. Last year's action points were
addressed during the year, covering: (1) increased efforts to improve stakeholder management, by
means of for example having participated in several roadshows and sector round tables, and
foremost through the stakeholder dialogue that was initiated in view of the upcoming new
proposed remuneration policies for the Executive Board and Supervisory Board; (2) an improved
balance between the focus on performance management and compliance, through renewed
reports and dashboards that include priorities, milestones and metrics; (3) more in-depth
educational sessions, with a clear balance between the focus on risk, KYC and compliance
(including on-site visits to ING's local KYC/compliance operations) and other areas of importance;
and (4) an enhanced meeting practice, with advanced delivery timelines and additional

regular meetings.

As in previous years, the Supervisory Board also conducted its annual self-assessment over this
reporting year, facilitated by an independent external party and with input from several executives
who reqularly interact with the Supervisory Board and attend Supervisory Board meetings. The self-
assessment has been made more comprehensive by specifically addressing the ‘what’ (roles and
responsibilities) and the *how’ (culture and behaviour). We believe this also better aligns with
developments among external stakeholders’ and their expectations.

The performance of the Supervisory Board and its committees was considered to have improved
compared to previous year's self-assessment, taking into account that the environment in which
ING and the Supervisory Board are operating is now even more complex and challenging than
before. The Supervisory Board will therefore continue to closely monitor and assess developments
in the areas of financial and non-financial risk, compliance and internal control, as well as in the
regulatory and external supervision landscape.

The Supervisory Board's spearhead objectives for 2020 will be to continue strengthening

stakeholder dialogue and focusing on ING's longer-term strategic ambition and how to make
AML/compliance an integral part of this. In this regard, the Supervisory Board will constructively
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challenge and support the Executive Board and the Management Board Banking to enable more
clearly set expectations on prioritisation and milestones.

Following the discussions in early 2020 on the 2019 annual self-assessment results, a number of
suggestions were made as key priorities to contribute to the performance of the Supervisory Board
over the coming year. These include achieving more focused Supervisory Board (committee)
plenary meetings by rethinking the meeting approach and set-up, potentially enhancing them with
deep dives and thematic sessions. The Supervisory Board will also enhance its lifelong learning. In
addition to participating in the annual plenary permanent education sessions that will be more
specifically linked to ING's key themes, priorities and challenges, the Supervisory Board members
will additionally take in knowledge on specific topics, for example via written public and already
existing ING reports of the Executive Board and Management Board Banking.

Audit Committee meetings

The Audit Committee met five times in 2019. On average, 96 percent of the members were present
at the scheduled meetings. The Audit Committee discussed the quarterly results, the interim
accounts and the financial statements. Key audit matters, as included in the auditors’ reports, were
also a topic of discussion.

In addition to financial results and accounts, the Audit Committee’s reqular deliberations included
financial reporting, the external auditor’s audit plan, engagement letter, independence and fees,
the overall internal control environment, the internal controls over financial reporting, the internal
and external auditor reports, review of the internal audit function, and matters related to the
financing of the company, including the assessment of ING's capital and liquidity position. The
Audit Committee also reviewed the press releases related to the periodic results, the Annual Report,
the 6-K and 20-F forms and the SOX 404 Report, and discussed and made recommendations for the
approval of the internal audit plan.
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Specific attention was paid to a variety of other, related topics. These included generic IFRS-related
developments and their potential impact on our disclosures, legal proceedings, the impact of the
transition from EONIA to €str, assessment of the internal audit function, the remediation of open-
control deficiencies in areas including loan-loss provisioning and user access and change
management. Also addressed were non-financial risks relevant for financial reporting. High and
critical overdue issues, as reported by the internal audit function, were also discussed. The updated
internal audit charter and the quarterly whistleblower report were also areas of attention. The
Audit Committee performed a thorough assessment of the functioning of the external auditor and
the scope and materiality of the audit plan and the principal risks identified in the audit plan. All
relevant items discussed by the Audit Committee were reported to the Supervisory Board, with the
Supervisory Board approving those items as required from a governance perspective. Directly
following the Audit Committee meetings, the members of the Audit Committee met with the
internal and external auditors to seek confirmation that all relevant topics were discussed in the
Audit Committee meetings.

To properly prepare for the regular Audit Committee meetings, the chairman of the Audit
Committee held separate sessions with the external auditor, the general manager of the internal
audit department, the CFO and the Group Controller. He also met with various senior managers.

Risk Committee meetings

The Risk Committee met eight times in 2019. On average, 93 percent of the members were present
at the scheduled meetings. As with the meetings of the other committees, all relevant items
discussed by the Risk Committee were reported to the Supervisory Board, with the Supervisory
Board approving those items as required from a governance perspective. In each quarterly Risk
Committee meeting financial and model risk as well as non-financial and compliance risk reports
were discussed, including the status of ING's accompanying metrics, with regard to solvency,
liquidity and funding, credit, country, market, IT, non-financial and compliance risks. The non-
financial and compliance risk discussions were supported by updates of the bank-wide know your
customer enhancement programme, on IT and various compliance dashboards (on KYC,

102



Contents Report of the Executive Board Corporate governance = Risk Management

> Report of the Supervisory Board

GDPR/GDPP, PSD2, MiFID Il, sourcing and data quality) and implementation of related requlatory
programmes.

In 2019 the Risk Committee also discussed the annual review of the Risk Appetite Framework and
statements, the updated Recovery Plan and stress-testing scenarios, as well as the impact of
upcoming regulations such as Basel IV. Enterprise risk management, credit developments in certain
countries and portfolios, the investor protection and markets policy and ING's new global code of
conduct were also on the agenda. As in 2018, the Risk committee held an additional meeting to
allow it to deal with high-priority issues such as the risks related to ING's sourcing activities.

The Risk Committee’s feedback is also brought to bear on discussions regarding remuneration
practices. It considers the implications of proposed new remuneration policies for the Executive
Board and the Supervisory Board and the Variable Remuneration Accrual Model, which was
introduced in 2018 (see also ‘Remuneration Committee meetings’ in this section).

While transforming its organisation, ING needs to ensure that integrity continues to come first and

that critical non-financial risk areas stay top of mind, because this is an integral part of who we are.
We need to build up strong foundations with structural solutions that continue to earn the trust of

our customers and society at large.

Read more in the ‘Developments in risk and capital management’ chapter and the ‘Risk
Management’ section.

Nomination and Corporate Governance Committee

meetings

The Nomination and Corporate Governance Committee met 13 times in 2019. On average,
91 percent of the members were present at the scheduled meetings.
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The Nomination and Corporate Governance Committee discussed the medium- to longer-term
succession planning for the Executive Board (including the new CFO), the Management Board
Banking (including the new Head of Market Leaders) and the Supervisory Board. With regard to
Supervisory Board succession planning, the Nomination and Corporate Governance Committee
continued its search for potential suitable successors so as to maintain a balanced Supervisory
Board composition, taking into account the evolving role of supervisory boards in general.

Finding suitable candidates remains challenging, as numerous requirements must be met to
enhance the composition of the Supervisory Board including regulatory requirements, diversity,
banking and other industry knowledge, outside positions, independence, no conflicts of interest,
availability, etc. Diversity-related aspects that are being taken into account, include the minimum
and optimal size of a supervisory board and how to arrive at an appropriate balance in its
representation of regions, age, gender, and financial and generalist expertise. The Nomination and
Corporate Governance Committee also has a continuing conversation on Executive Board and
Management Board Banking succession planning as part of its reqular meetings by means of deep
dives by function and business line. Please refer to ING's diversity and competence matrix that
shows the current composition of the Executive Board, Management Board Banking and
Supervisory Board (see the ‘Diversity and Competence Matrix’ in this chapter).

In addition the Nomination and Corporate Governance Committee focused on improving diversity
at the higher management levels, supported by senior management succession planning and
accelerating refreshment. Time was spent on the role requirements and succession of several
senior management roles that have a direct reporting line to the boards, such as the chief
compliance officer, the general manager of the internal audit function, the general counsel and the
chief HR officer. Talented individuals are being identified internally who are considered to have the
potential to assume more senior and complex roles in the organisation over time, also taking into
account ING’s diversity policy (70 percent principle for mixed-teams) as published on www.ing.com.
As was the case last year, periodic conversations with them took place outside regular meetings.
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In terms of corporate governance, the committee discussed the agenda for the 2019 Annual
General Meeting, including the publication of the booklet on ING's application of the Dutch
Corporate Governance Code, the Dutch Banking Code and further implementation of the renewed
EBA guidelines on Internal Governance. During the year, the committee also discussed the 2019
Annual General Meeting voting against discharge of the corporate boards, its implications and how
to take this further going forward; the Winning Performance Culture results over 2018 (the
employee engagement survey we hold every two years, alternating with an organisational health
survey in the years in between) and related attention points for the future; and the development
and implementation of a global suitability policy framework that brings together several already
existing policies and procedures, sets out clear criteria and a process for assessment and re-
assessment of governing bodies and key function holders in scope. Standard topics on the
committee’s agenda also included the annual review and update of the corporate board charters.

All relevant items discussed by the committee were reported to the Supervisory Board, with the
Supervisory Board approving those items as required from a governance perspective.

Remuneration Committee meetings

In 2019, the Remuneration Committee met 10 times. On average, 97 percent of the members were
present at the scheduled meetings. Regular and additional meeting have taken place in view of the
development of the proposed remuneration policies for the Executive Board and Supervisory Board
and the related stakeholder engagement plan.

The Remuneration Committee, where necessary with input and advice from the Risk Committee
following strengthened risk management governance, reviewed the predefined thresholds above
which the pool for variable remuneration may be unlocked for those eligible. The committee
discussed the variable remuneration pool and reviewed the performance assessment for the
Executive Board and Management Board Banking, as well as the individual variable remuneration
proposals. Following the settlement with the Dutch authorities in September 2018, it was agreed
that the Executive Board and Management Board Banking would forego their variable pay over
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2018. It was also decided to considerably cut the bonus pool for the rest of the organisation,
resulting in a significant reduction of the total bonus rewarded over 2018.

In view of the new SRD Il requirements, which will become effective as per 1 January 2020, the
Remuneration Committee discussed and prepared proposed new remuneration policies for the
Executive Board and the Supervisory Board in consultation with the Risk Committee and taking into
account the feedback obtained from extensive stakeholder consultation. The proposed policies are
subject to approval by the Annual General Meeting of April 2020. For further details, see the
‘Remuneration report’ in this Annual Report.

The Remuneration Committee also reviewed the remuneration proposals pertaining to the
preceding performance year for Identified Staff, including potential cases for holdback of deferred
compensation by way of malus. In addition, the proposed annual targets for the Executive Board
and the Management Board Banking members were discussed and the ING Bank Remuneration
Regulations Framework was updated as part of an annual review, including the Variable
Remuneration Accrual Model. Throughout the year the Remuneration Commmittee approved
Identified Staff and High Earner-related remuneration matters, based on ING's accompanying
governance framework.

Composition of the Executive Board, Management Board

Banking and Supervisory Board

At the Annual General Meeting on 23 April 2019, Mariana Gheorghe was reappointed as Supervisory
Board member. Henk Breukink stepped down as Supervisory Board member and chairman of the
Remuneration Committee as per the end of the 2019 Annual General Meeting, having completed
the maximum allowed reqgulatory term. Mike Rees and Herna Verhagen were appointed as
Supervisory Board members. Mike Rees’ membership became effective as per the end of the 2019
Annual General Meeting and he then also became a member of the Risk Committee. Herna
Verhagen's membership became effective as of 1 October 2019. In between the end of the 2019
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Annual General Meeting and 1 October 2019 she was already present at various Supervisory Board
related meetings as an observer, including at the meetings of the Remuneration Committee of
which she became the chairman as of 1 October 2019. As per that date she also became a member
of the Nomination and Corporate Governance Committee. Mariana Gheorghe fulfilled the chairman
role of the Remuneration committee on an interim basis in the period after the Annual General
Meeting until 1 October 2019, after which she also remained a member of the Remuneration
Committee.

After seven years of dedicated service, Robert Reibestein, also chairman of the Risk Committee and
a member of the Audit Committee and the Remuneration Committee, decided in 4Q 2019 to step
down from the Supervisory Board per 1 January 2020, because of persistent personal health issues.
As from that date Mike Rees has taken over the role of chairman of the Risk Committee.

The Nomination and Corporate Governance Committee and the Supervisory Board will continue to
strive for an adequate and balanced composition of the Supervisory Board when selecting and
nominating new members for appointment, taking into account ING's diversity policy and other
factors. Read more in the ‘Corporate governance’ chapter on the composition of the Supervisory
Board committees at year-end 2019.

The members of the Supervisory Board are requested to assess annually whether or not they are
independent as set out in the Corporate Governance Code and to confirm this in writing. On the
basis of these criteria, all members of the Supervisory Board, with the exception of Eric Boyer de la
Giroday, are to be regarded as independent on 31 December 2019. Eric Boyer de la Giroday is
considered not independent because of his position as chairman of the Board of Directors of ING
Belgium S.A./N.V. and his former positions as member of the Executive Board of ING Groep N.V. and
vice-chairman of the Management Board Banking of ING Bank N.V. On the basis of the NYSE listing
standards, all members of the Supervisory Board are to be regarded as independent.
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On 7 February 2019 Tanate Phutrakul was appointed as CFO and member of the Management
Board Banking, succeeding Koos Timmermans. The Supervisory Board nominated Tanate Phutrakul
for appointment as a member of the Executive Board of ING Group, which was subsequently
approved by the Annual General Meeting on 23 April 2019. These appointments and the
appointments of Mike Rees and Herna Verhagen have been approved by the European

Central Bank.
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Information as at 31 December 2019. Please note the following: the competencies included in this matrix represent a non-exhaustive overview of the competencies of ING's corporate board members that they already had before joining ING and/or developed

during their position(s) at ING. The purpose of this matrix is to provide ING's stakeholders with an overview on the main competencies ING considers to be the most relevant for its stakeholders. As ING's situation, markets and environment are subject to continuous
change, the contents of the matrix is subject to change as well. Furthermore, for the appointments of new corporate board members, all relevant competencies are also shared with the DNB/ECB based on their Suitability Matrix to assess the collective competence
of members of the members of the management/supervisory body.
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The Supervisory Board

The Supervisory Board of ING Group is responsible for controlling management performance and
advising, supervising and constructively challenging the Executive Board. All Supervisory Board
members, with the exception of not more than one person, shall qualify as independent as defined
in the best practice provision 2.1.8 of the Dutch Corporate Governance Code. Under this code, Eric
Boyer de la Giroday is considered not to be independent. The current members of the Supervisory
Board are:

Eric Boyer de la Giroday

Hans Wijers Hermann-Josef Lamberti
Chairman Supervisory Board Vice-chairman Supervisory Board

Margarete Haase Mike Rees Hema Verhagen
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Appreciation for the Executive Board, Management Board

Banking and ING employees

The Supervisory Board would like to thank the members of the Executive Board and the
Management Board Banking for their hard work in 2019. Important milestones were the further
steps taken towards creating an open banking platform for customers, further digitalising our
offering and other innovative achievements such as the integration of Apple Pay for our retail
customers. The Supervisory Board would also like to thank all ING employees for their contribution
in realising these achievements and for continuing to serve the interests of customers,
shareholders and other stakeholders of ING. The Supervisory Board is fully aware that ING is still
going through a challenging period with economic crime and regulatory programmes, and would
therefore also like to thank everyone for their efforts to regain the trust of our customers and other
stakeholders.

Additional information

More information can be found in the ‘Corporate governance’ chapter and the ‘Remuneration
report’ chapter, which are deemed to be incorporated by reference here.

Amsterdam, 2 March 2020
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Corporate governance

This chapter reports on the application of the Dutch Corporate
Governance Code effective as from 1 January 2017, by ING Groep
N.V. (‘ING Group’), including information on ING's share capital,
control, Executive Board, Supervisory Board and external auditor.

This chapter, including the parts of this Annual Report incorporated by reference, with the separate
publication ‘ING's application of the Dutch Corporate Governance Code’ dated 2 March 2020 (see
www.ing.com), together comprise the ‘corporate governance statement’ as specified in section 2a
of the decree with respect to the content