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Key information

7 27 March - publication of the current report with information on the impact of the coronavirus epidemic on the
operations of our bank (link).

2020 events

8 2 April - the Annual General Meeting of our Bank's shareholders, appointment of members of the Supervisory

: The price of ING Bank Slgski S.A. shares in 2020 (PLN) o Board (Mr Remco Nieland and Ms Susan Poot) and appointment of the Management Board for a new term (link).
9 6 April - upgrade of credit ratings by Fitch agency (link).
250 10 8 April - the MPC's decision to cut interest rates (the reference rate was lowered from 1.0% to 0.5%; link).
11 10 April - information on the annual contribution to the Bank Guarantee Fund's (BGF) compulsory restructuring
500 fund (link).
12 15 April - update of the current report with information on the impact of the coronavirus epidemic on the
operations of our bank (link).
150 13 8 May - publication of the periodic report for Q1 2020 (link).
14 15 May - appointment of Mr Michat Mrozek to the Management Board (link).
100 15 28 May - the MPC's decision to cut interest rates (the reference rate was lowered from 0.5% to 0.1%; link).
16 3 June - update of the current report with information on the impact of the coronavirus epidemic on the
50 operations of our bank (link).
17 6 August - publication of the periodic report for Q2 2020 (link).
0 18 7 September - the PFSA's decision to refuse consent to entrust Joanna Erdman with the function of a member of
Q S o S o S 9 S o S S Q the Management Board supervising risk management at our bank (link).
= o s ot = = = o o g > 9 19 5 November - publication of the periodic report for Q3 2020 (link).
a - = = = a - < 7 © = = 20 12 November - resignation of Mr Michat Bolestawski from the position of the Vice-President of the Management

-
-

Board (link).
21 30 November - resignation of Mr Lorenzo Tassan-Bassut from the position of the Vice-President of the

1 6 February - publication of preliminary, unaudited financial results for Q4 2019 (link).
: . " : . Management Board (link).
2 27 February - resignation of Mr Ad Kas from the position of a member of the Supervisory Board (link). _ _
3 3 March - resignation of Mr Norman Tambach from the position of a member of the Supervisory Board (link). 22 3-4 December - f0|lu.re of our Makler broker.oge system (@)' _ _
4 4 March - the first confirmed case of the coronavirus in Poland (link), in the following days of March, further 23 18 December - appointment of Ms Ewa tuniewska as the Vice-President of the Management Board (link).
. . . . \ ; 24 31 December - initiation of forced restructuring of Idea Bank SA by the Bank Guarantee Fund (link).
restrictions on movement or economic activity were introduced ("lockdown").
5 6 March - publication of the annual report for 2019 (link).
6 17 March - the Monetary Policy Council's (MPC) decision to cut interest rates and lower the required reserve rate

(the reference rate was lowered from 1.5% to 1.0%, and the mandatory reserve from 3.5% to the reference rate;
link).
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Total number of clients

4.7 million

Value of granted mortgage
loans

PLN 11.4m

Value of financed RES projects

The amount collected and
donated to the health service

PLN 7.1m
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2016 2017 2018 2019 2020
Interest margin 2.67% 2.88% 2.92% 2.95% 2.63%
C/l ratio 48.5% 44.8% 44.5% 43.1% 44.3%
Risk cost margin 0.40% 0.50% 0.52% 0.54% 0.88%
Return on equity (ROE) 11.7% 12.7% 12.5% 11.6% 7.6%
LTD ratio 81.5% 83.8% 87.6% 90.7% 82.6%
Asset quality ratios 2.6% 2.8% 2.8% 3.0% 3.3%
Total capital ratio 14.73% 16.71% 15.58% 16.87% 18.72%
Number of retail clients (million) 3.95 418 4.42 4.05 424
Number of corporate clients (thous.) 377.7 412.2 439.4 4547 485.9
Market share in loans 6.71% 7.31% 8.05% 8.75% 9.30%
Market share in deposits 8.27% 8.68% 9.07% 9.28% 9.61%
ch\lhuorS:;er of individual clients using mobile banking (Moje ING, 1,048 1462 1754 2082 2334
Jlt\lhuonJ:;-:r of corporate clients using mobile banking (ING Business, 117 16.4 50.8 6.6 334
Number of branches without traditional cash service 102 88 97 147 155

Non-financial area
Greenhouse gas emissions (tons CO2e) - scope 1 542 462 385 271 203
Electricity consumption (MWh) 33,769 31,531 30,559 31,921 27,666
Percentage of females in managerial positions 53% 52% 52% 50% 49%
Hours devoted by employees to volunteering s - 5,221 7,052 1,072
The amount collected and allocated to financial charitable
donations (PLN thousand) 695 1,042 77 757 7,603
Number of students in the "Professional Artist" programme s 253 879 633 1,280
Il\lsuur;s;rt?leG participants in “Run Warsaw” and “l march and 440 1,069 1293 2206 2962
3
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COVID-19 pandemic
On the basis of information from WHO (World Health Organisation), COVID-19 is a virus disease of the coronavirus
family. Its first outbreak was observed in China in December 2019 and is now a global pandemic.
On 4 March 2020, the first case of the disease was diagnosed in Poland, and an epidemic emergency was in force
from 14 March to 20 March 2020. On 15 March 2020, Poland’s borders were closed and on 20 March 2020 the COVID-19 cases The number of COVID-19 tests
state of epidemic was declared in line with the decision of the Minister of Health. As part of the measures to tested
prevent the spread of COVID-19, restrictions have been introduced, including in terms of moving, running

a business, using shops, mass events were forbidden, and classes in educational institutions were cancelled. 1 2 9 4 9 k

The restrictions have been gradually lifted step by step since April 2020. However, the guidelines were still in

force, e.g. in terms of maintaining social distance, or covering the mouth and nose in generally accessible places Polqnd 31 December 2020) (Poland - 31 December 2020)

that do not allow social distance. In the second half of 2020, at the turn of September and October, the second

wave of cases began in Poland (as well as in the world), characterized by a significant increase in the number of Decune in GDP Increase in the Unemplogment
sick people. This resulted in the restoration of some of the restrictions that were used during the first wave of the rate

disease. o
Beginning with the first wave of cases, the Government of the Republic of Poland introduced Anti-Crisis Shields, - 2 8 /O g / g + 1 O p p g / g

which were intended to mitigate the impact of the COVID-19 pandemic on the Polish economy and protect jobs.

(Poland - 2020) (Poland - 2020)
Nevertheless, GDP dynamics in 2020 was negative and amounted to -2.8%. At the end of 2020, nearly 1.3 million

cases of COVID-19 were reported in Poland, and over 28.5 thousand people died.

The economic situation related to the COVID-19 pandemic had an impact on the banking sector, including our
bank. In the following chapters of our Management Report for 2020, we describe how COVID-19 has affected the
Polish economy, the banking sector, our bank, our employees and our clients. It seems that the further impact
of the pandemic in 2021 should be expected in our economy, but as expected, the scale and strength of this

impact mau be limited bu the onaoina process of vaccination aaainst the coronavirus.
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Goal

Increase in client activity and digitisation

Compliance with regulatory requirements

Motivating and empowering employees

Stability, availability and security of IT systems

Operational efficiency, Al and data management

Sustainable development priorities

Metric

Increase in the number of clients, including primary clients, and their activity.
Increasing activity in self-service channels.

Maintaining a high level of client satisfaction (NPS), with priority on client experience.
Improvement of the Compliance control efficiency index and the Compliance risk level
index

Maintaining the level of operational risk in line with the declared risk appetite.

Implementation of a hybrid work model for identified organisational units.
Further development of the well-being programme.

Promotion of brand value in the area of sustainable development, with priority for
volunteering in the field of ecology and forestry.

- Building the awareness of employees and clients in the area of cybercrime.

Further work on the use of cloud solutions.

Continuation of the transformation of the profile of the retail and distribution network.

Developing a concept for full digitisation of processes.

Raising knowledge and awareness of data, including personal data.

Develop and implement a sustainable finance strategy.

Development and implementation of an approach to climate risk management.

Our medium-term financial ambitions compared to the results for 2016-2020

Loans/Deposits
Interest margin
Costs/Income

Return on Equity (ROE) -
adjusted for MCFH

2016
81.5%
2.67%
48.5%

12.8%

2017

83.8%
2.88%
44.8%

13.0%

2018 2019 2020 Ambitions
87.6% 90.7% 82.6% ~85%
2.92% 2.95% 2.63% >2.4%
44.5% 43.1% 44.3% <45%

>10%

12.8% 12.8% 9.4%
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Ambitions

We want to have over 2 million primary clients in the retail banking segment and over

160 thousand primary clients in the corporate banking segment.

The declared level of appetite for operational risk is below 2.5.

Development of the benefit offer (including development of the cafeteria).
Continue to simplify the job structure.

Developing a new approach to working conditions for the post-pandemic period.
A series of health conferences for employees.

Development of activities aimed at Talents.

Availability of Front-End systems at a level not worse than in 2020.
Reduction of negative events felt by clients by 15% y/y.

Continued reduction in the number of meeting places in line with the trend of previous
years.

You can read more in the "Sustainable Development Strategy"
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Letter from the President

GRI [102-14] [102-15]
Dear Sirs,

It is my pleasure to present you the 2020 Annual Report of the ING Bank Slgski S.A. Group. It has been a difficult year
for the economy, our society, our employees and our clients.

The COVID-19 pandemic has changed a lot. The priority for us was to protect the health of our employees and the
safety of our clients. The activities we undertook in 2020 and described in this report allowed us to go through this
difficult period.

In early March, one of the biggest challenges was the transition to remote working of all employees whose duties
allowed them to do so. Thanks to their commitment and efficient organisation, employees were able to quickly start
working from home. At the meeting places, we provided personal protective equipment, physical protection such as
plexiglass covers, and shortened the time of work with clients to reduce the risk of illness. We have introduced
additional communication for employees to keep them informed about all the activities we carry out.

We have also introduced a number of initiatives to support our clients. From the beginning, we joined the PFR subsidy
programme for micro, small and medium-sized enterprises. We have introduced the so-called credit holidays aimed
at both individual and corporate clients. We also organized webinars, during which we not only talked about the
solutions we offer, but also suggested how to, for example, transfer your business online. On our website, we have
made a special subpage for retail clients, where we informed you how to bank from home.

In 2020, 358.6 thousand new retail clients decided to use our services and 76.8 thousand new corporate clients. The
increase in the number of clients translates into an increase in business volumes - gross loans of our clients increased
by PLN 7.7 billion to a total value of PLN 126.1 billion, and our clients' deposits increased by PLN 20.5 billion to PLN
149.3 billion. Despite the difficult environment, the number of our clients is growing, and their trust in us - as a bank
- is not weakening.

The COVID-19 pandemic left its mark on the results of our bank very strongly through the consequences of protective
measures and changes in the expected parameters of economic development. The net profit for 2020 amounted to

PLN 1,337.6 million, i.e. 19.4% less than in the previous year. We experienced three-fold cuts in interest rates by the
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Glossary

MPC, a sharp increase in corporate clients' deposits, high volatility: volumes of mutual funds, indicators and turnover
on the stock exchange, FX rates. There has even been a substitute for a run on the banks due to increased demand
for cash. Due to changes in the macroeconomic parameters, the cost of risk has risen significantly in the models. The
growing risk of FX mortgage loans was also important. In order to address this risk in a conservative manner, we
increased the coverage ratio of this portfolio with provisions to 33.6% (4.8% at the end of 2019), to the total amount
of provisions for this purpose of PLN 311.8 million. | consider our results for 2020 to be very good. Our return on equity
(ROE) of 7.6% in 2020 places us among the most profitable banks on the market.

The security of our bank and the funds entrusted to us by our clients - measured by financial ratios - remains at a
high level. The total capital ratio at the end of 2020 was 18.72%, i.e. 7.72 pp above the regulatory requirements in this
regard. The quality of our assets remained stable - the share of loans in stage 3 at the end of 2020 was 3.3% (3.0%
the year before), still clearly below the market average. Due to the high inflow of deposits, the loan-to-deposit ratio
fell by as much as 8.1 pp to 82.6%, so our bank's liquidity improved (LCR increased by 90 pp to 220%, and the NSFR
ratio by 14 pp to 144% - both well above regulatory minimum).

The year 2020 has proved that the direction of our activities related to sustainable development and social
responsibility is right, and additionally builds a strong organisation resistant to unusual challenges. In view of the
difficulties faced by the health service, we donated a total of PLN 5 million to medical facilities in the form of a donation
and PLN 2 million from a collection supported by the ING Group, our clients and employees. We implemented the
activities planned in the sustainable development strategy online, if possible. We have also taken many other
initiatives in response to the pandemic while supporting the priorities of our sustainable development strategy: #ING
for entrepreneurship, #ING for equal opportunities, #ING for climate.

You can read about all our activities carried out in 2020 in the report below, to which | cordially invite you.

With sincere regards,

Brunon Bartkiewicz

President of the Management Board

Management
Board statement
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In this chapter you will learn who we are, what is the history behind us and how we operate as a group in Poland. What's more, you will also find information about the scale of our
operations, market shares as well as the awards and distinctions we have received. You will also learn the answer to the question - how ING Bank Slgski creates value for its stakeholders.
You will also learn about our business strategy, sustainable development strategy and value creation model.

Who we are

GRI [102-3] [102-4] [102-6] [102-7]

We are a universal, commercial bank that has been on the market for 30 years. We are constantly developing. We
create value, both in financial and non-financial terms. We contribute to the development of the economy but we are
aware that we also affect employees, society and the environment.

We started our activity on the Polish banking market 31 years ago, i.e. in 1989. We enjoy the
position of one of the largest all-round banks in Poland. We render services to both retail clients

and business entities.

As at 2020 yearend, we operated through 290 branches and 63 ING Express points. These are meeting places where
our clients can ask for advice and talk. We provide our clients with modern online and mobile banking systems so that
they can quickly and independently manage their finances.

Our organisation has two main locations - in Warsaw and in Katowice. This is where we take the most important
decisions concerning the operations of our Bank. The Management Board is seated there as well. ING Bank Slgski S.A.
is formally registered in Katowice. As at the end of December 2020, as a Group we employed over 8 000 people.

We are inspiring and empowering our clients to make accurate financial decisions. We provide them with tools to
make banking easy, transparent and available 24/7. Delivery of our strategy is supported by our strong brand.

ING is one of the three best recognisable banking brands in Poland. This is confirmed by the “Brand Tracking” study
conducted by Kantar Millward Brown (CAWI measurement method, October-December 2020). The bank's offer is
attractive to consumers - we rank first when considering the account and savings. ING definitely stands out from the
competition at the image level. We are the leaders in two dimensions of key importance for ING: "A bank for the

resourceful" and "a bank that drives needs".

Bank shares have been quoted on the Warsaw Stock Exchange since 1994. Since the very index formation (September
2013), we have been among the WIG30 companies. We are the only company from the finance sector which has
been uninterruptedly present (for all its rounds) in the Respect Index (the index of most socially responsible WSE

companies), which was replaced in September 2019 by the WIG-ESG index, to which we also belong.

How does ING Group operate in Poland

GRI [102-1] [102-10] [102-45]

ING Bank Slgski S.A. is a parent entity of the ING Bank Slgski S.A. Group. As a Group, for 30 business years, we have
managed to establish our position among the top financial institutions in Poland. We are number four as far as the
balance sheet total is concerned (over PLN 158.6 billion as at 2020 yearend) and in terms of the commercial balance

(the total of deposits and loans). We form the Group together with the subsidiaries, where we operate in the area of:
" leasing,
= factoring,
* financial advisory and intermediary services,

* payroll and accounting services.
The Group members are also the founders of ING for Children Foundation and ING Polish Art Foundation.
In 2020, the Bank and its subsidiaries did not conclude any transactions with related entities that would be individually
or jointly significant and concluded other than on the arm’s length basis.
ING Bank Slgski performs operations with ING Bank NV and its subsidiaries on the inter-bank market. These are both
short-term deposits and loans, as well as operations in derivatives. The bank also maintains bank accounts of entities
from the ING Group. All of the above transactions are carried out on an arm's length basis.
Operating costs incurred by the Bank for the parent entity result primarily from contracts for the provision of

consultancy and advisory services, data processing and analysis, provision of software licenses and IT support. In

Management
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terms of costs incurred by the Bank for other related entities, outsourcing agreements play a dominant role regarding
the provision of system resource hosting services for various applications, leasing of IT equipment, monitoring the
availability and performance of applications and IT infrastructure as well as penetration testing and IT security
monitoring. You can read more about transactions with related entities in the “Related entities” note in the Annual

Consolidated Financial Statements of the ING Bank Slgski S.A. Group for 2020.

Changes to Group structure
In Q2 2020, the shares in Twisto Polska Sp. z 0.0. were reclassified from an associated entity to a minority capital

investment.

ING Bank Slgski S.A. Group composition

Management Board Report on Operations of ING Bank Slgski S.A. Group in 2020

ING for the

climate

ING for the
community

ING for
employees

Other
information

About

GRI index
the report

Glossary

Subsidiaries and associates of the ING Bank Slgski S.A. Group as at 31 December 2020 (the solid box line

means a subsidiary, and the dashed line means an associate company)

ING Lease Polska
Sp. 2 0.0.* (100%)
g
N N
ING Investment ING Commercial
Holding (Polska) S.A. (100%) i Finance S.A. (100%)
N
( Y " NN Investment Partners TFISA. |
— ING Bank Hipoteczny S.A. (100%) | ‘- nvestme(n[:csoz)rtners T
\ ) /
Ly ING Ustugi dla Biznesu S.A.
ING Bank Slgski S.A. (100%)
g J
( )
— Nowe Ustugi S.A. (100%)
g J
e N
— Solver Sp. z 0.0. (100%)
\ y,

*

NG J

The Bank, through ING Investment Holding (Polska) SA, holds 45% of shares in NN Investment Partners TFI S.A. and

The ING Lease (Polska) Group is composed of 9 subsidiaries wherein ING Lease (Polska) Sp. z 0.0. holds 100% of shares.

treats this company as an associated company. Subsidiaries are consolidated by our bank using the full method, and
the associated company (NN Investment Partners TFI SA) is consolidated using the equity method. In addition to its

subsidiaries and associates, the Bank has minority capital investments, including in the following companies:
* Biuro Informacji Kredytowej S.A. (9.0% of shares),

* Krajowa Izba Rozliczeniowa S.A. (5.7% of shares),

* Polski Standard Ptatnosci Sp. z 0.0. (14.3% of shares),

= Twisto Polska Sp. z 0.0. (19.4% of shares),

Management
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* Vooom Sp. z 0.0. (8.1%; through ING Investment Holding (Polska)).
ING Investment Holding (Polska) S.A.

ING Investment Holding (Polska) S.A. is a holding company. Through that company, the Bank holds shares in three
companies: ING Lease (Poland) (100%), ING Commercial Finance (100%) and NN IP TFI (45%).

ING Lease (Polska) Sp. z o.0.

ING Lease (Polska) has been present in the market since 1995. Since 2012, it has been a member of the ING Bank
Slgski S.A. Group. ING Lease (Polska) offers all basic types of lease and a cash loan which can be used to finance both
movables (passenger cars, light-duty vehicles, heavy transport means, machinery and equipment, medical and IT
equipment) and immovables. The ING Lease (Polska) Group is composed of 9 subsidiaries wherein ING Lease (Polska)
Sp. z 0.0. holds 100% of shares. The company services are targeted at all market segments: large, medium and small
enterprises as well as micro clients (entrepreneurs).

In 2020, the company's new lease production amounted to over PLN 3.8 billion (-24% y/y). as at 2020 yearend, the
company was servicing almost 34 thousand clients (increase by 13% y/y), and the value of the portfolio remains at a

high level of PLN 10 billion (based on management accounting data).
ING Commercial Finance S.A.

ING Commercial Finance offers factoring products. The company was incorporated in 1994 under the name of
Handlowy Heller. Upon its incorporation into ING Group, since 2006 the company has been operative under the name
of ING Commercial Finance. Since 2012, it has been the member of the ING Bank Slgski S.A. Group - like ING Lease
(Polska).

As per the Polish Factors Association’s data, in 2020, ING Commercial Finance was the third biggest factoring company
in Poland. In 2020, the turnover of ING Commmercial Finance totalled PLN 37.0 billion (up 4% y/y), which accounted for
12.7% of the market turnover. In 2020, the Company served 5.5 thousand clients (up by 16% y/y) and purchased 3.2
million invoices (down by 4% y/y).

ING Bank Hipoteczny S.A.

The main purpose of the operation of ING Bank Hipoteczny, which started operating in 2019, is the issue of long-term
mortgage bonds with the underlying instruments being debt claims under the mortgage-backed loans acquired from

ING Bank Slgski S.A. or other banks.
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The set goal may be achieved through:

= strengthening of funding stability in the ING Bank Slgski Group,

= diversification of funding sources for the current retail mortgage portfolio,
* adjusting maturity structure of assets and liabilities in the balance sheet

= releasing liquidity of the ING Bank Slgski Group,

* lowering the cost of financing the conducted lending activity in the part of the loan portfolio financed with other
long-term instruments.

So far, ING Bank Hipoteczny carried out the inaugural issue of 5-year “green” mortgage bonds for PLN 400 million. The

funds obtained from the issue will be used to refinance mortgage loans in PLN for natural persons, secured with

mortgage belonging to 15% of the most energy-efficient buildings in Poland. In 2020, due to the market situation

caused by the COVID-19 pandemic, ING Bank Hipoteczny did not issue mortgage bonds, but in order to increase the

diversification of existing sources of financing, it established a bond issue program, under which it issued the first short-

term debt securities.
ING Ustugi dla Biznesu S.A.

Since 2013, the Company has been offering innovative business services beyond traditional banking. Expanding its
business activities into new market segments, in 2019 the company entered for the first time into the market of
services for individual clients.

ING Ustugi dla Biznesu operates in the following business areas:
= online database of companies (registry data, financial data) and business purchase platform - ALEO,

* platform for invoicing and managing payments for entrepreneurs and accountancy and payroll services for

companies keeping full accounting records - ING Accounting,
* platform and business process robotisation services - Roboplatform,

= My Services platform for the execution of micro payments by individual customers.
Nowe Ustugi S.A.

Nowe Ustugi S.A. conducts educational and marketing activities. In the field of education, it runs the website

Edukacjagieldowa.pl. This is a website about investing and the stock market, both for debuting and fully-fledged
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investors. The knowledge database and investment-related materials are published on an ongoing basis on the As at the end of December 2020, the number of clients was 4.72 million and it was broken down into the following
website. business segments:
Marketing activity centres around popularisation of ING Turbo certificates on the Polish market. The instruments are = 4.24 million individual clients (up by 187 thousand clients y/y),

issued by ING Bank N.V. Amsterdam and quoted at the Warsaw Stock Exchange The main activities of the company + 486 thousand corporate clients, including:

are the organisation of marketing campaigns, ING Turbo helpline service or technical support while running the

ingturbo.pl website.
Solver Sp. z 0.0.

408 thousand entrepreneurs (up by 25 thousand y/y),
74 thousand SME/MC (up by 6 thousand y/y),

The Solver company was established on 21 May 1996 in order to conduct business activities on behalf of the ING 3.4 thousand strategic clients (flat vs. 2019).

: : The growth of our client base is better described by the number of primary customers, i.e. those for whom we are the
Children Foundation.

The company runs a business activity consisting in organizing holidays for employees and their families and first choice bank and who hold several (specific) products. As at 2020 yearend, we had 2.08 million such clients in

pensioners of ING Bank Slgski SA This activity is carried out in the Pan Tadeusz Training and Recreational Centre in total, i.e. 107 thousand more than as at 2019 yearend, including:

Krynica. * 1.93 million individual customers (increase by 94 thousand during the year),

NN Investment Partners TFI S.A. * 113 thousand entrepreneurs (an increase of nearly 10 thousand during the year, and

NN Investment Partners TFI S.A. has been present in Poland since 1997. It is the second largest TFI on the Polish market, * 36 thousand corporate clients (excluding strategic clients; up by 4 thousand y/y).

managing PLN 21.3 billion (data from IZFiA as at 2020 yearend) allocated to funds and portfolios for a wide audience. Primary clients accounted for 44% of all our clients as at 2020 yearend (similar to the end of 2019, but more than at
It supports over 626 thousand clients by offering them a wide range of investment products. NN Investment Partners the end of 2017 - 37%).

TFI SA is part of the international NN Group. It successfully combines global and local expertise to provide clients with The constantly growing number of clients is the result of the activities pursued by us to foster long-term relationships
investment solutions of the highest quality. with clients. These relationships are based on the trusted brand, transparent and flexible product offer and

. . a continuously developed modern distribution and customer service system.
The scale of our activity Yy P y

GRI [102-2] [102-6]

Our customers

The acquisition of new clients remained at a very high level - in 2020 we acquired 359 thousand new individual clients
(401 thousand in 2019), 64 thousand entrepreneurs (73 thousand in 2019) and 13 thousand corporate clients (13
thousand in 2019).

Throughout the year, the Bank’s client base increased by 219 thousand, versus decrease of 256 thousand the year
before. The decrease in the net number of clients in 2019 was due to regulatory obligations and verification of the

client portfolio in terms of acquisition potential.


https://www.ingturbo.pl/
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/ Number of ING Bank Slgski S.A. Group clients (as at yearend)
Total (thousand) Corporate segment (thousand)
4,860 4,722
4323 91 4,504

m 55 1 69 74
48
327 354 375 383 408
2016 2017 2018 2019 2020
B Strategic clients

412
4178 4421 I 1, 00 I 4,236

2016 2017 2018 2019 2020

® SME and mid-corporates

m Entrepreneurs

m Individuals  m Corporate clients

Primary customers (thousand)

2,076 36

1,968 32

1,829 128

2017 2018 2019 2020

® Individuals ®Entrepreneurs  ® SME and mid-corporates

o

~

Management Board Report on Operations of ING Bank Slgski S.A. Group in 2020

ING for Other About
employees the report

ING for the

. GRI index
community

. . Glossar
information J

Structure of the number of our retail clients
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Structure of retail clients by province (as at 2020 yearend)
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Structure of the number of individual clients by age (as at 2020 yearend)
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Structure of the number of our corporate clients

( )

Asset value and market share

Structure of SME and mid-corporates by region (as at 2020 yearend) The amount of guaranteed funds in Banks as at the end of 2020 was PLN 186.6 billion. It was 17.6% more than at the
end of 2019. Over the last 5 years (2016-2020), our balance sheet total increased by 59% (i.e. by PLN 69.1 billion). The
dynamics of total assets in the sector was 17.3% y/y in 2020 and 37.1% in the last 5 years, respectively. The

11.6% consistent, faster growth of our bank's balance sheet total compared to the sector causes our market share to grow.
9.4% 9.19, 8.7% 7.9% . . Our bank's share in the sector's assets was 7.6% at the end of 2020, compared to 6.6% at the end of 2016. At the end
I I I 0% 6.9% 6.4 5.8% 5.6% 4.9% 4.6% 4 30 of 2020, we were the fourth bank on the market in terms of asset value.
T T . )
l l . The value of the assets of the ING Bank Slgski Group (PLN billion) and the market share in the sector's assets
7.6% 7.6%

6.6%
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Structure of the number of corporate clients by industry (as at 2020 yearend)

Financial institutions  0.2% 2016 o7 2018 o 20ee
0,
Transport [N 6.1% mm Assets ——Market share
Construction [ 12.3%
Real estate services [ 8.6% Source: Market data - NBP (Aggregate balance sheet of other monetary financial institutions)
\_ J

Other N 6.6%
Industry [ 9.4%
Trade N 15.2%
Services [ 41.6%
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Value of amounts due from clients and market share

The volume of gross receivables (including loans measured at fair value) from our clients as at the end of 2020
amounted to PLN 126.1 billion and was by 6.5% higher than at the end of 2019. The above was translated into an
increase of our market share in loans up to 9.3% or by 0.5 pps more than at the end of 2020.

Receivables from corporate clients continue to be the major part of our gross receivable portfolio; however, their share
in the structure has been decreasing successively (from 65% at the end of 2016 to 56% at the end of 2020).

In terms of the size of the portfolio of amounts due from clients, we were the fourth bank on the market at the end

of 2020.

s N

Gross receivables from clients in the ING Bank Market share in gross receivables

Slgski Capital (PLN billion)

126.1 11.79
118.4 j0go 112% LT
[0)
104.4 9.7%  9:9% ogy,  93%
88.2 o 80%
79.1 60 13%
7.9%
-0, 7.1%
5.5% o

2016 2017 2018 2019 2020

2016 2017 2018 2019 2020 —Total —Retail segment

W Retail segment  m Corporate segment ——(Corporate segment
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Deposits value and market share

The savings of our clients (including off-balance sheet assets of the retail Banking segment) at the end of 2020
amounted to PLN 149.3 billion and were higher by 15.9% y/y. As a result, our market share in deposits grew by 0.3
pps up to 9.6% at the end of 2020.

Liabilities to the retail segment remain the major part of the balance sheet savings of our clients’ savings (they
accounted for 61% of all deposits at the end of 2020).

In terms of the size of the client liabilities portfolio, we were the fourth bank on the market at the end of 2020.

( A

Amounts due to clients of the ING Bank Slgski Market share in deposits

Capital (PLN billion)
149.3 9.1% 9.3% 9.6%
128.8
94.0
35.6
58.5 8.0%

2016 2017 2018 2019 2020

2016 2017 2018 2019 2020

—Total —Retail segment

H Retail segment  m Corporate segment ——Corporate segment
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Structure of ING Bank Slgski S.A. Group deposits* by province as at 2020 yearend
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poza granicami kraju B 2.1% kujawsko-pomorskie B 2.6%
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podlaskie 1 1.1% podlaskie 1| 0.9%
warmirisko-mazurskie | 0.8% lubuskie | 0.8%
lubuskie | 0.6% warminsko-mazurskie | 0.8%

** deposits and other liabilities to customers
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Commercial Balance Value
The commercial balance at the end of 2020 was PLN 275.5 billion and was higher by 11.4% y/y. This allowed for an

increase in our market share in the commercial balance by 0.6 pp. up to 9.5% at the end of 2020.
The retail segment remains the major part of the commercial balance (it accounted for 53% of the commercial

balance at the end of 2020).

In terms of the size of the commercial balance, we were the fourth bank on the market at the end of 2020.

Commercial balance of the ING Bank Slgski Group Market share on the commercial balance

(PLN billion)
275.5 10.1% 10.2%

247.4
220.6

191.1
173.1

7.2%
95.0 6.7%
2016 2017 2018 2019 2020
2016 2017 2018 2019 2020 —Total —Retail segment
m Retail segment  m Corporate segment ——(Corporate segment

Our competitive position

We are the fourth bank in Poland based on the size of assets, deposits or receivables from customers - based on the
data as at the end of the fourth quarter of 2020 on a consolidated basis. In terms of profitability, we are a leader
among Polish banks listed on the WSE, taking into account the return on equity. We were also the second largest

bank in terms of market capitalization (PLN 22.2 billion) as at 2020 yearend, with our P/BV ratio being the highest at
1.2x.
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Our competitive position
Metric Value Value date Market position
Number of clients (million, PRNews.pl) 4.7 31 December 2020 4
Total assets (PLN billion) 186.6 31 December 2020 4
Customer deposit portfolio (PLN billion) 151.0 31 December 2020 4
Portfolio of receivables from customers (PLN billion) 128.0 31 December 2020 4
Return on equity (ROE) 7.6% 2020* 1
Capitalization (PLN billion) 22.2 30 December 2020 2
P/ BV ratio 1.2x 30 December 2020 ** 1

* calculated as the sum of the net profit for 2020 to the average value of equity for the five consecutive quarters ending in Q4'20; ** ratio

calculated based on the share price at the end of a given year

Awards and distinctions

Our daily efforts in offering attractive products to our clients, attention to high service quality,
sustainability actions and practices as well as outstanding commercial and financial results are
honoured by the market. Below please find selected 2020 awards. The full list is available on

our website.

S

For overall performance

The first position in the Banking Star 2020 general ranking. The Bank also took first place in the "Star of customer
relations", "Star of innovation" and "Star of efficiency" and second place in the "Stability star" category. The

distinctions are awarded by the Dziennik Gazeta Prawna daily and PwC.

Second place in the "Best Bank 2020" competition and third place in the "TechnoBiznes 2020" competition in the

banking category, awarded by Gazeta Bankowa.
Second place for ING Bank Slgski among banks in Poland in the "Forbes World's Best Banks 2020" ranking.
The title of "Super Ethical Company 2019" awarded by the editors of Puls Biznesu.

The title of the "Institution of the Year 2020" in six categories: the best service in the facility; best mortgage service;

the best bank for companies; the best internet banking; the best mobile application; the best press office.

Management Board Report on Operations of ING Bank Slgski S.A. Group in 2020
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At the same time, ING branches were among the best banking branches in Poland. Ranking on the basis of an

expert review on mojebankowanie.pl.

The title of "Corporate Bank of the Year 2020" - Poland awarded by the jury of the Worldwide Finance Awards 2020

competition organized by the Acquisition International magazine.
First place in the "Banker of the Forbes Year" ranking for Brunon Bartkiewicz - President of ING Bank Slgski.

Barbara Borgiet-Cury, Director of the Daily Banking Center at ING Bank Slgski among the Top 5 most influential

women in the Polish payment industry in the ranking of Cashless.pl.

For the quality of customer service and innovation

ING Bank Slgski received the "Best Mobile Banking App" award in the "World's Best Corporate / Institutional Digital
Banks in Central & Eastern Europe 2020" competition. The competition is organized by the international magazine

Global Finance.

ING Bank Slgski received the title of "CEE's Best Digital Bank". The award was granted by the jury of the international

competition Euromoney Awards of Excellence 2020. The organizer is the prestigious British magazine Euromoneuy.

ING Bank Slgski was awarded three times in the "Best Digital Solutions for SMEs" competition in Central and Eastern
Europe. The jury awarded internet banking, mobile banking and digital financing solutions for small and medium-

sized enterprises.

The Moje ING mobile application was rated the highest by users. The application received the highest ratings among

banking applications on the Polish market, in Google Play and App Store.
The "Safest Bank in Poland" award granted by Global Finance magazine in the "World's Safest Banks" ranking.

Four awards in the "Innovation 2020" competition: a gold statuette for the Prostomat application, a silver one for
the Agregator, and two bronze ones for ING Ksiegowos$¢ and the EKO campaign. ING Bank Slgski was also ranked

second in the overall competition as one of the most innovative companies.

ING Bank Slgski took the first place in terms of Customer Experience, in the category of "Banks and payment

operators", according to the study and report of KPMG in Poland entitled "Customer experiences in the new reality".

The "Star of the Decade 2010-2020" emblem awarded by the Polish Service Quality Program.
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“2020 Service Quality Star” in the “Banks” category in the thirteenth edition of the Polish Service Quality

Programme.

For CSR actions and practices

Gold CSR Leaf awarded to ING Bank Slgski S.A. by the Polityka weekly as one of the organizations distinguished by
activities in the field of sustainable development. The bank was also awarded for its involvement for climate in the

area of electromobility.

First place in the "Ranking of Responsible Companies" organized by Kozminski Business Hub. The bank was first in

the overall classification and additionally in the following categories: banking, financial sector and insurance sector.

"Golden Shield" - the main prize in the "17 Goals" competition during the 5. Edition of the Responsible Film Festival.

The ranking is organized by the CSR Res Sever Foundation.

ING Bank Slgski "Climate Leader" by Forbes ranking.

For communication with clients, market and employees

"Highest Quality HR Certificate" for HR standards and practices implemented for current, as well as future and

former employees, awarded by the Polish Association of Human Resources Management (PSZK).

ING Bank Slgski received the main prize in the "Power of Attraction" competition for a strategic approach to well-
being activities.
Third position in the annual review of investor relationships in WIG30 companies, organised by the “Parkiet" daily

and the Chamber of Brokerage Houses.

Three awards from the WSE during the Summary of the Stock Exchange Year 2019 gala: “WSE Award in the Main
Stock Market” for ING Bank N.V., “WSE Award for Catalyst” for ING Bank Hipoteczny and “BondSpot Award” for ING
Bank Slgski.

"The Best of the Best" special award in the Banks and Financial Institutions category for reporting on business
results, including financial data, business and social achievements. The competition is organized by the Institute of

Accounting and Taxes.
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For marketing actions

= During this year's edition of the "Effie Awards Poland" competition, ING Bank Slgski received three statuettes. Gold
in the "Finance" category and two bronze ones in the "React & Sustain" and "Marketing and Business Solutions"

categories. The bank also took second place in the "Companies of the Year 2020" ranking.
* Gold banker in the “Social media” category. Ranking developed by the publishers of Bankier.pl and Puls Biznesu.

* The ING Bank Slgski spot #zdalnidopomocy became the most popular ad on YouTube, according to the "YouTube

Ads Leaderboard" for April 2020.

= Awards in the IAB MIXX Awards competition: "Advertiser of the Year" in the general classification, "Best in Show"
and gold in the "Content Marketing" category, gold in the "Online marketing with Influencer" category, silver in the
"Brand Awareness and Positioning" category, silver in the "Best use of social" category media "and bronze in the"

Cross media integration "category.

Creating value for stakeholders

The trends we face

Market trends are factors influencing the future, including our bank, sector, economy or society. The time horizon in
which we identify and describe them is the next 2-3 years.

2020 was unique - it redefined the framework for the activities and functioning of many economies, industries and
societies. 2021, despite the efforts of governments and the start of vaccination against the coronavirus, will probably
not allow us to return to the reality we know from before the pandemic. We are at a turning point of some sort, and
activity in many areas will need to be redefined over time after the pandemic is over. This may result in the trends
that we observe today may not materialize or new ones may arise which, with their strength and influence, will

change a lot.

Economy

In terms of economic and economic trends, the trend we identify is low interest rates for a long time, despite the fact

that, on the other hand, we will face rising inflation (read more about this in the commentary of our team of

economists). Looking at it from the point of view of households and enterprises, these entities will look for alternative
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forms of savings to bank deposits in order to protect themselves against inflation. Treasury bonds, or - gradually -

corporate bonds, can enjoy more and more interest. This is a trend that seems to have started as early as 2020.

Green transformation
Another very important trend that we hope will happen is the (acceleration) of the green transformation in Poland

(see our economists' report on page 22). This is necessary to achieve climate neutrality of our economy in 2050. As

a bank, we support this trend in terms of financing the transformation - by engaging, inter alia, in projects of
photovoltaic farms, as well as on the educational side - emphasizing the importance of environmental protection or
air quality in our marketing communication and educational campaigns for our employees. The importance of this
issue at the European level is emphasized by new legal requlations, including for the financial sector, which force the

sector to engage in the fight for climate protection, support sustainable development and transparency in this area.

Terminology

From the technological side - the development and universality of digital solutions will accelerate. The coronavirus
pandemic and the shutdown of economies have proved that we are able - as an economy and society - to quickly
and significantly shift our operations to remote mode. Work, entertainment, shopping, social contacts, official matters
- in 2020, the basic channel for their implementation was the Internet. After the pandemic is over, some of the
activities will probably return to the form we knew before 2020, but the digitisation of some of them will certainly
accelerate in the coming years.

We are aware that the consequence of technological progress is the digitisation of banking services, and thus - new
channels of interaction with the client and the increased importance of online security. New client needs require a
personalized approach. These factors influence the need to focus on banking services from the perspective of the
experience we offer to the client. That is why the client's experience at our bank determines the technological
solutions that we implement. We focus on availability, speed and intuitiveness, legibility and simplicity of

communication, as well as client safety.

Society
In terms of social trends, two important aspects should be noted. The first trend is global - it is the polarisation of
social groups. From the perspective of companies and people building the brand, it is a challenge when building

marketing communication or the company's image. The second challenge is to improve the financial knowledge of

Poles. We must constantly work to change this. Knowledge in this area should be built from school age. The aging

society and low financial literacy pose a threat to finances in the form of frauds carried out mainly in remote channels.

Labour market

The coronavirus pandemic and periodic lockdowns have forced and accelerated some changes in the lobar market.
Remote and hybrid work is a trend that begins to consolidate and spread in the long term. This is evidenced by, inter
alia, plans to legally regulate these issues in the Labour Code. The key will continue to be to ensure the safety of
employees, strive to reduce the level of stress and take care of their psychophysical condition. All activities that make
up the area of well-being will gain importance. It may also be important to make working time more flexible. Working
models based on the interaction of people and technology, as well as more personalized internal communication (e.g.
video films instead of text messages) can also play an increasingly important role. It will serve to create and maintain
committed, integrated teams despite the limitations in social contacts. The challenge will also be to design and
implement such a work model that - as a remote and hybrid form - will provide attractive opportunities for
employees' self-development, unlocking their potential, talent management and effective recruitment. An active
presence in digital channels that they have not used before (e.g. outside the catalogue of popular social media) may

turn out to be a permanent element of building the image of employers.

Business strategy

GRI [203-2]

Today our Think Forward strategy (adopted in 2014) is more important than ever. With our data-driven approach and
mobile channel priority, we continue to support our clients to stay one step ahead in life and in business - also during
the social and economic shock of the COVID-19 pandemic. The pandemic made us realize how much our society is
already digitized, accelerating the trends of clients shifting to mobile channels and the use of cashless payments.
The implementation of our strategy is based on providing a client experience that is simple and understandable,
available anytime and anywhere, supportive and inspiring, and constantly improved. Digitisation remains key to this,
and we are adapting our processes and services to make banking even safer, more personal, easier and smarter.
Combined with our data literacy skills, we see ourselves as a bank that truly knows its clients and anticipates their

evolving needs, finding innovative ways to add value, also in areas beyond traditional banking.
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We do all of this to meet the highest possible standards of integrity. Being a safe, reliable and compliant bank -

remains our top priority. Our Orange Code puts honesty above all else.

Our goal is to empower people to be one step ahead in life and business. In our Think Forward strategy, we promise
clients that our banking will be transparent and easy, anytime, anywhere, and enable them to make informed
financial decisions. Driven by our goal, the strategic priorities set out in the Think Forward strategy help us focus on

the elements we need to be successful. These strategic priorities are:
* We want to be the main bank for our clients.

= We develop our competences to better understand our clients.

* We implement innovations to meet client needs.

* We think outside the box and offer new services that go beyond traditional banking.
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Strategic priorities

4 ) _ _
Strategy of the ING Group We wish to be the house bank for our clients
> Purpose We understand this priority as increasing the number of clients who have many of our products. It is closely related
Empowering people to stay a step ahead in life and in business. to their experience and satisfaction: the more satisfied clients are, the more likely they are to choose our bank for
additional products and services. In recent years, we have consistently increased the number of clients, including
» Customer % @ ® 7| primary clients.
promise We develop our competencies to understand clients better
Clear and easy Anytime, anywhere  Empower Keep getting better Having the right data at our fingertips will help us achieve many of our strategic priorities. We use the data to
\/ y personalize interactions with our clients to provide an experience that distinguishes our offering from the competition.
Creating a differentiuting customer experience It also helps us make sound business decisions and drives innovation. At the same time, we recognize the need to
> Strategic 1 Earn the primary relationship protect personal data and are committed to handling it securely and being open about how we use it.
Priorities 2 Develop analytics skills to understand our customers better We implement innovations to provide for clients’ needs
3 Increase the pace of innovation to serve changing customer needs
4 Think beyond traditional banking to develop new services and business models New technologies both destroy the status quo and enable new ways of operating. To stay up-to-date, we must
constantly evolve. This means creating breakthrough products, services and experiences that support our strategic
» Enablers Simplify & | Operational Performance | Lending ambitions and keep us one step ahead.
Streamline Excellence Culture Caopabilities
We think out of the box and we offer new services that are beyond traditional banking
- J

Low interest rates provide little incentive for savers to keep money on deposits, which can challenge our traditional
business model. Digital platforms are an opportunity to stand up as well partner for our clients in areas going beyond

traditional banking, thus opening up to new sources of income for our bank.

Lines of action

Streamlining and simplifying

The continual improvement and simplification of our internal processes and systems are the basis of a high-quality
digital experience. This allows us to respond faster to changing client needs, implement new products and services

faster, and become more flexible and cost-effective.
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Operational excellence

We promise our clients that we will keep getting better. This includes accelerating the digitisation of processes to
ensure seamless client service and greater efficiency. It is also about ensuring safe operations, stable IT systems and
platforms, and the highest standards of data security.

Effectiveness of operation

Delivering outstanding client service requires committed employees who are motivated to go the extra mile. That is
why we strive to create positive employee experiences and to develop leaders who can increase efficiency and inspire
employees to implement our strategy. Diversity and inclusion contribute to this - people perform better when they
can be themselves. We do not tolerate any form of discrimination. In everything we do, we are guided by the values
and behaviour set out in our Orange Code and ING Group's Global Code of Conduct.

Wide range of product possibilities

We look at our products and services more broadly than in the light of traditionally understood banking. We want to
be a partner for our clients in many areas. This increases their satisfaction, ties them to our bank, and allows us to

diversify our sources of income.

Accounting for the goals of the business strategy for 2020
As part of the implementation of the business strategy, we have set ourselves a few key areas that we worked on in
2020. These areas were designated and formulated before the outbreak of the COVID-19 pandemic, which could have

influenced the outcome of theirimplementation. The results of achieving these goals are presented in the table below:



Business strategy goals for 2020

Goal Metric

- Anincrease of the number of primary clients, in retail Banking and corporate Banking.
Client acquisition and digitisation - A growth of green credit assets.
- Top 3 brand recognition as an Internet Bank.

- Compliance with the requirements and recommendations of the Polish Financial
Compliance with regulatory requirements Supervision Authority.
- Non-financial risk ratio within the risk appetite.

- Further development of the Well-being programme.

- Anincrease of permanent employee commitment measured with WPC.
- Promotion of diversity and inclusion policies.

- Promotion of green and pro-health initiatives among employees.

Employee incentives

- System availability and capacity.
System stability and availability - Propagation of knowledge on IT security and awareness of risks related to cybercrimes.
- A leader in the field of modern mobile solutions.

- Development of a system integration strategy.

o ting effecti d dat t . . o : : : L
perdting efrectiveness and data mdnagemen - More intensive use of Artificial Intelligence, Machine Learning and Cognitive.
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Implementation

The number of primary clients in the retail segment increased by 93.9 thousand, and
the number of the corporate segment by 13.8 thousand.

- We recorded an increase in the volumes of green loans by 15% y/y.

We received the "Best Mobile Banking App" award in the "World's Best Corporate
/ Institutional Digital Banks in Central & Eastern Europe 2020" competition and the title of
"CEE's Best Digital Bank".

We have completed 3 requlatory projects.

Improvement of the Compliance control efficiency ratio by 7 pp y/y.

We kept the operational risk level within the declared risk appetite.

Over 90% of employees systematically participate in training in the regulatory area.

We have conducted a number of workshops and webinars supporting financial well-
being.

We resigned from conducting the WPC study, and instead conducted two editions of the
OHI Pulse study; despite the pandemic, the involvement of our employees is still high,
above 80%.

We joined the Coalition for Friendly Recruitment.

We have taken numerous actions in relation to our employees in connection with the
COVID-19 pandemic (see more).

The availability of ING Business was 99.96%, and the availability of Moje ING - 99.87%.
We have implemented the new ING Business Mobile application.

Implementation of new systems protecting the bank and its clients against malware.
The commercial balance per FTE increased to PLN 32.8 million (+ 6.3% y/y).

The cost/income ratio deteriorated to 44.3% (+1.3 pp y/y) due to the negative impact of
the pandemic on revenues and an increase in regulatory costs (+ 38% yl/y).

We have developed a system integration strategy.

We have implemented a complete client onboarding process based on video
verification.
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Business strategy goals and the main risks of their implementation in 2021

Business strategy goals for 2021

The macroeconomic assumptions used to define our medium-term financial ambitions:

Goal

Increase in client activity and digitisation

Compliance with regulatory requirements

Motivating and empowering employees

Stability, availability and security of IT systems

Operational efficiency, Al and data management

Sustainable development priorities

Metric

Increase in the number of clients, including primary clients, and their activity.
Increasing activity in self-service channels.

Maintaining a high level of client satisfaction (NPS), with priority on client experience.
Improvement of the Compliance control efficiency index and the Compliance risk level
index

Maintaining the level of operational risk in line with the declared risk appetite.

Implementation of a hybrid work model for identified organisational units.
Further development of the well-being programme.

Promotion of brand value in the area of sustainable development, with priority for
volunteering in the field of ecology and forestry.

Building the awareness of employees and clients in the area of cybercrime.

Further work on the use of cloud solutions.

Continuation of the transformation of the profile of the retail and distribution network.
Developing a concept for full digitisation of processes.

Raising knowledge and awareness of data, including personal data.

Develop and implement a sustainable finance strategy.

Development and implementation of an approach to climate risk management.

GDP - after a decline in 2020, we assume a clear rebound in GDP growth in the medium term at a level of at least

4%.

Inflation - we assume it will stay at an elevated level of at least 3%.

Interest rates - we assume their stable level in 2021-2022 and their increase in the next year.

Loans/Deposits
Interest margin
Costs/Income

adjusted for MCFH

Unemployment rate - we assume its gradual decline from 6.2% at the end of 2020.
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Ambitions

We want to have over 2 million primary clients in the retail banking segment and over
160 thousand primary clients in the corporate banking segment.

The declared level of appetite for operational risk is below 2.5.

Development of the benefit offer (including development of the cafeteria).
Continue to simplify the job structure.
Developing a new approach to working conditions for the post-pandemic period.

- A series of health conferences for employees.

Return on Equity (ROE) -

Development of activities aimed at Talents.

Availability of Front-End systems at a level not worse than in 2020.
Reduction of negative events felt by clients by 15% y/y.

Continued reduction in the number of meeting places in line with the trend of previous
years.

You can read more in the "Sustainable Development Strategy" section in this chapter.

Our medium-term financial ambitions compared to the results for 2016-2020

2016 2017 2018 2019 2020  Ambitions
81.5% 83.8% 87.6% 90.7% 82.6% ~85%
2.67% 2.88% 2.92% 2.95% 2.63% >2.4%
48.5% 44.8% 44.5% 43.1% 44.3% <45%
12.8% 13.0% 12.8% 12.8% 9.4% >10%
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Risks related to the implementation of the business strategy in 2021
Risk

Consequences of the
COVID-19 pandemic

The occurrence of low
(close to zero) interest
rates

Regulatory

Competition

Cybersecurity/IT

Comment

Progress in immunisation and the unfrozen economy.

Changes in the lobar market (job cuts, greater emphasis on remote work,
acceleration of robotisation and automation).

Balance sheet management challenges arising from client behaviour, new
investments and government relief programmes.

Instability and risk factors related to the pace of macroeconomic recovery.
The size of the budget deficit and public debt

Risk of further rate cuts.
Limited effectiveness of MPC's policy in regards to the interest rate management in
light of increasing inflation.

The result of the PFSA's initiative for a sectoral solution for the historic CHF loan
portfolio.

Tax interpretations and regulations regarding credit losses on the CHF portfolio.
Benchmark reform (IBOR).

Changes in the rules regarding the MREL requirement (deferral, change of the
calculation formula, target levels).

The shape of the Polish banking sector is constantly changing, resulting in the level of
competition and increased marketing expenses.

The growing risk of bank and client security in the digital world results in increased IT
and cybersecurity spending.

The complexity of IT systems and their workload could make applications and
systems unavailable and/or unstable.

Moving to cloud solutions.
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Chances in achieving the goals of the business strategy in 2021

Opportunities Comment

- Acquisition of new clients.
Clients - Anincrease of the share of primary clients in the overall number of clients.
- Use of the potential of electronic banking.

- Increased ecological awareness of the society.
- Increased access to green energy sources.
Sustainable Development - EU climatic neutrality.
- Access to new technologies.
- Recovery plan for Europe and distribution of its funds.
- Growing business volumes.
Financial results - Increased importance of the result on fees and commissions in revenues.
- Cost effectiveness.
- Target level and path:
BFG funds,
Capital requirements/MREL.

Capital regulations and
requirements

Sustainable development strategy “Our Responsibility”

Today, it is up to our decisions and actions what the world will look like and what world will be available to the next
generations. The mission of ING Bank Slgski is to support our clients to be one step ahead in life and business. Each of
us is part of smaller and larger families, groups and communities. That is why we work for the common good. We
understand them as a sense of community, respect for each other and for nature. We are united by the conviction
that we must act TOGETHER - for clients, for society - in our bank.

We see our responsibility in three priorities related to our business: #ING for entrepreneurship ING for equal

opportunities #ING for climate. Additionally, we have determined that our responsibility is:
* supporting clients in financial management so that they can do their thing,
* building openness and providing equal opportunities,

= fighting the climate crisis.
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Sustainability Strategy of ING Bank Slgski “Our Responsibility”

Our business model

We are a universal bank and along with other companies in the group we provide services to both individual clients

e, and corporate clients.
i ¢ee Effective functioning of our business model relies on a group of over 8 thousand staff members. What we value is

(I
(I
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Global challenges

Our strategy

NS, < @ #ING for entrepreneurship

imination  —— #ING for equal opportunitiess —mMM—m ——>

Local change

- A better financial future for our clients
« Facilitation in establishing a company

- Debt and unsuccessful financial decisions
« Barriers to entrepreneurship development

« World inequalities and discr

- Sustainable investments financed
« Smaller ecological footprint, better chance of climate protection

- World inequalities and discrimination — > @ #ING for climate

The entire Sustainable Development Strategy for 2020 can be found at this link.

A summary of the implementation of the strategy for 2020 is available at this link.

Due to the ongoing pandemic, we had to achieve some goals in remote or hybrid mode, and some were replaced by
other activities. We also carried out a number of activities that were not included in the strategy, but were related to
the prevention of the pandemic.

In 2021, we will continue our activities within the same three priorities, but by setting new goals and measures of

success for the next year.

Value creation model

Together with the Management Board and senior leaders, we have developed a detailed value creation model. It was
built on the basis of the International Integrated Reporting Council’s (IIRC) methodology. The value creation model is
our answer to the questions: what value do we create for clients, shareholders, employees, society and the
environment, how do we measure it and how we maximize it. All this is to help us constantly improve the strategic

management of our organisation.
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motivation, diversified experience, seniority and abundant knowledge. We base our work on our code of ethics -
Orange Code or a set of ING Conduct and Values.

We are aware that we impact multiple economic processes and individual choices and it is up to our decisions what
the world will look like and what reality will be there for the next generations. That is why in our business and non-
business decisions we follow the principles of sustainable development.

As a public trust institution, we are aware of the importance of stability and an effective risk management system for
the banking sector and the entire economy. In our bank, the system is constructed in compliance with best market
standards on the basis of three lines of defence with the first line managing business, the second line managing risk
and finances and the third line comprises internal audit and compliance. We also care for optimum management of
the asset and liability structure of our balance sheet in line with our risk appetite limits.

Our mission is to support and inspire people to be one step ahead in life and business. In everybody's life, roles in
the society change: from a child, to student, parent, business person, bank employee, our vendor or employee of
another company until retirees. This is a certain trip during which clients will make various important private and
business choices. We, as a Bank, help them in taking the best financial decisions for them. That is why we share
knowledge and provide tools to our clients as well as solutions that are simple, useful and suited to their needs. We
make them better understand their own financial situation.

Our role is to provide opportunities for secure and effective savings. Deposits placed by certain clients fund loans
granted to other clients which support the development of the society and economy alike. The financing granted

supports purchases of housing, opening business activity or development of companies.
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We take care that our payment and transactional systems are effective. And now - in view of the growing popularity
of non-cash transactions - an efficient electronic payment system becomes increasingly important. We provide our
clients with transactional banking, we process transfers, card, telephone or BLIK payments and we keep developing
a network of devices for non-cash payments.

We offer our clients banking products and services (such as loans or savings accounts and transfers) as well as those
that are unrelated to traditionally understood banking. Our competencies support us in building a positive client
experience. We also use big data and artificial intelligence and cooperate with fintechs to reach beyond. Those are
not solely insurance products, accounting services or investment products. We offer our clients a broad range of tools
for financial management.

We split our clients into two core segments - retail clients and corporate clients as detailed below.

Electronic and mobile banking are the core interaction channel with both retail and corporate clients. We want our
clients to be able to access tools that will support their modern payments and remote handling of simple matters.
We also note the changing role of branch offices. That is why in 2019 we modified our distribution. Therefore, we do
not refer to branches any more but to venues where we help in daily banking, in business 