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A more robust KYC environment across all business lines
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* Including internal and external FTEs

Governance
Global KYC 

digital servicePolicy & Risks MindsetMonitoring & Screening

Enhanced client activity 
& transaction monitoringDevelop global tooling

Global KYC policy Third-party partnerships Dedicated KYC 
committees & functions

Continuous 
communication, training 
& awareness initiatives

Five pillars

Set up of central KYC 
organisation 

Global KYC risk appetite 
statements

Set up of behavioural risk 
department 

KYC programme for file enhancement

Over 2,500 FTEs* worldwide are working on KYC

Structural solutions



Customer Due Diligence 
& Screening

Customer
On-boarding

KYC Onboarding 
& Review

Continuous 
Monitoring & Screening

Continuous Monitoring 
& Screening

Alert 
Handling

Customer
Off-boarding

Event Driven or 
Periodic KYC Review

New Information

Update
Risk 

Classification 

The KYC customer lifecycle
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Think Forward: still as relevant as ever
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Simplify &
Streamline

Operational
Excellence

Performance
Culture

Lending 
CapabilitiesEnablers

1. Earn the primary relationship

2. Develop analytics skills to understand our customers better

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

4. Think beyond traditional banking to develop new services and business models

Creating a differentiating customer experienceStrategic
Priorities

Customer
Promise

Clear and Easy Anytime, Anywhere Empower Keep Getting Better

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

Purpose 
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Initiatives to optimise customer experience



8.4 9.2
10.4

11.4
12.5

>14

2014 2015 2016 2017 2018  Ambition

2020

33.1 34.5 35.7 37.4 38.4

2014 2015 2016 2017 2018

ING currently serves > 38 mln retail customers (in mln)

Think Forward strategy delivers on commercial growth
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Targeting > 14 mln primary customers by 2020 (in mln)

#1 in 7 out of 13 retail countries€ +36.6 bln € +19.3 bln

+6.4% +3.6%

Core lending 

2018 net growth

Customer deposits

2018 net growth

Net Promoter Scores (NPS)

2018

+16% +49%
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All of our sustainability initiatives will help contribute to 
empower a low-carbon and a self-reliant society

Our Sustainability Direction

€ 16.5 bln

Climate Finance

€ 0.8 bln

Social Impact 
Finance

€ 6.3 bln

Sustainable Assets 
under Management 
(SAuM)

25 mln

Customers felt
financially 
empowered

We have a leading
sustainability role
among banks

2018: Introduction of 

Terra approach

Sustainability is embedded in our purpose
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Towards one ING experience worldwide



10.5%

8.6%

10.1% 10.2%
11.2%

2014 2015 2016 2017 2018

3,424

4,219

4,976 4,957
5,389

2014 2015 2016 2017 2018

Underlying net result improved further* (in € mln) Underlying return on equity above 11%*

• ING recorded underlying 2018 net profit of €5,389 mln, up 8.7% on 2017, mainly supported by higher income and a lower
effective tax rate

• The 2018 underlying return on equity* improved further to 11.2% compared to 10.2% a year earlier
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CAGR +12.0%

* Including the settlement impact of €775 mln recorded in 3Q18, ING’s 2018 net result was €4,703 mln (versus €4,905 mln) while ING’s 2018 total return on average IFRS-EU equity
excluding ‘interim profit not included in CET1 capital’ was 9.8% (versus 10.1% in 2017)

Underlying result up 8.7% in 2018; ROE at 11.2% for the year



• 4Q18 fully-loaded CET1 ratio rose to 14.5% as a result of the addition of the quarterly net profit. Risk-weighted assets were
slightly lower at €314.1 bln, mostly due to positive risk migration

• With a long implementation phase, potential management actions and the pending transposition of Basel IV into EU law, we are
well positioned to achieve our CET1 ratio ambition of around 13.5%

• The full-year 2018 dividend proposal is €0.68 per share, to be paid in cash

ING Group fully-loaded CET1 ratio development We propose to pay a full-year 
dividend of €0.68 per share

0.1%0.4%
14.0%

11.8%

14.5%

3Q18 Group CET1 Profit added to

CET1*

RWA & Other 4Q18 Group CET1 Basel IV CET1

ambition

ING Group CET1 ratio 14.5%; ING proposes €0.68 FY18 dividend

10

0.24 0.24 0.24

0.43 0.440.42

2016 2017 2018

Final dividend

Interim dividend

€0.67 €0.68

* €1,138 mln which consists of 4Q18 Group net profit of €1,273 mln minus €135 mln set aside for the final dividend

€0.66~13.5%

CET1 ratio Basel IV & TRIM impacts 2018 SREP requirement Management buffer (incl. P2G)



ING share performance
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Our platform will drive opportunities in banking and beyond

12

ING app

Investment companies

Insurers

Utilities

Banks



Think Forward has been accelerated through structural changes
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Think Forward strategy on a page Transformation and platform programmes



Follow us to stay a step ahead

ING.com INGWB.com

YouTube.com/ING

SlideShare.net/ING@ING_News LinkedIn.com/company/ING

Flickr.com/INGGroupFacebook.com/ING

http://www.ing.com/
http://www.ing.com/
http://www.ingwb.com/
http://www.youtube.com/ING
http://www.slideshare.net/ing
http://www.twitter.com/ING_news
http://www.linkedin.com/company/ing
http://www.flickr.com/inggroup
http://www.facebook.com/ING


Important legal information 

15

Certain of the statements contained herein are not historical facts, including, without limitation, certain statements made of future expectations and 
other forward-looking statements that are based on management’s current views and assumptions and involve known and unknown risks and 
uncertainties that could cause actual results, performance or events to differ materially from those expressed or implied in such statements. Actual 
results, performance or events may differ materially from those in such statements due to a number of factors, including, without limitation: (1) changes 
in general economic conditions, in particular economic conditions in ING’s core markets, (2) changes in performance of financial markets, including 
developing markets, (3) potential consequences of the United Kingdom  leaving the European Union or a break-up of the euro, (4) changes in the fiscal 
position and the future economic performance of the US including potential consequences of a downgrade of the sovereign credit rating of the US 
government, (5) potential consequences of a European sovereign debt crisis, (6) changes in the availability of, and costs associated with, sources of 
liquidity such as interbank funding,  (7) changes in conditions in the credit and capital markets generally, including changes in borrower and counterparty 
creditworthiness, (8) changes affecting interest rate levels, (9) inflation and deflation in our principal markets, (10) changes affecting currency exchange 
rates, (11) changes in investor and customer behaviour, (12) changes in general competitive factors, (13) changes in or discontinuation of ‘benchmark’ 
indices, (14) changes in laws and regulations and the interpretation and application thereof, (15) changes in compliance obligations including, but not 
limited to, those posed by the implementation of DAC6, (16) geopolitical risks, political instabilities and policies and actions of governmental and 
regulatory authorities, (17) changes in standards and interpretations under International Financial Reporting Standards (IFRS) and the application thereof, 
(18) conclusions with regard to purchase accounting assumptions and methodologies, and other changes in accounting assumptions and methodologies
including changes in valuation of issued securities and credit market exposure, (19) changes in ownership that could affect the future availability to us of
net operating loss, net capital and built-in loss carry forwards, (20) changes in credit ratings, (21) the outcome of current and future legal and regulatory
proceedings, (22) operational risks, such as system disruptions or failures, breaches of security, cyber-attacks, human error, changes in operational
practices or inadequate controls including in respect of third parties with which we do business, (23) risks and challenges related to cybercrime including
the effects of cyber-attacks and changes in legislation and regulation related to cybersecurity and data privacy, (24) the inability to protect our
intellectual property and infringement claims by third parties, (25) the inability to retain key personnel, (26) business, operational, regulatory, reputation
and other risks in connection with climate change, (27) ING’s ability to achieve its strategy, including projected operational synergies and cost-saving
programmes and (28) the other risks and uncertainties detailed in this annual report of ING Groep N.V. (including the Risk Factors contained therein) and
ING’s more recent disclosures, including press releases, which are available on www.ING.com. (29) This document may contain inactive textual addresses
to internet websites operated by us and third parties. Reference to such websites is made for information purposes only, and information found at such
websites is not incorporated by reference into this document. ING does not make any representation or warranty with respect to the accuracy or
completeness of, or take any responsibility for, any information found at any websites operated by third parties. ING specifically disclaims any liability
with respect to any information found at websites operated by third parties. ING cannot guarantee that websites operated by third parties remain
available following the publication of this document, or that any information found at such websites will not change following the filing of this document.
Many of those factors are beyond ING’s control
Any forward looking statements made by or on behalf of ING speak only as of the date they are made, and ING assumes no obligation to publicly update
or revise any forward-looking statements, whether as a result of new information or for any other reason.
This document does not constitute an offer to sell, or a solicitation of an offer to purchase, any securities in the United States or any other jurisdiction.


