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Key messages

« Customer satisfaction improved significantly; we strive to further improve NPS
* ING has a strong franchise in the Benelux with a solid performance

* We continue to deliver on our cost-reduction programmes...

 ...and strive for further operational excellence

«  ROE well within the targeted range

> ING



ING has improved its market position in the Benelux

Market shares in the Netherlands remained stable
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Netherlands

* # 2 bankin NL
« Stable number of customers at 8.7 million

Belgium

* We are now the # 3 bank in Belgium, up
from# 4 in 2012

* Number of customers increased to 3.1
million




Customer satisfaction has increased...

Benelux Net Promoter Scores ahead of competition Customers are more satisfied
Netherlands * NPS improved significantly in the Netherlands
1Q2011 4Q2013 « We are now #1 in both the Netherlands and Belgium based on
0 NPS
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...through process optimisation in the Netherlands

Initiatives Result

Less processes

All operational processes pass through ‘washing lanes’ to redesign * From 1,800 to 200 processes
them into the ideal operational customer process within two weeks

Washing lanes « Examples: debit cards, credit cards and account opening

Less drop-outs
* 50% less drop-outs

Less complaints

_ Real time approachable single source of customer data which can be } * KPIs based on causes instead of number of
Real-time modified by the customer to ensure up-to-date data, direct and flawless complaints
service
Less status calls
* 50% less status calls
Paperless Providing customers with the right and suitable communication, using Less paper
modern channels and digital delivery - 95% system letter reduction, from 141 to

6 envelopes per client

« As a result, we increased transparency, uniformity, service and have more satisfied customers

: ING



The Benelux continues to deliver a strong return

Return on Equity (based on CET 1 ratio of 10%) Benelux

17.8% 18.9%

0

5.4%

2011 2013
H Return on Equity Return on Equity (including normalised LLPs)

Gross result Benelux improved strongly...

(in EUR mln)
2,556
2,315
1,145
874
M Retail Banking
Commercial Banking
2011 2013
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Recent trends
* RoOE at 13.5% in 2013 in the targeted 10-13% range
» Gross result up in 2013 driven by higher income

* Loan loss provisions increased due to a weakening economic
environment

* A normalisation of loan losses to 40-45 bps would bring the RoE to
almost 19%

...while higher risk costs reflect the recession in the Netherlands
(in EUR mln)

1,222
565
. 142 205 m Netherlands
Belgium
2011 2013




Income benefitted from lower funding costs...

ING continued to grow funds entrusted while reducing deposit rates Continued growth in funds entrusted (in EUR bin)
* The deposit base continued to increase, primarily driven by Retail 419 O
Banking ~ 2¢8
: : : 4
- Deposit rates have been lowered in consecutive steps to track 229

lower ECB rates

2011 2013
Lower funding costs (bps)
SME (average) in NL Netherlands (profijtrekening) Belgium (lion premium)
@ @ — -90 bps
250 250
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140 160
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...and re-pricing of assets

The asset base declined reflecting low demand for credit

* Alower lending base in the Netherlands reflects the impact from
the recession and transfer/sale of WUB mortgages

* We continued to grow lending in Belgium reflecting a more benign
economic environment and gaining market share

» Throughout the crisis, we continued to focus on profitability
preservation as we re-priced the asset base

We re-priced our lending assets

Netherlands

NIM 150-155 bps

. m 2011
2013
Mortgages Consumer/business  Commercial Banking
lending (average)
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Continued lending growth in Belgium (in EUR bin)

228
204

Netherlands

Belgium

Mortgages

69 75

Belgium

Consumer / business
lending

m 2011

2013

m 2011
2013

Commercial Banking
(average)




Operational excellence absorbed higher pension and restructuring costs

Operational excellence in Benelux absorbed higher pension expenses and restructuring charges (in EUR bin)

0.1 -0.3
0.2
0.2
4.9 -0.1
2011 Regulatory costs Pension costs Cost savings WUB run-off Inflation /
announced investments
programmes

EUR 400 million of additional savings from running efficiency programmes still to be realised

Dutch DGS implementation expected in 2015 and Single Resolution Fund at a later stage

We continue to seek for further efficiency gains especially in the area of IT, Procurement and other inflationary costs
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Risk costs in Netherlands are elevated, but economy Is improving

Risk costs in Commercial Banking stabilised (in Eur min)

108 -
665
457
2011 2012 2013

Retail Banking ® Commercial Banking

Early signs of stabilisation in Dutch economy

* We see early signs of a stabilising Dutch economy with rising
consumer confidence and PMI consistently above 50

* House prices are nearing the bottom while unemployment is stable

* Source: ING Economic Bureau
** Source: NVM
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Dutch GDP growth improves* (in %)
2%

1%
N
.
2%
2012 2013 2014F 2015F

Dutch house prices in 4Q13 down 1.1% y-o-y**

3

0 //\ 1.19%
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Leverage our strong market
position




Silent revolution towards digital

Mobile banking app usage structurally exceeds Internet banking in
NL

10%
43%

Tablet
- Mobile
E Online

2011 2013

* In 1Q14, 60% of sessions are already via mobile devices
(including tablet)

« Total number of online and mobile sessions increased 36%
between 2011 and 2013

Mobile app logins show massive increase in the Netherlands... (in min)

435

10

2011 2013
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Digital transactions grow rapidly in Belgium, primarily driven by
mobile banking

13% 5%
41%
Tablet
. Mobile
M Online
2011 2013

* Clear trend towards mobile banking

...as well as in Belgium (in min)

2011




Our Apps are highly rated and generate traffic

Netherlands

Belgium
(Belux)

Mobile App rating by
customers

I I

Sales result digital channels (in EUR min)
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Mobile App rating by
customers

|

2009

Retail Belgium

24%
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% simple direct channel product sales in

35%
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Sales via mobile & tablet in 2013 (as % of total digital sales)
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We continue to improve our online and mobile channels, increasing the
number of client touch points...

Success of ‘Smart Banking’ for tablets in Belgium Launch of Private Banking services in Smart Banking app in Belgium

ccccccccccccccc

- Demos are available in separate break out sessions

«  thinkforward



In the Netherlands, we will increase the number of customer contacts to
Cross-buy

Develop digital/online channels Optimise sales force Invest in intelligence

\ J

v
Conversion rates
Click through rate Offer acceptance Contact center and Branches
+0.25%
0.55% 24%
16%
0.30%
Standard offer Personalised offer Standard offer Personalised offer

+ The Netherlands focusses on increasing the quality and number of customer contacts to provide better services and improve
offer acceptance
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While Belgium is further developing the ‘direct if possible, advice when
needed’ strategy to maintain high cross-buy

Direct product sales increase... Develop direct first model, while leveraging cross-buy strength

Simple product sales per channel (in %) through branch network

@ * Prioritising simple sales products

66% + Offering value-added services online for Personal
59% Develop Finance Management
digital
0,
34% 41% channels
Direct (Online + Call)
® Branch « Customised marketing to offer the right product/service
2012 2013 } + Extending analytical skills to all segments
but branches still dominate cross-buy Invest in * Scrum processes to obtain use of (un)structured data
intelligence

All product sales per channel (|n %)

74% 0 : : -
68% * Branches remain the crossing between digital channels
and advice, via centrally generated sales
+ Continue growing the customer base

26% 32% Sales and

acquisiton
Direct (Online + Call) .

m Branch
2012 2013
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We will selectively grow the SME / Mid-Corporate portfolio

ING NL will support the real economy while improving RoE ING Belgium will grow market share and improve performance

* Further improve NPS in both SME and Mid-Corporate segments  Solidify our main bank positions, improving our NPS and become

* Improve cross-buy via better aligned channels and new #1 in all segments

propositions « Grow the Institutional segment with prudent pricing
* Focus on efficiency and apply risk-based pricing models * Further leverage on our online offering
+ Support clients with their international ambitions via our + Growing via usage of our International Network

international network

#1 Net Promoter Scores in NL Main Bankership within the Mid-Corporate segment, NPS to improve
2012 2013 2012 2013 2012 2013 NPS score
0
I 34% 31%
e 20 3
" .30 -26
-37 -50 -39 -38
40 44 -41 -43 -8
ING Strongest ING Strongest
SME advice SME direct Mid-Corporate competitor competitor
mING Strongest competitor
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Reduction IT complexity is key priority in the Benelux

Further reduction of complexity of IT platforms mainly required in the

Benelux

Cost effectiveness

Among
the best
CB 2013
Benelux 2013
Below
average

Below average

CB 2015
4
Challengers
2013
Benelux 2015

Efficiency
Among the best

Current projects
= T0 be developed

Main objectives in reducing IT complexity

* Reduce IT spend mainly in Benelux Retail Banking and

Commercial Banking

* Improve efficiency of IT organisation, e.g. ‘straight-through-

processing’




This journey is well under way in both the Netherlands and Belgium

Accomplishments 2010-2013 Retail NL

Significantly reduced incidents in 2013
with 18%; Payments incidents are the
core of what is addressed today

76% reduction in eBanking fraud since
2011; 62% reduction in Skimming since
2011; proven DDOS measures in place

Transformed IT organisation from
traditional waterfall into agile-scrum

Reduced Application management &
development with 17% since 2010

Data centre consolidation well under way

Reduced number of data centres in Benelux

19

>20
8
2008 2013

ING IT Strategy contains 6 pillars

What is
delivered
by IT?

How IT
is delivered?

Customer
Centricity

= Collaborative
Community

)

M Isolated (+Coordinated)

The way forward
+ Information, sales and transaction offering

in an integrated way through every
channel

Real-time bank and predictive bank
architecture

Complexity reduction by rationalizing our
IT landscape, reduce costs and improve
time to market

Focus to increase shared IT applications

B 15
40
20
2017E
Shared

2011 2013
Replicated




Key messages

« Customer satisfaction improved significantly; we strive to further improve NPS
* ING has a strong franchise in the Benelux with a solid performance

* We continue to deliver on our cost-reduction programmes...

 ...and strive for further operational excellence

«  ROE well within the targeted range

« The way forward is digital

20 ING



ING Group’s Annual Accounts are prepared in accordance with International Financial Reporting Standards as adopted by the European Union
(‘IFRS-EU).
All figures in this document are based on the 2013 ING Group Annual Accounts. This document is unaudited.

Certain of the statements contained herein are not historical facts, including, without limitation, certain statements made of future expectations and
other forward-looking statements that are based on management’s current views and assumptions and involve known and unknown risks and
uncertainties that could cause actual results, performance or events to differ materially from those expressed or implied in such statements. Actual
results, performance or events may differ materially from those in such statements due to, without limitation: (1) changes in general economic
conditions, in particular economic conditions in ING’s core markets, (2) changes in performance of financial markets, including developing
markets, (3) consequences of a potential (partial) break-up of the euro, (4) the implementation of ING’s restructuring plan to separate banking and
insurance operations, (5) changes in the availability of, and costs associated with, sources of liquidity such as interbank funding, as well as
conditions in the credit markets generally, including changes in borrower and counterparty creditworthiness, (6) the frequency and severity of
insured loss events, (7) changes affecting mortality and morbidity levels and trends, (8) changes affecting persistency levels, (9) changes affecting
interest rate levels, (10) changes affecting currency exchange rates, (11) changes in investor, customer and policyholder behaviour, (12) changes
in general competitive factors, (13) changes in laws and regulations, (14) changes in the policies of governments and/or regulatory authorities,
(15) conclusions with regard to purchase accounting assumptions and methodologies, (16) changes in ownership that could affect the future
availability to us of net operating loss, net capital and built-in loss carry forwards, (17) changes in credit ratings, (18) ING’s ability to achieve
projected operational synergies and (19) the other risks and uncertainties detailed in the Risk Factors section contained in the most recent annual
report of ING Groep N.V. Any forward-looking statements made by or on behalf of ING speak only as of the date they are made, and, ING
assumes no obligation to publicly update or revise any forward-looking statements, whether as a result of new information or for any other reason.
This document does not constitute an offer to sell, or a solicitation of an offer to buy, any securities.
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