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Key points

2

• Digital banking, innovation and transformation is in our DNA

• Being digital guides our investments and transformation efforts

• All our initiatives are geared towards creating one, efficient and safe ING worldwide

• We have realised structural savings while also servicing an increased demand aimed at regulatory compliance

• We have achieved major milestones in the past two years while at the same time successfully transforming our 
Technology function

• We continue to realise efficiencies needed to fund our investments in digitalisation and customer solutions



Digital banking, innovation and transformation are in our DNA
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• ING Direct in 9 countries with one 
digital value proposition

• Generated €240 bln of customer 
deposits 

• Served 24 mln customers fully 
online 

Pioneer direct banking 
model in new markets

Digitalisation and operational
excellence in branch model

One global platform,       
One ING experience

1997 Today2008 2014

From local entrepreneurship… …towards global digital leadership

• Integrated Postbank and ING Bank 
in NL

• Moved to digital services in NL

• Branches from ~600 to ~260

• ~5,500 FTEs reduction 

• Account opening from 20 days 
to 20 minutes

• ING Bank Online for SMEs in Poland

• Global consolidation of Wholesale 
Banking and IT organisations

• (Accelerate) Think Forward 
strategic transformation

• Building One ING brand globally

• Focus on cross-border scalable 
platforms

• Implement One Way of Working 
across ING

• In-house developed start-ups and 
>150 active fintech partnerships



Our principles to be a digital player… 

Customer experience first: personal, instant, relevant and seamless

Adapting fast, while remaining fully safe, secure and compliant

Digital is end-to-end, not just a customer interaction layer

Being truly data driven, leveraging Artificial Intelligence and Analytics

Open, modular, scalable, global architecture

Being digital guides our investments and transformation efforts
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Our transformation supports all key components of our strategy

5

Keeping the bank safe
and compliant with 
regulation

Building one foundation 
for all

Improving cross-border 
scalability with one 
platform, one ING 
experience

Enhancing our value 
propositions (for all 
financial matters and 
beyond)



Cost savings realised while servicing increased demand for 
regulatory compliance
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Increased regulatory demand impacts resources, 
investments and timelines

• Regulatory requirements translate into additional change 
demand for regulatory deliverables 

• Regulatory requirements take precedent and we manage 
the prioritisation of change demand through quarterly 
business review cycles

• In some cases this additional change demand impacts the 
delivery of our global roadmap

• The complexity of interdependencies between deliverables 
is managed closely

199 575

380 235

Cumulative investments*
(in € mln)

Gross annual cost savings
(in € mln)

774

615

-2,300 -2,900 -5,200
Gross staff reduction**

(in FTE)

* Defined as incremental expenses from efficiency programmes initiated before 2016 and the Accelerating Think Forward transformation programmes (as announced in 2016) and 
includes project expenses, depreciation and amortisation of new IT assets, as well as impacts from impairments of legacy IT systems and other assets
** Internal and external FTEs excluding temporary backfill staffing

Accelerating Think Forward transformation programmes
Efficiency programmes initiated before 2016

Status of investments, cost savings and impact on FTEs 
(2016 – 2018)



One integrated 
platform for 

Belgium and the 
Netherlands

Unite be+nl will deliver same digital channels for retail customers 
in 2019

7

Achievements to date

• Integration of Record Bank in BE

• New customer service organisation across 
both countries

• Cross-border Ops & Tech organisation

• Harmonised cross-border value proposition 
designed

~600k
Record Bank 
customers 
migrated

~600
branches 

closed

~2,000
FTEs 

reduced*

Next steps

• OneApp and OneWeb for all retail customers 
in NL and BE

• Migration of BE retail customers with a 
de-risked phased approach

• Same data and assisted channels platform

• Harmonised products fully in place across NL 
and BE

• Initiate data centre migration for BE

Prioritisation based 
on customers and 

safety first

* Internal and external FTEs excluding temporary backfill staffing and in scope of Accelerating Think Forward plans   ** ~20 mln customers for the Netherlands, Belgium and Germany 

OneApp
live for

20 mln** 
customers

~60% 
harmonised

retail product 
offering

3,500 
total FTEs 
reduction 
end-2021*



Model Bank will deliver a platform for >7 million retail customers
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Achievements to date

• Platform live in Czech Republic, built and 
running on global components 

• Harmonised value propositions and 
processes for Savings & Daily Banking

Next steps

• Live in 4 countries with migration of 
~7 million customers in 2021

• Product and process harmonised for all 
retail products

• One Way of Working implemented across 
France, Italy, Spain and Czech Republic

Best in-class digital 
financial platform 

across multiple 
countries

~7 mln
customers 
migrated

Fully 

digital
product 
offering

Faster
time to 
volume 
& value

~400k
customers 

migrated in 
Czech 

Republic

Model 
Bank 
team 

established 
in Madrid

ING 
Cloud 

and  

Data 
Lake



Project Welcome has increased efficiency in Germany
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Achievements to date

• New mobile app (OneApp) rolled-out in DE 
(and NL)

• Go2Place platform launched including digital 
must-haves: 

• Digital on-boarding, e-signature, easy 
authentication

• Multi-banking account overview, 
forecasting, personalisation, web-chat

• Digital tax and other 3rd party services

• End-to-end digital process for account 
opening, consumer loans and mortgages

Project successfully finished

Full digitalisation
of value 

propositions and 
processes

~800k
fewer calls 

due to 
digitalisation

12% 
FTEs 

reduced in 
Operations
& Service 

50%
faster 

mortgage 
processing





Single global 
platform for 

Wholesale clients 
worldwide

Wholesale TOM delivering efficiencies
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Achievements to date

• Single IT platform for payments, loans and 
trade finance across multiple countries

• Single account opening process in 18 
countries 

• Shared Service centres hosting >1,500 WB 
operations experts

• Consolidated FM Trading franchise

>700 IT 
applications 

decom-
missioned*

~680 
FTEs 

reduced 
since 2016

Next steps

• Product IT platforms rolled-out globally

• Major client service processes for Trade 
Finance, Lending and PCM** digitalised

• Automation of client service requests via 
Artificial Intelligence & Native Language 
Processing 

• Continued migration of activities and FTE to 
Shared Service centres (>600 FTEs by 2021)

575 
customers
served by 

Pan 
European 

desk

>18,000 
subscriptions 

on Inside
Business

Full digital 
offering on 

Inside 
Business

5% 
additional 

cost savings 
at end 2021

* In the period 2014-2019
** Payments & Cash Management



We are building one common foundation & approach for all…
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Highlights of achievements to date

* OnePAM = Customer, Agreement and Reference Data Management 

• 1,200 robots in use equivalent 
to 390 FTEs

• >20 customer journey 
improvements  completed 

• 14 countries using ING Private 
Cloud

• 20 mln customers on OnePAM*

• Implemented agile in Wholesale 
Banking and 8 retail countries

• 4 Shared services centres

• Shared security services used 
by 38 countries

• All countries on one global data 
platform and governance

• >95% of risk and finance core 
data in standard terms



• 80% of tech talent assessed on our ‘Engineering Profile’

• >45% of IT workforce works on cross-border solutions

• Strategic partnerships embedding external talent in ING 
DevOps agile teams 

• Core banking systems upgraded in NL, CZ and RO

• Service availability 99.7% for Retail and 99.9% for Wholesale 
Banking

• Deployment of IT infrastructure reduced from 10 days to 
minutes by ING Private Cloud

…while in parallel we transform our IT function
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24%

3%

23%

25%

52%

3%

21%

2.2

2015

49%

2016

3%

26%

29%

43%

2.4

2017

4%

27%

2018

30%

39%

2.4 2.3

Bank Support Functions
Wholesale Banking

Retail Benelux
Retail Challengers & Growth Markets

CAGR +1%

We are transforming our IT function while generating savings…

• From 16 to 4 data centres in NL, BE and FR*

• 70% of applications removed from mainframe NL

• Decommissioned >700 IT applications in Wholesale Banking*

Reduced, 
consolidated 

and simplified

Renewed, 
modernised 

and 
standardised

One global 
IT workforce

…to keep IT cost base flat (in € bln)

* In the period 2014-2019



Important legal information
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ING Group’s annual accounts are prepared in accordance with International Financial Reporting Standards as adopted by the European Union (‘IFRS-EU’). 
In preparing the financial information in this document, except as described otherwise, the same accounting principles are applied as in the 2018 ING 
Group consolidated annual accounts. All figures in this document are unaudited. Small differences are possible in the tables due to rounding.
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.


