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Key figures SNS REAAL

In € millions 2013 2012 2011 2010 2009
Result

SNS Bank 190 88 257 162 120
REAAL Life (439) 72 247 208 49
REAAL Non-Life - (84) 32 16 54
REAAL Other (43) (15) 1 (18) (11)
REAAL (482) (27) 280 206 92
Zwitserleven (141) (120) (87) 36 104
Insurance activities (623) (147) 193 242 196
Group activities 19 (100) (93) (71) (80)
SNS REAAL Core activities (414) (159) 357 333 236
Property Finance (1,536) (813) (243) (593) (219)
SNS REAAL (1,950) (972) 114 (260) 17
Total income 6,291 7,270 6,119 7,068 8,497
Total expenses 6,737 7,415 5,954 7,384 8,446
Balance Sheet

Total assets 124,574 133,663 131,836 127,713 128,900
Investments 33,377 34,175 31,435 31,001 31,166
Investments for account of policyholders 13,440 13,227 12,420 12,637 12,038
Loans and advances to customers 55,032 64,334 67,552 69,117 70,457
Total equity 4,496 3,285 5,090 4,719 5,062
Savings 33,276 32,815 30,341 27,397 24,435
Insurance contracts 40,846 41,769 38,827 38,814 38,030
Ratios

Double Leverage 114.9% 130.1% 115.1% 115.4% 113.1%
Number of internal employees (FTE) 6,379 6,724 6,928 7,113 7,520
Absenteeism 3.9% 4.3% 4.4% 4.3% 4.2%
Banking activities

Efficiency ratio SNS Bank 49.7% 57.4% 49.9% 57.8% 57.0%
Core Tier 1 ratio 16.6% 6.1% 9.2% 8.1% 8.3%
Tier 1 ratio 16.6% 7.7% 12.2% 10.7% 10.7%
BIS ratio 16.7% 9.3% 14.4% 16.7% 13.9%
Insurance activities

Operating cost/premium ratio REAAL 14.2% 11.9% 11.5% 12.2% 13.0%
Operating cost/premium ratio Zwitserleven 14.9% 14.5% 15.2% 15.4% 14.0%
Regulatory solvency Insurance activities 172% 176% 203% 195% 230%
Regulatory solvency SRLEV 187% 211% 223% 205% 246%
Regulatory solvency Non-Life 235% 490% 464% 398% 379%

Core Tier 1 ratio, Tier 1 ratio and BIS ratio are calculated based on Basel Il.



1 Foreword

‘A new foundation for the future’

SNS REAAL has undergone a year of radical change following its nationalisation on 1 February 2013. The
nationalisation had far-reaching consequences for society, for our shareholders and subordinated creditors. At the same
time, nationalisation brought clarity for both our customers and employees. We have worked hard on a new reality, and
to lay a foundation for the future.

It is therefore appropriate that we adopt a modest stance. The aid provided by the Dutch State, the taxpayer, has
enabled SNS REAAL to devote its attention to regaining the trust of its customers and society. This is something we will
continue to build upon during 2014, amongst other by consciously choosing to focus on our utility function in society.
During the coming year we will play an active part in the social debate about the future of the banking sector. We aim to
be the challenger in the Dutch banking sector to widen the range of choice.

We are very much aware of the impact that events in 2013 have had on our employees. Staff in daily contact with
customers, for instance in customer contact centres and our bank shops, on occasion faced unacceptable treatment. The
wave of media coverage at the time of and following the nationalisation have had a big impact.

Nonetheless, | am proud of the positive manner in which employees throughout the company have rolled up their sleeves
and made every effort to restore customer satisfaction. In the coming year we will again be calling upon the flexibility and
resilience of our employees.

The reported net loss of 2013 is mainly caused by Property Finance, including the necessary impairment after
nationalisation. Besides, impairments on intangible assets and a lower underlying result resulted in a net loss at the
Insurance activities. SNS Retail Bank posted a solid profit and its capital base improved to robust levels. The Core Tier 1
ratio of SNS Bank NV improved to 16.6% compared to 6.1% at year-end 2012. The regulatory solvency of the Insurance
activities decreased from 176% at year-end 2012 to 172%, slightly below our set target level of at least 175%. In
anticipation of the divestment, REAAL NV is currently investigating all possible alternatives to strengthen and protect its
solvency level.

This year was dominated by dealing with the aftermath of the nationalisation that took place on 1 February 2013.
Following the European Commission’s provisional approval of the State aid in February 2013, SNS REAAL worked
constructively with the Ministry of Finance in drawing up a restructuring plan.

On 19 August 2013, the Ministry of Finance submitted this restructuring plan to the European Commission. London’s
Tower Bridge served as a metaphor in the plan: two towers — in our case, a bank and an insurer — linked together by
exchanging their products and knowledge and sharing a common road, namely the bridge. This bridge represents the
connectedness of the organisational and financial elements that characterise the SNS REAAL holding company. The
bridge is gradually being raised so that an independent bank and insurer will remain. The restructuring plan lays a
foundation for the future that provides clarity for SNS REAAL’s customers, employees and its brands. In due course,
SNS REAAL will cease to exist in its current form.

Following submission of the plan, preparatory work was undertaken during the remainder of 2013. The European
Commission granted its final approval of state aid and for the restructuring plan on 19 December 2013. The spin-off of
Property Finance became a reality on 31 December.

As a result of the thorough preparation undertaken in 2013, significant progress can be achieved during 2014 in creating
an independent bank and insurer. Furthermore, the Insurance activities are being prepared for divestment. Based on the
principle of ‘people follow jobs’, employees of the holding company will move either to the bank or insurer. We anticipate
that, with the exception of the IT department, the allocation process will be completed around the summer of 2014.

SNS REAAL Annual Report 2013



In parallel with the aftermath of the nationalisation and preparing the restructuring plan, attention has also been devoted
to further strengthen our core activities.

The bank has focused on restoring trust among its customers. We intend to return to our origins and values as a
thorough-going retail bank, providing our customers with a choice between simple savings, checking account and
mortgage products. The essence is best described by the following motto: "The customer knows best what he wants and
requires, selects the most appropriate product and understands what it costs and what it delivers'.

For the insurer, this means cutting back on the number of products and simplifying their terms and conditions.
Considerable attention has also been devoted to a more customer-focused approach and a range of processing
improvements were implemented during 2013. In addition, Zwitserleven introduced a savings product and the PPlIs.
Taking our mission of ‘Simplicity in finance’ as their compass, our brands will continue to strive to look after the interests
and needs of our customers in the best ways possible.

In 2013, SNS REAAL made the conscious choice to return to its social origins that were founded in savings banks and
the trade union movement. The company’s social utility is embedded in SNS Retail Bank’s Manifesto and in the new
strategies of REAAL (‘Financial resilience’) and Zwitserleven (‘The benefit of thinking ahead’). Together with our mission
of CARE!, this ensures that Corporate Responsibility is integrated into our business strategy.

In the area of sustainability we were also able to achieve progress on a number of fronts during 2013. BLG Wonen, a
brand of SNS Retail Bank, drew up its vision for sustainable housing based on assessing the living requirements of its
customers and thereby assisting them in making improvements. In the insurance field, our investment policy, executed
by SNS Asset Management, was again recognised as being the most socially responsible among all insurers in the
Netherlands.

Our Advisory Council, established in 2012, has continued to meet several times a year. With this Council, we discuss
dilemmas and issues with which the company is confronted. Members of the Council are drawn from a range of sectors
in mainstream society. Most members have different banking and insurance expertise, others have experience in
different fields altogether. This serves to provide us with additional critical opinions and advice.

Despite the considerable increase in workload, SNS REAAL's management paid attention to managing the various risks
to which the company is exposed. Due to a changing external environment, new laws and regulations (Solvency Il, Basel
[I/), an increased number of inquiries from regulators and regulatory requirements, the necessary focus on the
business unit Property Finance, necessary investments in the data warehouse infrastructure and organizational changes
within SNS REAAL, there was pressure on the available qualitative attention for the internal control framework.
Specifically with respect to the linkage between internal control at the group and at the business units level. The internal
control framework currently consists of individual components through which the actual risks are managed and of which
the effectiveness is tested. In the new governance structure, the management teams of the bank and insurer will give
further substance to an integrated control framework.

With the publication of our annual results and this annual report we are, thankfully, able to close the book on the year of
nationalisation.

We have thus laid the foundation for the future, starting with a clean slate. The year 2014 will be taken up with
implementing the restructuring plan and expanding our core activities.

We are facing our new future with confidence.

Gerard van Olphen

SNS REAAL Annual Report 2013



2 Profile and brands

SNS REAAL is a financial service provider in the field of banking and insurance. With its Banking and Insurance activities
SNS REAAL offers a balanced range of brands like SNS Bank, ASN Bank, RegioBank and Zwitserleven, Zelf and
REAAL. All our brands focus primarily on the Dutch savings, investment, mortgage, insurance and pension markets.

2.1 General

2.1.1 Back to our social roots

SNS REAAL is strongly rooted in Dutch society. SNS and REAAL date back 200 years when the first savings banks with
a public utility function were founded. After this, the trade unions founded insurance companies Concordia and de
Centrale, which later merged into REAAL. Predecessor banks of SNS Bank include many regional savings banks.

The credit crisis caused governments to interfere in companies, of which we were one. In the years that lay behind us
society was focused too much on prosperity growth and income. SNS REAAL wants to take up its role in society and
return to its social roots: a financial services provider that makes people conscious of money matters and insures them
against risks in an affordable manner. We have an important social utility function that requires us to uphold the highest
ethical standards. After all, SNS REAAL watches over other people’s money; money that will often be needed at a future
moment, when people are weak (ill, damage, old age, demise). Keeping an eye on our moral compass allows us to arrive
at a well operating sector, embedded in society. Only if financial service providers, together with their stakeholders, take
simplicity in finance seriously, we can contribute to restoring faith and to a healthier Netherlands.

SNS REAAL has a balance sheet total of €124 billion and approximately 6,400 employees (FTEs), making it a relevant
player in the Dutch market. SNS REAAL has its headquarters in Utrecht. Stichting administratiekantoor beheer financiéle
instellingen (NL Financial Investments, ‘NLFI’) is the sole shareholder of SNS REAAL.

2.1.2 Bank and insurer go their own way

With the approval of the European Commission, the Banking and Insurance activities of SNS REAAL will each steer their
own course. From an organisational point of view, the split up of SNS REAAL means that the Group support to the
business units will be dismantled. To the extent and time that SNS Retail Bank, REAAL and Zwitserleven do not operate
individually, SNS REAAL will continue to manage and control financial solvency, the risk profile and our common values
from a group perspective.

2.1.3 Simplicity in finance

SNS REAAL aims to make banking business simple, understandable and transparent. We do this by actively engaging
our customers in developing our products and services. But also with the assistance of committed employees, who
believe in these products and services.

2.1.4 Customer focus

We work hard to earn our customers, who encompass both private individuals and business customers. By offering
sound customer service and support, we favour an optimal relationship with each and every customer: accessible,
transparent and fairly priced. We ultimately aim for sustainable relationships with our customers but also with society.

SNS REAAL Annual Report 2013



2.1.5 A brand for every customer

There is no such thing as the average customer. Everyone has different desires, needs and preferences. We want to
serve our customers in the way that best fits their needs. That is why, instead of one brand for all customers, we have
opted for different brands that each serve their customers in the way that suits them best. Each brand has its own way of
working, image, mentality and products, from savings and investments through to insurance. For example, customers of
SNS Bank can visit one of our more than 200 shops; ASN Bank is the sustainable bank, Proteq Dier & Zorg enables
customers to choose the best insurance cover for their pet, while RegioBank works with personal advisors.

2.2 Banking activities

2.2.1 SNS Bank

SNS Bank was founded in 1817 with a view to increasing people's
financial independence. This assignment and challenge are just as
relevant today as they were back then. As a broad, accessible
SNS 53 Bank bank for consumers and small businesses, we allow our customers
to choose for themselves how they manage their banking
business: via the website, over the telephone, with a financial
advisor at home or at one of the 200 SNS Shops or via the mobile
channel. Products: current accounts, savings, mortgages,
insurance, loans, investments and bank savings. www.snsbank.nl

2.2.2 RegioBank

RegioBank is the SNS REAAL regional bank format to which some
530 independent advisors are affiliated. RegioBank is the local
. bank without the fuss or hassle. With great personal attention, a
REgIDBank sense of service and a full range of banking products all under one
roof. Products: mortgages, savings, payments, loans and
investments. www.regiobank.nl

2.2.3 ASN Bank

ASN Bank has been one of the leading banks in sustainable
banking in the Netherlands for 50 years. Money is invested in
" projects and companies that respect people, animals and the
ASN 1; BANK environment. ASN Bank aims to demonstrate that sustainable
banking goes perfectly hand-in-hand with competitive results.
Products: savings, payments, investments and asset management.
www.asn.nl

2.2.4 BLG Wonen

BLG Wonen is a financial service provider whose aim is to allow its
customers to live as comfortably as possible. Carefree home

m ownership makes you feel at home. Now and in the future.

BLG Wonen achieves this by making our customers’ living wishes
BI_G come true via transparent services and professional, personal
WORNEN advice from the best independent advisors. Products: mortgages,

savings and insurance. www.blg.nl
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2.3 Insurance activities

2.3.1 REAAL

REAAL believes that financial services can be improved upon and
puts all its efforts into helping its customers to get ahead. Putting
the interests of the customer first, our service is personal, clear and

REAAL iB equal, whether you are buying a house, running a business or
managing your financial future. REAAL cooperates with financial
advisors who guarantee objective advice. Products: savings,
investments, insurance (individual life, non-life and disability).
www.reaal.nl

2.3.2 Zwitserleven

Zwitserleven has been the leading Dutch pension provider since
1901. Zwitserleven looks after the pension capital of people and
N applies its knowledge and expertise to give its customers a
ZWltSEI’lEUEI’l responsible future. By thinking ahead now, Zwitserleven aims to
enable its customers to enjoy an unconcerned retirement and to
experience the Zwitserleven Feeling. Product: pensions, savings
www.zwitserleven.nl

2.3.3 Proteq Dier & Zorg

Proteq Dier & Zorg is the largest provider of accident and health
insurance for cats and dogs in the Netherlands. And with good
Proteqé}} reason. For example, customers choose the type of insurance
: ' cover that best suits their pet, while supplementary coverage
provides even greater security. Product: accident and health
insurance for dogs and cats. www.proteqdierenzorg.nl

2.3.4 Zelf

Zelf is intent on keeping costs as low as possible. It therefore
shuns costly commercials and has just one simple office. And with

Zelf, you arrange your own insurance. Quickly and easily.
Zelf Products: non-life and funeral insurance. www.zelf.nl

2.3.5 Route Mobiel

Route Mobiel, an initiative by Proteq, offers roadside assistance for
motorists through an efficient organisation and an extensive
network of roadside assistance services in the Netherlands and
more than 40 other European countries. Route Mobiel also
provides supplementary car and travel insurance which fits in
seamlessly with its roadside assistance cover. Products: road
assistance services, car and travel insurance. www.routemobiel.nl
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2.4 Group activities

2.4.1 SNS Asset management

SNS % Asset Management

SNS REAAL Annual Report 2013

SNS Asset Management is the leading responsible asset manager
of institutional investors, with a focus on the brands of SNS
REAAL. SNS Asset Management achieves investment objectives
by delivering sustainable performance, service and advice by
taking sustainability as a starting point for its investment process.
Products: asset management for institutional investors.
www.snsassetmanagement.nl



3 SNS REAAL Executive Board

Gerard van Olphen, Chairman of the Executive Board

Gerard van Olphen (1962) has been Chairman of the Executive Board since February 2013. In addition, he is
responsible for the Group staff departments Group Audit, Corporate Communications, Corporate Strategy, Human
Resources and Compliance, Security & Operational Risk Management. More on Gerard van Olphen.

Maurice Oostendorp, CFRO

Maurice Oostendorp (1956) has been Chief Financial and Risk Officer (CFRO) since February 2013. Additionally, he is
responsible for the Group staff departments Group Finance, Group Risk Management, Investor Relations, Tax and
Insurance Treasury & Investment Management. More on Maurice Oostendorp .
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Dick Okhuijsen

Dick Okhuijsen (1965) has been a member of the Executive Board since December 2009 and focuses on all of
SNS REAAL’s Banking activities. More on Dick Okhuijsen.

ar

Wim Henk Steenpoorte

Wim Henk Steenpoorte (1964) has been a member of the Executive Board since September 2011 and focuses on all of

SNS REAAL'’s Insurance activities. Additionally, he is responsible for IT & Change and the Group staff departments
Legal Affairs and Facility Management. More on Wim Henk Steenpoorte.
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4 Strategy and Organisation

4.1 Bank and insurer go their own way

The business units of SNS REAAL are preparing themselves for a separate future. As a result SNS REAAL does not
have an operational strategy for the Group as a whole. The strategy for the various business units is described in the
chapters on SNS Retail Bank, REAAL and Zwitserleven.

The Executive Board has been instructed by the Minister of Finance to implement the restructuring plan submitted to the
European Commission in August 2013, which received final approval in December 2013. The plan consists of measures
to ensure the long-term viability of the activities and to limit the distortions of competition resulting from the State aid.

4.1.1 Separation of Property Finance and sale of the Insurance activities

The restructuring plan consists of two structural measures: the separation of Property Finance, and the divestment of
the insurance activities. The legal separation of Property Finance was effected on 31 December 2013. Since

31 December, this entity has been operating entirely independently of SNS Bank and SNS REAAL under its new name
Propertize. The new entity continues to be supported by the Group in certain areas on the basis of service provision
agreements, such as legal affairs. Under shareholdership of the Dutch State (NLFI), Propertize will continue to phase out
its finance portfolio, a process that will certainly take several years.

The insurance activities of REAAL and Zwitserleven are incorporated into REAAL NV. The asset manager

SNS Asset Management, which is still a Group activity at the end of 2013, will be added to REAAL NV in the course of
2014. REAAL NV will be divested in accordance with the decision of the European Commission. REAAL NV may be
able to play a part in the expected consolidation in the insurance market. The Dutch State and SNS REAAL have
committed themselves to use the proceeds of REAAL NV to reduce the double leverage in SNS REAAL'’s balance
sheet. The holding company of SNS REAAL will be dismantled.

In organisational terms, the separation of SNS REAAL means that the support from the Group to the business units will
be phased out, including accounting, control, human resources, tax, legal and IT. To the extent that and for as long as
SNS Retail Bank, REAAL and Zwitserleven do not stand on their own, SNS REAAL will continue to provide support
from the group in the area of management and control of financial viability, the risk profile and shared values.

4.1.2 Good starting position for SNS Retail Bank

The nationalisation and separation of Property Finance improved the capital position and decreased the risk profile of
SNS Bank. This will lead to renewed access to capital markets funding. The future envisaged for SNS Retail Bank is that
of an independent bank for retail customers, self-employed persons and the SME market, so that the Dutch consumer
banking market remains competitive, with an adequate number of players. SNS Retail Bank is not prohibited by the
European Commission to become a price leader in certain markets. With the approval of the European Commission,
subject to the conditions set, SNS Retail Bank is well positioned for further development. With the four retail brands

(SNS Bank, RegioBank, ASN Bank and BLG Wonen), SNS Retail Bank is close to our customers. By engaging them,
SNS Bank Retail will further improve our services and strengthen our market positions. In the longer term, the intention of
the Dutch State is to privatise SNS Retail Bank.

The approval from the European Commission commits SNS REAAL to a number of limitations, please refer to section
5.4, that will apply until the end of the restructuring period, unless otherwise determined.
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4.2 Separation of Group activities has begun

In the second half of 2013, a number of measures were taken to strengthen the equity position of the insurance activities
(REAAL NV) and to reduce the interdependency between SNS Bank NV and REAAL NV.

As a result of the separation SNS REAAL will change its corporate model. The SNS REAAL Executive Board will still
bear final responsibility for the Group and for the transition the Group has to go through. Responsibility for the
implementation of the separation of the Banking and Insurance activities will, as far as possible, be anchored in the
management teams of the bank and the insurer. This has already led to a reallocation of duties within the Executive
Board in October 2013. The organisational responsibilities will be combined with responsibilities under the Articles of
Association as much as possible. In the transitional phase towards the independence of the bank and the insurer,
SNS REAAL will gradually change the governance structure, starting in 2014, after obtaining the approval of the
Central Works Council. This will include the transfer of the Group activities, the formation of independent risk and
control functions, and the preparation of the transfer of IT functions in the course of 2015.

The separation process will mean that the synergy benefits realised as a result of combining activities in the Group will
cease. On the other hand, the organisational structure will be simplified. The aim is that the organisational and legal
separation will not adversely affect cooperation between the brands. The usage of each other’s distribution and
production potential and market expertise will continue to be an important source of synergy for the Banking and
Insurance activities. Only the legal frameworks within which this cooperation takes place will change.

4.3 Mission, core value and social responsibility

SNS REAAL'’s mission is Simplicity in finance. This reflects the origins of our company, which began nearly 200 years
ago. Even then, transparency, simplicity and solidarity were our guiding principles. We care about the fundamentals in
people’s lives, such as housing, education, a buffer for unexpected expenses, compensation in the event of losses and
an adequate pension. With Simplicity in finance, SNS REAAL works towards this. We want to act responsibly for all
stakeholders in our company. The core value CARE! stands for the responsibility SNS REAAL want to take for its
customers, for each other, for our profits and for society.

Dutch financial institutions are subject to an extensive system of laws and regulations that safeguard the quality and
security of financial products and services. Compliance is obviously required. Corporate responsibility (CR), however,
goes beyond this. Based on our convictions and our sense of responsibility, and in dialogue with our stakeholders, we
hope to have a positive effect on society in two ways: boost financial resilience through our products and advice and
improve the environment in which people live. In policy-related choices, SNS REAAL also lets itself be guided by the
(potential) positive social impact that it can achieve as a company.

4.3.1 Financial resilience

Most importantly, we stimulate people to become financially resilient by the quality of our service. The guiding principle in
this respect is the concept of putting customer's interests first. SNS REAAL strives to offer our customers insight, clarity
and prospects, so that they can make the right financial decisions, big or small. Key elements of this service are:

¢ providing simple, accessible and safe products and services with limited risk;

* ensuring that customer experiences and complaints are used for improvement;

* enabling customers to make responsible choices by providing comprehensible product information and/or
appropriate advice;

¢ systematic testing of customer's interests and customer integrity;

* measuring and improving customer satisfaction.
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In order to increase people’s financial resilience and independence, SNS REAAL also strives to provide financial
education to those who need it most, whether they be adults, young people or children. We do this through our
foundations Geldinzicht, Weet wat je besteedt, Samen voor Later, our guest teaching programme Eurowijs and our
participation in Bank voor de klas.

SNS REAAL offers appropriate assistance to customers in financial difficulties, and strives to contribute to the reform of
the financial sector with initiatives designed to promote well-being and the restoration of confidence. We wish to increase
our transparency and social contribution, ensure stability, and to offer services that put the well-being of our customers
first.

4.3.2 Sustainable living environment
SNS REAAL endeavours to achieve a sustainable living environment by:

* promoting sustainable innovation in society, through products and marketing that contribute to sustainable living,
personal well-being and energy efficiency, and by financing sustainable infrastructure, social facilities and power
generation;

¢ responsible investment of our own funds and the funds of our customers. A significant portion of our balance sheet,
more than € 46.8 billion, consists of customer investments and our own investments. We only invest in companies,
government bodies and institutions that respect the principles we have established with respect to the environment,
the climate, social issues and corporate governance. The principles are established in the Fundamental Investment
Principles of SNS Asset Management and the investment policy of SNS Bank, which are available for inspection
at www.snsam.nl and www.snsbank.nl;

* ensuring the responsible conduct of our business, whereby potential environmental effects are taken into account
and where we positively affect our environment and the well-being of our employees.

4.4 Putting the customer’s interests first

In 2013, our services were primarily focused on putting the customer's interests first. SNS REAAL shares the methods
designed to achieve and ensure this as well as the results in detail with the Dutch Authority for the Financial Markets
(AFM). AFM requests SNS REAAL to carry out a self-assessment each year, and provides feedback on the results. This
has led to many improvements each year, the most important of which can be found at www.snsreaal.nl. SNS Retail
Bank, REAAL and Zwitserleven took a large number of initiatives to better serve and guarantee the customers’ interest.

In 2013, the AFM researched putting customer's interest first of parts in the services. The reports received concern

SNS Bank and partly also our other bank brands. The AFM investigated the policy on savings, mortgages and
complaints management. SNS Retail Bank significantly outperformed on most important items compared to last year.
Moreover, for savings and mortgages SNS Retail Bank scored higher than the market benchmark. On the elements
consumer credit and cost information of investments, that are less relevant at SNS Retail Bank, it scored as well as or
slightly lower compared to the previous year. The cost information of investments scored considerably higher than the
market benchmark and consumer credit slightly less. SNS Retail Bank underperformed the market benchmark on the
item customer contact. In 2013 SNS Retail Bank made a substantial effort to improve its communication with customers,
however it can make a further impact by renewing all of its conditions.

The self-assessments shared by the business units with the AFM state a number of points of interest as well as the
numerous improvements achieved in 2013. These points of interest lead to the conclusion that the progress in putting
customer's interest first, that SNS Retail Bank should wish to accomplish, is less than anticipated. SNS Retail Bank
distinguished three points of interest in its analysis for 2013: dilemmas, conduct and legislation. Dilemmas arise from the
choices that have to be made from limited resources. Optimising the price/quality ratio and customer satisfaction must
not stand in the way of a decent profit and sound solvency, since the profitability of the business is also in the interests of
customers (and others) and needs to be safeguarded in the future. Changes in behaviour cannot be achieved in one or
two years. They require more time, despite the intensive encouragement that we provide.
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For example in the form of HR tools such as management based on personal leadership and performance assessment
linked to the customer s interests. Finally, changes to legislation sometimes limit the ability of the organisation to make
room for the customer's interests in all its processes that SNS Retail Bank considers necessary.

The AFM investigated six large insurers in the area of customer's interest in 2013. Beginning in 2014, REAAL received
feedback on a number of items like customer information, aftercare in unit-linked insurance and complaints management.
On all these points REAAL scored clearly higher than 2012. In addition to describing the many improvements achieved in
2013, REAAL also describes the points of interest in its self-assessment. We were not sufficiently able to motivate
customers to assess their unit-linked insurance policies and, with the help of an advisor, adjust them as necessary,
despite an intensive communication policy (see section 9.2.3). The wide range of products that are no longer sold are an
obstacle to efficient and customer-oriented management. REAAL is working on standardising its systems and products to
improve this situation. REAAL trusts that its efforts in recent years will translate into increased customer satisfaction
based on the Net Promotor Score (NPS) (see section 4.5).

Zwitserleven has initiated changes in its conduct and process management, but these are time consuming. As with
REAAL, Zwitserleven would like to have more insight in customer data in order to more effectively meet the customer's
needs. Zwitserleven would like to have an integrated CRM system offering a complete overview of communications and
products for each customer. However, this requires substantial investment in IT. The primary investment focus is
currently on a new administration system, which will improve efficiency, and thereby the costs of product management.
This is also in the customers' interests.

4.5 Customer satisfaction

We want to assess correctly paying attention to our customers and improvement of our performance. SNS REAAL
brands therefore use the NPS method (Net Promoter Score) to measure customer satisfaction. This measures the
number of customers who are so enthusiastic about the brand that they would recommend it to friends and
acquaintances. The number of customers that advise friends and acquaintances to avoid the brand is deducted from the
result. The uniform NPS measurements, based on a representative sample, are carried out by an external agency twice
a year.

Customer satisfaction in the financial sector as a whole has been under pressure due to the developments relating to the
financial crisis. A limited number of Dutch banks and insurers had a positive NPS score out of all those surveyed in 2013,
one of which was ASN Bank. It is likely that most brands have seen a reduction in their NPS score in the light of
developments associated with the nationalisation. The measurements show that customers who have more recently
been in contact with the brand, for example via the telephone helpdesk, are on average more satisfied than other
customers. Measurements at the business units also indicate this. The brands therefore aim at intensifying customer
contact, also through various types of dialogue.

Table 2: Customer satisfaction based on NPS

2013 2012
SNS Bank (39%) (35%)
ASN Bank 19% 22%
RegioBank (7%) (7%)
BLG Wonen (15%) (30%)
REAAL (48%) (51%)
Zwitserleven - employees of customers (43%) (41%)

See chapter 8 Developments at SNS Retail Bank for details of the NPS at the banking brands, chapter 9 Developments
at REAAL for details of the NPS for REAAL and chapter 10 Developments at Zwitserleven for details of the NPS for
Zwitserleven.
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4.6 Management and policy development for Corporate Responsibility

The Executive Board has delegated the implementation of Corporate Responsibility (CR) to the Director of CR, who will
work with a CCR steering group consisting of two members of the Executive Board, the management teams of SNS
Retail Bank, REAAL, SNS Asset Management and Zwitserleven and the directors of certain Group staff departments.
The steering group, led by the Chairman of the Executive Board, met on five occasions in 2013 and discussed matters
including progress at the business units and the further development of Group-wide themes such as performance
indicators and the encouragement of a positive social impact. Also, an analysis was done on diversity of employees and
the way to promote this. Based on the results diversity guidelines have been introduced for recruitment, appointment and
for the talent programmes. Also a discussion took place on the way to improve the energy performance of our buildings.
Concrete agreements were made to compensate for the CO2-emission in 2013, and to procure green electricity
certificates.

SNS REAAL regularly reviews its policy and results in the light of the opinions of its stakeholders. We carried out a
materiality analysis (stakeholder consultation) in 2012. This brought to light a number of themes that SNS REAAL has
prioritised in our policy and reporting: financial accountability, our involvement with the community, product responsibility,
chain responsibility, customer satisfaction, the stakeholder dialogue, ethics and integrity, and our role as an employer.
We focus our discussions on exactly those issues (in more detail) that are important to our stakeholders. To test our
policy against the opinions of CR-stakeholders in other sectors, SNS REAAL also makes use of an advisory council.

SNS REAAL became affiliated to the Grote Bedrijven Netwerk (Large Companies Network, or GBN) of CR Netherlands.
As a member of the GBN, SNS REAAL can benefit more from the networks and expertise of CR Netherlands, which
offers master classes, workshops, training courses and (multi-year) sustainability programmes.

SNS REAAL has integrated the reporting of its corporate social responsibility in its annual report. The reporting also
presents the additional information required under the standards of the Global Reporting Initiative (GRI). Within set
frameworks, our business units are responsible for their own results. Most of the information on our CR performance can
therefore be found in chapters 8 to 11. Our policy and results as a responsible employer are discussed in chapter 15 Our
People. Targets for the Group as a whole are stated at the end of this chapter.

The further development of CR will include further improvements to our reporting. Our integrated CR report for 2012
scored 170 points out of a possible 200 points in the Ministry of EL&I’s Transparency Benchmark, compared to a score
of 162 points a year earlier. SNS REAAL was one of the top 50 companies of the 460 Dutch companies assessed.

The Fair Bank Guide and the Fair Insurance Guide publish empirical studies of the investment policies of banks and
insurers. The studies indicate there are shortcomings in the transparency provided on the investment policy of

SNS Bank, REAAL and Zwitserleven. SNS Asset Management adjusted its Fundamental Investment Principles to
more closely reflect the transparency criteria of the bank and insurance guides at the end of 2013.

4.7 Realisation of CR targets for 2013

In its previous annual report, SNS REAAL announced four CR initiatives. A brief evaluation of the progress of each
initiative is given below.

1 Integration of CR into the entire business, i.e. in management objectives and profit targets for our brands and staff
departments.

SNS REAAL included the following new targets in the management reporting and achieved the following scores in 2013:

* The number of product conditions with simplified information using simple language should be at least 80%. This
target corresponds to the GRI indicator FS15. The 2013 score differs per brand and shows a mixed picture.
REAAL Non-life was the only brand to meet the target and revised and improved almost all its retail product range.
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The other brands did not achieve the target of 80%, but did make considerable improvements. In May 2013,
REAAL Life revised the proposition information, the terms and conditions and the product chart of term life
insurance to B1 level. It did not concern the launch of a new product, but the rewriting of existing communication. At
Zwitserleven, the introduction of simple banking products contributed to this target. In this reporting year, SNS Bank
put effort in the revision of information in relation to bank savings for REAAL Banking Services, like example
calculations, reading guide and process guide.

* The number of indicators in the programme for quality, integrity and continuity (QIC) that measure and improve the
relationship with and wishes of our intermediaries. This target has been changed into obtaining a qualitative
indication of the quality, integrity and continuity of the intermediaries.

REAAL and Zwitserleven use a number of indicators to monitor distribution in the QIC programme, in order to
ensure - together with their distribution partners — that a further increase in quality can be achieved for customers.
Cooperation with partners who also consider quality to be important is thus essential. In 2013 therefore, in the
interests of our customers, the insurers transferred several hundred portfolios of distribution partners with no active
cooperation agreement, to distribution partners with whom an active and good-quality relationship is maintained.

* The percentage of employees taking integrity training should be at least 80%. Score in 2013: 90%. This target
corresponds to the GRI indicator SO2/3.

* The percentage and number of companies in portfolio with which we communicate on environmental and social
aspects should be at least 10 per business unit or Group staff department. This target was adjusted over the year to
the number of instances of communication on environmental and social aspects with stakeholders per business unit
or Group staff department. This target corresponds to the GRI indicator FS10. In 2013 we succeeded to a limited
extent in a systematic registration of the number of communication moments for the business units as well as the
group staff departments. In annex 2.4 Consultation with stakeholders, the contacts by the brands on environmental
and social aspects are elaborated.

¢ Total direct and indirect emission of greenhouse gases (CO2 emissions) by weight. Per FTE, this should fall by at
least 3% for energy usage in office buildings, at least 2% for travel between home and work and for business travel,
and at least 2% for external data centres and IT equipment used by SNS REAAL. Scores in 2013: 1.7% (based on
energy usage), 14% (based on CO2 emissions) and 19% (based on energy usage) respectively.

2 Continuing to improve the quality (simplicity, convenience) of our products, so that our customers are in an even better
position to make the choices that are most suited for their options and objectives. In addition to the information under
item 1, the brands of SNS Retail Bank, REAAL and Zwitserleven have improved the product information on their
websites, frequently on the basis of customer contacts. Much of the product information has also been rewritten in
simpler language. REAAL has improved and simplified its retail non-life products (see section 9.2.4) and disability
products (see section 9.2.5). Zwitserleven introduced its straightforward and transparent NuPensioen product in early
2014 (see section 10.5.3).

3 Further sustainability in the distribution chain, including:

* expanding our contacts with stakeholders, such as customers and distribution partners, in order to achieve
improvements collectively. For their customers, our brands do this by means of customer panel, see chapter 8, 9
and 10.

RegioBank continuously measures customer satisfaction with respect to the Independent Advisers. In 2013, 1,777
customers completed an online survey. An improvement procedure is initiated for NPS scores of less than 80%.
RegioBank has a profile for advisers with required levels of knowledge, skills, training, integrity, compliance and
personality. During 2013, RegioBank encouraged its advisers to take the Financial Supervision Act e-learning
modules that focus on compliance, integrity, and putting the customer's interests first. RegioBank provided 'BAAT'
training courses focusing on customer contact and maintaining a positive customer relationship for 857 advisers in
2013.
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BLG Wonen performs checks on a weekly basis to ascertain whether advisers have the correct licences from the
AFM. In 2013 BLG also started to conduct customer satisfaction surveys, which included questions regarding
satisfaction with the customer’s own intermediary. In addition to the regular contacts with advisers, BLG organised
various meetings in 2013, at which meetings knowledge was transferred to 550 advisers. BLG Wonen parted
company with over 100 intermediaries in 2013.

* better safeguarding the quality of advice provided by the intermediaries working with our brands.

SNS Asset Management conducted a dialogue on environmental and social aspects with 24 stakeholders.

4 Stichting Geldinzicht, a new social initiative of SNS REAAL designed to increase people’s ability to manage their own
financial affairs, particularly through education.

Stichting Geldinzicht started in 2013. This foundation gears its activities towards people between the ages of 25 and 55
who are only just managing to make ends meet each month. The purpose of Geldinzicht is to make people financially
independent and aware, and able to manage their own affairs, by organising training courses and workshops. These
courses and workshops are positive, preventive and accessible. People learn how to make their own decisions in the
interests of their financial health. Geldinzicht focuses on knowledge, attitude and behaviour. Motivation at the time of
application is important. Course fees are therefore charged, and this also means that the foundation can cover its costs.
200 people took a training course or attended a workshop in 2013. See www.geldinzicht.nl for further information. With
Stichting Geldinzicht, SNS REAAL is now also supporting financial education for adults. Previous initiatives by the brands
were (and are) targeted at children and young people.

4.8 CR targets for 2014
SNS REAAL will maintain the targets stated under 1, 2 and 3 in section 4.7. We are also adding the following targets:

* A higher NPS-score per brand, see also section 4.5.

* New or revised products will 100% be tested by or developed in cooperation with a customer panel.

* 95% of the customer assets under management by SNS Asset Management complies with the updated
Fundamental Investment Principles of SNS Asset Management.

* Animprovement in the average score by employees for SNS REAAL as an employer as shown in the annual
employee survey.
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5 Nationalisation and its implications

5.1 Nationalisation

In January 2013, the Dutch Central Bank (DNB) informed SNS REAAL of its conclusion that the capital position of

SNS Bank NV was insufficient to cover the company's current and possible future risks. SNS Bank NV was requested
to present by 31 January 2013 a final solution for its capital position that according to the judgement of DNB would
provide a sufficient degree of certainty of succeeding and that would furthermore result in supplementing the capital
deficit that existed according to DNB. SNS Property Finance BV (Property Finance) had been an important factor in the
arising of the capital deficit. In the opinion of DNB, the proposal of SNS REAAL NV offered insufficient certainty that the
identified capital deficit could be addressed in the short term. DNB subsequently informed the Ministry of Finance that it
no longer considered it sound for SNS Bank NV to continue to carry out its banking operations.

On 1 February 2013, the Minister of Finance (the Minister) decreed (the Decree) by virtue of Articles 6:2 and 6:4 of the
Dutch Financial Supervision Act to expropriate:

¢ all issued shares in the capital of SNS REAAL NV;

¢ all core Tier 1 capital securities issued by SNS REAAL NV to Stichting Beheer SNS REAAL (Stichting securities);

¢ all subordinated bonds of SNS REAAL NV and SNS Bank NV, including the participation certificates issued by
SNS Bank NV;

¢ subordinated private debts of SNS REAAL NV and SNS Bank NV.

In the Decree the Minister set out that he had concluded that the stability of the financial system had been placed at
serious and imminent risk by the situation in which SNS REAAL found itself prior to 1 February 2013.

All shares, Stichting securities and subordinated bonds were expropriated for the benefit of the Dutch State (the State).
The expropriation of subordinated private debts was effected by expropriating the corresponding debts relating to liability
capital components of SNS REAAL NV and SNS Bank NV for the benefit of Stichting Afwikkeling Onderhandse Schulden
SNS REAAL (Private Debt Settlement Foundation SNS REAAL, ‘Stichting AOS’). In the Decree, the Minister explained
that the capital components of the subordinated private debts had been expropriated in the name of a separate
foundation in order to avoid these debts being transferred to the State. Through a provision under Article 6:1 of the
Financial Supervision Act, SNS REAAL has been appointed as sole director of Stichting AOS. The Decree came into
effect at 08.30 a.m. on 1 February 2013. At that moment, the expropriated securities and capital components were
legally transferred to the State and Stichting AOS respectively.

Following the expropriation of the shares, Stichting securities, subordinated bonds and subordinated private debts, the
following measures were taken in line with the Minister’s nationalisation decree in 2013:

¢ A paid-in share premium of € 2.2 billion by the State in SNS REAAL NV, € 1.9 billion of which was passed through
as share premium to SNS Bank NV.

® The conversion of B shares of SNS REAAL NV into ordinary shares.

* The conversion of the core Tier 1 capital securities issued to the State and Stichting Beheer SNS REAAL into share
premium on ordinary SNS REAAL NV shares.

* The expropriated subordinated bonds of SNS REAAL NV and SNS Bank NV were injected by the State as share
premium capital into SNS REAAL NV. As a result of this measure, € 1,038 million (net of tax) of third-party debt was
converted into shareholders' equity.

* The expropriated subordinated private debts of SNS REAAL NV and SNS Bank NV were expropriated in the name
of Stichting AOS. As a result of this measure, € 49 million was incorporated into capital through profit and loss.

* A bridge loan to SNS REAAL NV of € 1.1 billion.
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* The shares in Property Finance were transferred on 31 December 2013 to an asset management organisation in
combination with a State guarantee on the temporary loan that is provided by SNS Bank NV to this asset
management organisation. Following the transfer, the State injected € 0.5 billion in Property Finance.

¢ As a result of the transfer of the activities of Property Finance to an asset management organisation and in
combination with the State guarantee on the loan, SNS Bank NV released around € 4.5 billion in risk-weighted
assets

* Property Finance was transferred at a transfer value as determined by the Minister, which resulted in a
devaluation of the real estate financing portfolio of € 2.8 billion compared to the book value as at 30 June
2012.

On 19 December 2013, the European Commission (EC) approved the measures of the Minister as submitted by the
Ministry of Finance in the restructuring plan on 19 August 2013. The change in capital structure is set out in section 5.2,
the separation of Property Finance in section 5.3 and a more detailed explanation of the EC’s decision is provided in 5.5.

Changes to the Executive Board and Supervisory Board

Executive Board members Ronald Latenstein (CEO) and Ference Lamp (CFRO) and the chairman of the Supervisory
Board, Rob Zwartendijk, resigned from their positions on 1 February 2013. They were not given a notice period nor any
severance pay. The vice chairman of the Supervisory Board, Piero Overmars, temporarily acted as chairman of the
Supervisory Board until he stepped down on 1 November 2013.

On 4 February 2013, the following Executive Board members were nominated and appointed by the State:
Gerard van Olphen as chairman of the Executive Board and Maurice Oostendorp as CFRO and member of the
Executive Board.

On 1 November 2013, Piero Overmars, Jaap Lagerweij, Robert Jan van de Kraats and Herna Verhagen resigned from
the Supervisory Board of SNS REAAL NV. At the Extraordinary General Meeting of Shareholders held on 18 October
2013 it was decided to reduce the number of Supervisory Board members of SNS REAAL NV per this date to seven
members. With effect from 1 November 2013, Jan Nooitgedagt, Jan van Rutte and Monika Milz were appointed as
Supervisory Board members to the ensuing three remaining vacancies on the Supervisory Board. Mr Nooitgedagt was
also appointed Chairman of the Supervisory Board. The new members were also appointed to the Supervisory Board of
SNS Bank NV, SRLEV NV and REAAL NV. Mrs Milz was appointed in accordance with the reinforced right of
recommendation of the Central Works Council.

Role NLFI in governance structure

Since 31 December 2013, Stichting administratiekantoor beheer financiéle instellingen (NL Financial Investments, ‘NLFI’)
holds 100% of the shares in SNS REAAL NV. NLFl is responsible for the management of the shares and the exercise of
all rights associated with the shares, including voting rights, in accordance with the law and the articles of association of
NLFI. Despite possessing all voting rights attached to the shares, in accordance with the law and the articles of
association of NLFI all significant and fundamental decisions must first be approved by the Minister.

Based upon the law and the articles of association of NLFI, NLFI does not possess the right to dispose of nor encumber
the shares; these rights can only be obtained after receipt of formal authorisation from the Minister.

Dividend policy

SNS REAAL has established a dividend policy that is determined and can be amended by the General Meeting of
Shareholders (NLFI). The Executive Board, with approval of the Supervisory Board, has the right to submit herefore a
proposal.

The following sections set out specific legal aspects of the nationalisation, procedures and investigations.
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5.1.1 Council of State

A considerable number of stakeholders lodged appeals against the Decree with the Administrative Jurisdiction Division of
the Dutch Council of State. On 25 February 2013, the Council of State decided that the appeals largely do not have a
legal base and therefore upheld the expropriation decree. The Council of State judged that the Minister has expropriated
the securities and assets lawfully but not the corresponding liabilities or obligations of SNS REAAL NV and SNS Bank
NV towards expropriated parties insofar as these obligations or liabilities are related to the (former) ownership of the
securities referred to. Therefore, any such claims can still be made against SNS REAAL NV and/or SNS Bank NV
respectively.

A number of stakeholders have referred the appeal procedure at the Council of State to the European Court of Human
Rights (ECHR) for review.

5.1.2 Enterprise Chamber

The holders of the securities and capital components, as mentioned above, by law have a right to compensation by the
State at the level of the actual value of the affected enterprise at the time of the expropriation. The level of compensation
is to be established by the Enterprise Chamber of the Amsterdam Court of Appeal. The Minister’s current offer is a
compensation of € 0, against which various holders have lodged an appeal at the Enterprise Chamber. On 11 July 2013,
the Enterprise Chamber issued an interim ruling and appointed experts to assess the value of the expropriated securities
and capital components. On 9 October 2013, the State lodged an appeal against this ruling. It did so also because this
was the first time that the Intervention Act had been applied and the State attaches importance to the Supreme Court’s
ruling on how certain aspects of the law should be interpreted before the assessment by experts, as recommended by
the Enterprise Chamber, gets underway. At the request of the State, the Enterprise Chamber has postponed the
procedure until a decision on the appeal has been made. It is not yet known when the Supreme Court will issue its ruling.
In the event that the Enterprise Chamber rules that compensation is due, this compensation will be paid by the State.

5.1.3 Private debt settlement Foundation SNS REAAL

In his Decree, the Minister explained that the capital components of the subordinated private debts were expropriated for
the benefit of a separate foundation, Stichting AOS, in order to avoid these debts being transferred to the State. Since
Stichting AOS was not provided with any assets, either on incorporation or thereafter, it has not been able to meet its
obligations assigned to it under the Decree, resulting from the private loans issued to SNS REAAL NV and SNS Bank NV
at the time.

In his Decree, the Minister appointed SNS REAAL NV as director of Stichting AOS. Stichting AOS was incorporated by
and for the State to arrange the legal settlement of (the expropriation of) private subordinated debt and not with the
purpose to carry out activities for SNS REAAL.

On 12 November 2013, at the request of one of the lenders, the District Court for the Central Netherlands declared
Stichting AOS bankrupt. The trustee in bankruptcy is considering the procedure for settling this bankruptcy as well as the
roles of the State and director SNS REAAL NV.

5.1.4 Participation certificates

Among the subordinated bonds of SNS Bank NV expropriated by the State are so-called third series participation
certificates (€ 57 million). Shortly after the nationalisation, the Minister requested management to conduct a fact-finding
investigation to ascertain whether there had been any irregularities in the offer of and/or advice concerning these
certificates in the past and, if required, to draw up a proposal for compensating those affected. Based on the
investigation performed, SNS Bank NV made a proposal for compensation to the clients in question on 11 July 2013. At
the time of publication of this annual report, 97% of the clients had accepted SNS Bank NV's offer. From the total
provision of € 53 million, which was recognised for the payment of the compensation in the first half of 2013, the amount
of € 51.3 million was paid out in the course of 2013.
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5.1.5 Other legal procedures and investigations

5.1.5.1 General

Various former holders of expropriated securities and capital components have initiated legal proceedings to seek
compensation for damages. At the time of drawing up the financial statements, no court proceedings had (yet) been
initiated against SNS REAAL NV and/or SNS Bank NV other than those stated below. Currently, it is not possible to
make an estimate of the probability that possible legal proceedings of original holders or other parties affected by the
nationalisation may result in liability, or the level of the financial impact on SNS REAAL NV and/or SNS Bank NV. For this
reason, at year-end 2013 no provisions have been made in respect of possible legal actions by holders concerning the
expropriated securities and capital components and other affected parties. As the outcomes of possible legal
proceedings cannot be predicted with certainty, it is not possible to rule out that a negative outcome may have a material
negative financial impact on the capital position, results and/or cash flows of SNS REAAL NV and/or SNS Bank NV.

5.1.5.2 Frijns/Hoekstra Commission

On 5 March 2013, the Minister announced an inquiry into the actions of DNB and the Ministry of Finance and the
interaction between them with regard to SNS REAAL. For that purpose, an inquiry commission was set up, chaired by
Dr J.M.G. Frijns and R.J. Hoekstra, LL.M. (the Commission).

The Commission heard former Executive and (former) Supervisory Board members of SNS REAAL and inspected
documents of SNS REAAL. The report was published on 23 January 2014. The conclusions and recommendations relate
to the primary subjects of the inquiry, the Ministry of Finance and DNB. Following the publication of the report various
parties emphasised the desirability of a further inquiry directed specifically at SNS REAAL.

5.1.5.3 Stichting Beheer SNS REAAL

Stichting Beheer SNS REAAL, the former holder of the majority of the shares in SNS REAAL NV, claims, amongst other,
that it does not have sufficient information to determine its asserted value in the compensation proceedings against the
State (see section 5.1.2). SNS REAAL contests this claim on substantive and procedural grounds. On 11 November
2013, the Stichting filed a petition for a provisional witness hearing at the District Court in Amsterdam. In addition to the
officers of SNS REAAL, the witnesses named in the petition include officials of the State and DNB. The court session
planned for 11 February 2014 following the request by Stichting Beheer SNS REAAL for a provisional witness hearing
has been postponed.

5.1.5.4 Arbitral proceedings on subordination of a loan

A lender of one of the private loans included among the liabilities placed by the Decree of 1 February 2013 in Stichting
AOS (see section 5.1.3) disputes the subordination of that loan and started an arbitral proceeding at the Netherlands
Arbitration Institute in December 2013. Since SNS REAAL NV was the original contractual party for this expropriated
loan, it is a formal party to these proceedings and will conduct the defence.

5.2 Change in the capital structure
This section discusses the impact of the nationalisation on the capital structure of SNS REAAL NV and SNS Bank NV.
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5.2.1 B Shares

An amendment to the Articles of Association of SNS REAAL NV came into effect on 5 February 2013 whereby the B
shares that were expropriated from Stichting Beheer SNS REAAL by the State on 1 February 2013 were converted into 6
ordinary shares. The number of ordinary shares has therefore increased from 287,619,867 to 287,619,873. The six B
shares had a denomination of € 100 million (totalling: € 600 million), but the nominal value per B share was equal to the
nominal value of the ordinary shares (€ 1.63 per B share). To the extent that the issue price of the B shares was higher
than the nominal value, the excess was considered share premium on the B shares. The share premium allocated to the
B shares was converted to share premium on ordinary shares at the conversion of the B shares to ordinary shares.

5.2.2 Core Tier 1 capital securities

The Stichting securities that were issued in 2008 were expropriated. The core Tier 1 securities which SNS REAAL issued
to the State in 2008 (book value as at 1 February 2013: € 565 million) and the Stichting securities (book value as at 1
February: € 313 million) were added to share premium on ordinary shares in SNS REAAL in 2013. The Minister's letter to
Parliament states that the conversion of the core Tier 1 securities of the State affected the EMU balance by € 0.8 billion.
This takes into account financial penalties which SNS REAAL would have owed at repayment.

5.2.3 Expropriation of subordinated bonds and private debts

5.2.3.1 Subordinated bonds

The State injected the expropriated subordinated bonds into SNS REAAL in the form of share premium on 1 February
2013. Thereafter, with economic effect on the same day, SNS REAAL transferred the expropriated subordinated bonds
issued by SNS Bank NV in the form of share premium to SNS Bank NV. The resulting merger of debt extinguished all
debt claims including all ensuing payment obligations to the State . The value of the expropriated subordinated bonds
was recognised directly to equity, and is for the most part not subject to corporation taxation. The result which arose
from cancelling the derivatives associated with the expropriated items was, through profit and loss, recognised in
shareholders’ equity.

The definite taxable result of these measures as based on an advanced tax ruling by the Dutch Tax Authority has led to a
net capital increase of € 1,038 million in 2013 (pro forma estimate in the financial statements of 2012: € 987 million).

5.2.3.2 Subordinated private debts

Subordinated private debts were expropriated. The liability capital components of SNS REAAL NV and SNS Bank NV
corresponding to these debts were also expropriated on behalf of Stichting AOS. The subsequent release in the balance
sheet was, through profit and loss, recognised in shareholders' equity.

The definite taxable result of these measures as based on an advanced tax ruling by the Dutch Tax Authority has led to a
net capital increase of € 49 million in 2013 (pro forma estimate in the financial statements of 2012: € 71 million).

5.2.4 Capital injection of € 2.2 billion

In his Letter to Parliament, the Minister explained that SNS REAAL required a capital injection totalling € 2.2 billion:
€ 1.9 billion for SNS Bank NV and € 300 million for SNS REAAL NV. A paid-in share premium of € 2.2 billion in
SNS REAAL NV was made on 11 March 2013, € 1.9 billion of which was passed by SNS REAAL NV as share
premium to SNS Bank NV on the same day.
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5.2.5 Bridge loan from the State to SNS REAAL of € 1.1 billion

In his letter to Parliament, the Minister explained that DNB expected that SNS REAAL, as a result of the expropriation,
would for some time experience difficulties in attracting external funding. To offset this, the State provided SNS REAAL
with a bridge loan of € 1.1 billion. This sum was received on 4 March 2013. This loan was used to redeem € 485 million
of external debt and € 615 million of internally draw down loans.

5.2.6 Resolution levy contribution

The Minister requested all banks to make a contribution in the form of a one-off resolution levy. Based on the most recent
estimate, SNS Bank NV’s contribution is estimated to be € 76 million. This amount will fall due in 2014 and will be
charged to profit or loss in that year.

5.3 Separation of Property Finance

5.3.1 Introduction

The separation of the Property Finance activities was part of the restructuring plan, which was submitted to the EC by the
Ministry of Finance on 19 August 2013. The EC approved the transfer on 19 December 2013. DNB issued a Declaration
of no objection for the separation of Property Finance on 24 December 2013.

On 31 December 2013, the shares of Property Finance were transferred to the State for the amount of € 1, followed by
the transfer of the Property Finance shares by the State to NLFI.

On 1 January 2014, Property Finance changed its name to Propertize BV. As an independent organisation, split off from
SNS REAAL, Propertize will focus on run-off of the real estate financing and property projects portfolio.

In the starting phase, SNS Bank NV will continue to fund Propertize. The credit risk on Propertize after the separation is
covered by a State guarantee covering SNS Bank NV'’s total exposure to Propertize of € 4.1 billion as at 31 December
2013. It is the aim of Propertize to refinance the entire funding provided by SNS Bank in the course of 2014 through
issuing State guaranteed Medium Term Notes and Commercial Paper to institutional investors. In 2014 Propertize has
three times successfully placed Medium Term Notes with a volume of € 2.3 billion.

5.3.2 Developments in 2013 in relation to the nationalisation

Property Finance was an important factor in the decision to nationalise SNS REAAL. The continuing losses in Property
Finance's real estate and real estate finance portfolio amongst other resulted in SNS Bank NV's capital position
becoming inadequate in the opinion of DNB. In the Decree it was, therefore, decided to transfer Property Finance’s
activities to a separate asset management organisation, isolated from SNS REAAL.

The Minister determined that Property Finance had to be transferred at a transfer value determined by the Minister, at a
value which is € 2.8 billion lower than the book value of the real estate finance portfolio as at 30 June 2012. As a result of
impairments recognised between 30 June 2012 and 31 December 2013, the portfolio has been written-down by a total of
€ 1,833 million. An impairment of € 776 million was recognised in the second half of 2012, followed by an impairment of
€ 1,057 million in 2013.

To enable Property Finance to also absorb the remaining expected gross write-off of € 967 million (€ 2.8 billion less the
impairments of € 1,833 million already recognised), SNS REAAL increased the capital of Property Finance through a
paid-in share premium of € 725 million net before transfer. This increased the capital of Property Finance to such a level
that Property Finance is able to absorb expected future losses of up to € 967 million gross. The total impairments of €
1,833 million on the total assets of Property Finance, increased by the additional net capital of € 725 million, is equal to
the total write-down of € 2.8 billion as determined by the Minister at the time of expropriation.
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On 31 December 2013, the shares of Property Finance were transferred to the State for € 1. At the transfer SNS Bank
NV therefore recognised an additional loss of € 725 million net, the amount of Property Finance's shareholders' equity.

Up until the time of separation on 31 December 2013, Property Finance was part of the fiscal unity of SNS REAAL.
Based on the advanced tax ruling with the Dutch Tax Authority, it was determined that the impairments of €1,057 million
over 2013 and the anticipated future losses of € 967 million can be regarded as deductible losses. All financial
relationships associated with tax between Property Finance and SNS REAAL was settled at year-end 2013. The initial
estimate in the pro forma figures in the 2012 financial statements was based on a tax deduction for the impairments of €
1.7 billion. Following consultation with the Dutch Tax Authority, the tax deductible amount was raised to € 2.71 billion.
The final deduction corresponds with the amount of € 2.8 billion as determined by the Minister, adjusted by € 90 million
for non-deductible losses. The increase in tax deductibility has led to an additional capital increase of € 252 million,
compared to the previous estimate in the 2012 pro forma figures.

As a result of the regular redemptions, the settlement of the tax position (including tax credits over the entire write-off of
€ 2.8 billion) and paid-in share premium by SNS Bank NV, Property Finance’s debt to SNS Bank NV at year-end 2013,
directly preceding the transfer to the State, decreased to € 4.5 billion.

Following the transfer, the State provided a € 0.5 billion capital injection into Property Finance, € 0.4 billion of which was
used to redeem the outstanding debt to SNS Bank NV. This decreased the outstanding debt from € 4.5 billion to € 4.1
billion as at 31 December 2013. To protect the capital position of SNS Bank NV, the State provided SNS Bank NV with a
guarantee on the funding to Property Finance. The funding therefore has no effect on the risk-weighted assets of

SNS Bank.

5.3.3 Guarantees

Following the share transfer on 31 December 2013, SNS Bank NV withdrew the 403 declaration for Property Finance on
31 December 2013 and initiated the proceedings provided for in Article 2:404 of the Dutch Civil Code to terminate the
remaining guarantees. SNS Bank NV and SNS REAAL, respectively, also withdrew the 403 declarations for four
subsidiaries of Property Finance on 31 December 2013, and initiated the proceedings to terminate the remaining
guarantees. Some creditors have announced that they will object to the termination of the remaining guarantees.

SNS Bank NV issued separate guarantees to a number of counterparties of Property Finance in the past. Following the
withdrawal of the 403 declaration and termination of the remaining commitments arising from the 403 declaration, these
guarantees will remain in place. SNS Bank NV expects Property Finance to be able to meet its obligations to these
counterparties as Property Finance is adequately capitalised at the time of the share transfer. SNS Bank NV, therefore,
deems it unlikely that a guarantee will be invoked.

Some counterparties of Property Finance who conduct legal proceedings against Property Finance have thereby also
arraigned SNS REAAL NV and / or SNS Bank NV. The legal basis of this is unclear and SNS REAAL NV and SNS Bank
NV consider the likely success of these claims against SNS REAAL NV and/or SNS Bank NV to be limited. No specific
agreements were made about these claims upon the transfer of Property Finance on 31 December 2013.
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5.4 Overview financial impact of the nationalisation measures

The financial impact of implementing the nationalisation measures on the capital is shown below.

Table 2: Effects nationalisation measures on income statement SNS REAAL

HY 2012 2013 Total

In € millions Income statement Equity Income statement  Debt capital Equity Debt capital
Property Finance

Impairments Property Finance (776) - (1,057) - (1,833) -
Transfer Property Finance - - (967) - (967) -
Subtotal Property Finance (776) - (2,024) - (2,800) -
Capital structure

Capital injection Dutch State - 2,200 - - 2,200 -
Conversion subordinated bonds - 946 84 - 1,030 -
Expropriation subordinated private debts - - 62 - 62 -
Participation certificates - 57 (53) - 4 -
Conversion accrued interest - 31 3 - 34 -
Subtotal capital structure - 3,234 96 - 3,330 -
Bridge loan Dutch State - - - 1,100 - 1,100
Tax effect 192 (7) 448 - 633 -
Total (584) 3,227 (1,480) 1,100 1,163 1,100

The amount reported in the column HY 2012, is the 2012 impairment related to Property Finance after determination of the transfer value.

There is also an effect within the shareholders' equity (€ 878 million), which relates to the core Tier 1 securities issued to the Dutch State and Stichting
Beheer SNS REAAL which were deposited as share premium on ordinary shares. The effect is in addition to the total effect on shareholders’ equity of €
3,227 million as reported in the table. The total effect on the share premium as a result of these measures is € 4,105 million.

5.5 Temporary and final decision of the European Commission

In its decision of 22 February 2013, the European Commission granted temporary approval for the capital injection of

€ 2.2 billion in SNS REAAL NV, € 1.9 billion of which was to be passed through to SNS Bank NV, and the bridge loan
issued by the State to SNS REAAL NV in the amount of € 1.1 billion. Final approval was granted on 19 December 2013,
based on the restructuring plan submitted by the Ministry of Finance on 19 August 2013.

In line with the restructuring plan submitted, the State commits to two structural measures regarding (the balance sheet
of) SNS REAAL:

a Separation of the Property Finance activities

b Divestment of the insurance subsidiary REAAL NV, which includes all insurance and asset management activities of
SNS REAAL.

The separation of the Property Finance activities results in a substantial reduction of risk-weighted assets and is an
important measure to further restore viability of SNS REAAL. It will also facilitate access to capital market funding for
SNS Bank NV. The transfer of the Property Finance activities to the State took place on 31 December 2013.

SNS REAAL commits itself to the divestment of the insurance subsidiary REAAL NV, taking into account the risk that this
divestment could result in a significant loss. The State and SNS REAAL commit to use the future proceeds of the
divestment of REAAL NV to reduce the double leverage on the balance sheet of SNS REAAL. The holding company
SNS REAAL will be wound down. The entity resulting from the restructuring will be a standalone bank focused on
banking for retail and self-employed clients. In the course of time, the State is committed to privatising SNS Bank NV.

The decision of 22 February 2013 stipulated amongst other that until the final decision SNS REAAL was not permitted to
carry out any acquisitions (acquisition ban) or make payments on hybrid instruments (hybrid debt call and coupon ban).
In its final decision of 19 December 2013, the EC set a number of conditions and restrictions which, unless otherwise
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stated, will apply until the end of the restructuring period in December 2017. The principal conditions and restrictions
amongst other are:

* An acquisition ban will apply for a period of three years starting from the date of the EC decision.

¢ SNS REAAL will not advertise the fact that it is State-owned or make any reference to any State support received in
its communications with existing or potential customers or investors.

* SNS REAAL will refrain from making any payments on the hybrid debt instruments outstanding at the time of the EC
decision, unless those payments stem from a legal obligation, and will not call or buy back those instruments
without prior approval of the European Commission.

¢ Restrictions apply to the remuneration of employees and senior management until the end of the restructuring
period or until SNS REAAL has repaid the State aid.

* SNS REAAL commits to transfer the administrative structure currently borne by the holding company to the bank
and the insurance company

¢ SNS REAAL commits to the phasing out of any financial interdependence between the banking and the insurance
activities.
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6 Outlook for 2014

Consumer and producer confidence are increasing in the Netherlands and in the rest of the eurozone. The eurozone
continues to see economic growth. In the Netherlands, however, growth will be modest because consumers, banks and
the government are giving priority to the further restoration of their financial situation. Unemployment and the housing
market could stabilise in 2014.

With a stronger capital position, SNS Retail Bank can focus on growth in savings and payments and regaining market
share in new mortgage production. Further strengthening of the capital position is also important in view of tighter
regulatory requirements and changing laws and regulations. The focus on savings continues to be important in order to
keep our dependence on the capital market at an acceptable level. In addition to this, however, SNS Retail Bank
wishes to create new possibilities for public funding in the capital market by means of solid financial performance.

REAAL and Zwitserleven are increasing the viability of their activities with a new strategy, and, together with

SNS Asset Management, they are preparing for a future outside the Group. REAAL and Zwitserleven have been
incorporated into REAAL NV. SNS Asset Management will be added to this entity in the course of 2014. REAAL NV

will phase out its dependence on support from the Group staff departments of SNS REAAL. Although there is a
possibility of a slight increase in interest rates, the solvency of the life insurer will continue to remain under pressure due
to the low level of long-term interest rates.

6.1 Financial markets

6.1.1 General

The global economy is gaining momentum in the wake of the United States. Continuing new job creation is leading to an
acceleration in wage growth. Higher consumption can then generate increased economic activity, initiating an upward
spiral. Growth of the eurozone is continuing, mainly due to good performance by the German economy. The question is
whether France will be able to benefit from this, as reforms in that country are long overdue. In the peripheral euro
countries, confidence, and thereby the potential for recovery, is increasing.

The current phase of the economic cycle is generally favourable for equities. The chance of downside corrections is
becoming somewhat greater now that the US central bank (the Fed) is beginning to phase out its policy of purchasing
bonds. This means, however, that the situation is returning to normal, and that is ultimately not a bad thing. The
price/earnings ratios of many shares rose significantly in the course of 2013; in comparison to other investment
categories, however, their value is still attractive. The outlook for equities is slightly better than the outlook for bonds.

6.1.2 Short-term interest rate will remain low, long-term rate could rise

A further increase in long-term interest rates is likely. The US is the leading market here. The US long-term interest rate
is too low in relation to economic growth and inflation. The Fed’s ‘tapering’ of its bond purchases could cause long-term
rates to rise. We expect to see German 10-year yields in a range between 1.75% and 2.25%. Based on the outlook of
the ECB, the modest economic growth and the low forecast for inflation, the potential for higher yields is limited.
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6.2 Impact of laws and regulations

New legislation and regulation are resulting in increasing costs in the financial sector, for the maintenance of capital, risk
management, internal organisation, the resolution levy and/or taxation. Good and close supervision is a good thing, but
not always effective and efficient.

The introduction of Basel Ill means that banks have to hold more capital in relation to their risk and the volume of their
loans and investments. The requirements entail a tripling of the capital requirement over six years in comparison to 2010
and will thereby increase the costs of lending, including mortgages. The uncertainty surrounding the timeframe and final
requirements that Solvency Il will bring makes it difficult for the Insurance activities to determine the right strategy for an
adequate and efficient capitalisation.

A bank tax came into effect in October 2012, which amounted to € 8 million (2012: € 8 million) for SNS REAAL in 2013.
The funding of the deposit guarantee scheme will also change. As from July 2015, banks must deposit monies in
advance in a fund that will be managed by Stichting Depositogarantiefonds. The 2014 Resolution Levy Act as a result of
the nationalisation of SNS REAAL, concerns a temporary and one-off bank levy of € 1 billion on the deposits that were
guaranteed on the basis of the Dutch deposit guarantee system and that were held by the banks on 1 February 2013.
The banks are allowed to postpone payments into the deposit guarantee scheme in return for the levy. The contribution
for SNS REAAL into this levy is estimated at € 76 million, with which a contribution will be made to the costs of our own
nationalisation.

Zwitserleven is dealing with numerous changes to its products and administration in connection with the Witteveenkader,
which sets the maximum amount that can be deducted from tax for the accrual of a pension. The arrangements
approved by the Dutch Senate at the end of 2013 on the basis of the Pensions Agreement are also putting pressure on
the organisation.

6.3 SNS Retail Bank

6.3.1 The mortgage market stabilises

In December 2013, the Dutch Senate gave its approval to the Housing Agreement previously announced by the
Cabinet. The agreement consists of, firstly, a gradual limiting of the tax-deductibility of mortgage interest over the long
term, and secondly, a series of measures to boost the housing market in the short term and reduce the debt burden of
households. We expect the number of new mortgages to increase in 2014, whereby the downward trend in house prices
may come to a halt. For the overall mortgage market, we expect stability or slight growth.

The prospects are that the number of mortgage holders with payments in arrears will rise further, although the increase
will not be as strong as in 2013. By means of more detailed analysis of customer data and proactive management, in
2014, we will be better positioned to consult with customers that may encounter problems with their payments at an early
stage.

SNS Bank, BLG and RegioBank are focusing on rebuilding sales of new own-brand mortgages and mortgages from third
parties. The margin on mortgages remains at a healthy level. With our services, we will strive to promote sustainable
housing.
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Diversity in advisory fees

A ban on commissions has applied to mortgages and other complex financial products since January 2013. Instead of
this commission, the advisory body (bank, insurer, or intermediary) will receive a fee based on an agreement with the
customer. Both consumers and financial institutions are still looking for the best way to deal with the new situation. Our
brands want to help their customers decide whether they need advice or not, and they also intend to offer less detailed
advice at a lower price. We want to avoid a situation in which customers make the wrong choices because they want to
save money on advice, but we also want to avoid a situation in which customers pay for a (full) advisory service when
they themselves have already collected most of the relevant information they need to make the best choice.

6.3.2 Savings virtually stable, growth in sustainable investing

The continuing economic crisis continues to make saving attractive; however, savings growth is expected to flatten
further as the economy picks up. Additional mortgage repayments and continuing low interest rates, combined with a
recovery of confidence in the equity markets, could put the savings market under pressure. Furthermore, some savers
may have to draw down their savings as a result of continuing unemployment and lower house prices.

Growth in the market for bank savings accounts will also probably level off. As from 1 January 2014, redundancy
payments to employees will be taxable immediately. The abolition of the periodic payments entitlement exemption means
that new savings accounts for accrual and payment, the golden handshakes, will only be sold under certain conditions.
Tax-free payments into annuity accrual accounts will also be limited. The effect of this measure will not be significant,
since the payments of most of our customers still fall within the tax-free band. Bank savings based on advice have
become less attractive for relatively small amounts since the introduction of the fixed advisory fee in 2013.

Sustainable investing continues to become more popular. The ASN investment funds, with approximately € 1.6 billion of
assets under management at year-end 2013, will be able to benefit from this.

Ban on distribution fees for investment funds providers

Distribution fees paid by Dutch investment funds to distribution partners have been banned with effect from 2014. As
prescribed, SNS Bank, RegioBank and ASN Bank charge a separate service fee with effect from 2014, but they do set
their own fee level. The effect of these changes on customer behaviour is difficult to predict. SNS Bank and RegioBank
offer a range of five profile funds, focusing mainly on straightforward and low-threshold investing for a broad target group.
ASN Bank is still the specialist in sustainable investing, and expects to see little or no change with respect to sales
through its own distribution channel. Sales of ASN investment funds through other banks could be affected by the pricing
policies of the banks in question.

6.3.3 Trends: mobile, social media and online communities

Usage of mobile banking and the number of its users continue to grow, partly due to the extra functionalities that are
becoming available. This is convenient for customers and instructive for the bank, as it provides information on usage
times and transaction types. More and more customers are using social media or an online community to communicate
with each other and with the bank on money matters. This is also a win-win situation, because the bank can obtain
greater understanding of customer needs. This improves the services provided.
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6.4 REAAL NV

6.4.1 REAAL: More direct contact and dialogue with customers

REAAL has introduced a new strategy in 2014 that focuses on more direct contact and dialogue with customers,
including dialogue via an online customer community. With more market and customer information, REAAL can defend
and strengthen its market positions more effectively. The new production platform for non-life products also plays an
important part in this. REAAL want to strengthen the distribution via qualified intermediaries, with different service
concepts that fit well into the needs of customers and intermediaries. For its existing life portfolio, REAAL is focusing on
optimising value through cost control by means of standardising its products and systems.

The total market for individual life insurance policies is shrinking systematically due to the gradual maturing of unit-linked
insurance policies that were concluded in the past. Sales of term life insurances will gradually move towards the banks
and the direct channel at the expense of sales via the intermediary advisory channel. REAAL will take measures to
respond to this trend so that it can defend its leading position in this market.

The retail non-life market is expected to remain stable and a slight fall is expected for the market for disability insurance.
Consumers are increasingly purchasing simple products such as non-life policies without using an intermediary.
Gathering information and comparing products oneself has become easier as a result of the improvement and expansion
of websites. REAAL will take extra steps to reflect this trend in 2014.

6.4.2 Zwitserleven: lower costs and more personalisation of pensions

The pensions market remains under pressure in 2014 and is expected to fall slightly. Growth of contribution income will
be negatively affected by new tax restrictions on pension accrual, limited salary increases and lower confidence in group
pension accrual. The capping of pension reduction above € 100,000 will be offset in the Pensions Agreement to some
extent by a so-called 'net annuity', which reflects the trend towards more flexibility and optional features based on
personal responsibility. Zwitserleven takes a positive view of this measure and hopes to see further personalisation of the
pensions market.

Due to the low level of long-term interest rates, the liabilities remain high and the solvency and profitability of pension
insurers remain under pressure.

With a new strategy, Zwitserleven intends to respond to the changing market conditions. The priorities in 2014 are:

* |ess tailor-made work and more cost-effective standardised products;

¢ simple products focusing on personal supplementary accrual;

¢ cost reductions through standardisation of systems and processes and purchase from third parties;

* encouragement of the transition from guaranteed pensions to defined-contribution schemes, which will mean that
pensions continue to be more sustainable and affordable.
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7 Financial outlines

7.1 Results 2013 compared to 2012

Adjusted for the impact of one-off items, net profit from the core activities of SNS REAAL declined to € 386 million from
€ 443 million in 2012. The decline was driven by lower realised gains on bonds and lower underlying performance at the
Insurance activities.

One-off items negatively impacted SNS REAAL’s 2013 net result of the core activities by € 800 million compared to

€ 602 million negative impact in 2012, in both years for the majority consisting of impairments of intangible assets at the
Insurance activities. Including one-off items, SNS REAAL's net result of the core activities amounted to € 414 million
negative (2012: € 159 million negative).

Property Finance posted a net loss of € 1,536 million (2012: € 813 million), which included a write-off of € 2,024 million
gross (€ 1,538 million net) in the first quarter of 2013, to bring the valuation of the real estate finance portfolio in line with
the transfer value as determined by the Dutch State.

Taking into account the significant loss at Property Finance and negative one-off items, SNS REAAL reported a total net

loss of € 1,950 million, compared to a total net loss of € 972 million for the year 2012.

7.2 Impact of one-off items

Table 3a: Impact of one-off items on SNS REAAL’s net result

In € millions 2013 2012
Net result SNS Retail Bank 190 88
Net result REAAL (482) (27)
Net result Zwitserleven (141) (120)
Net result Insurance activities (623) (147)
Net result Group activities 19 (100)
Total net result SNS REAAL Core activities (414) (159)
Net result Property Finance (1,536) (813)
Total net result for the period SNS REAAL (1,950) (972)
Impact of one-off items SNS Retail Bank (79) (36)
Impact of one-off items REAAL (575) (325)
Impact of one-off items Zwitserleven (172) (224)
Impact of one-off items Group activities 26 17)
Impact of one-off items Property Finance (1,538) (47)
Total one-off items (2,338) (649)
Adjusted net result SNS Retail Bank 269 124
Adjusted net result REAAL 93 298
Adjusted net result Zwitserleven 31 104
Adjusted net result Insurance activities 124 402
Adjusted net result Group activities (7) (83)
Total adjusted net result SNS REAAL Core activities 386 443
Adjusted net result Property Finance 2 (766)
Total adjusted net result SNS REAAL 388 (323)
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Table 3b: Breakdown impact of one-off items on SNS REAAL’s net result 2013

In € millions SNS Retail Insurance Group SNS REAAL Core  Property SNS
Bank activities  activities activities Finance REAAL
Net result 2013 190 (623) 19 (414) (1,536) (1,950)
Impact nationalisation:
Direct impact of nationalisation measures 7 (6) 57 58 (1,538) (1,480)
Impairments:
VOBA REAAL Life and Zwitserleven - (439) - (439) - (439)
Goodwill REAAL Life - (150) - (150) - (150)
Client portfolio REAAL Non-Life - (12) - (12) - (12)
Software Zwitserleven - (15) - (15) - (15)
Subtotal impairments - (616) - (616) - (616)
Other one-off items:
Derivatives securitisations (86) - - (86) - (86)
Addition provision shortfall IFRS LAT - (110) - (110) - (110)
Provision unit-linked policies - (15) - (15) - (15)
Pension charge - - (31) (31) - (31)
Subtotal other one-off items (86) (125) (31) (242) - (242)
Total one-off items 2013 (79) (747) 26 (800) (1,538) (2,338)
Adjusted net result 2013 269 124 (7) 386 2 388

One-off items in 2013 amounted to € 2,338 million negative, mainly consisting of the impact of nationalisation measures
of € 1,480 million negative, impairments of intangible assets at the Insurance activities of € 616 million and other one-off
items of € 242 million negative.

7.2.1 Impact of Nationalisation

The impact of nationalisation measures amounted to € 1,480 million negative, of which € 1,538 million negative at
Property Finance and € 58 million positive at the core activities.

At Property Finance, a provision of € 2,024 million (€ 1,538 million net) was made in the first quarter of 2013 in line with
the transfer value of Property Finance. The total assets of Property Finance have been separated at a considerably lower
value than the book value. As part of the transfer, a write-off of € 2.8 billion was required on the total assets of Property
Finance, valued as per 30 June 2012. This € 2.8 billion write-off has been determined by the Dutch State. Therefore, in
addition to the € 776 million impairments and discounts in the second half of 2012, an additional write-off of € 2,024
million gross was taken.

In the first half of 2013 the impact amounted to € 1,790 million negative. The impact in the second half was € 252 million
positive and related to a tax adjustment of the write-off. In the third quarter of 2013, SNS REAAL concluded a settlement
agreement with the Dutch Tax Authorities relating to corporate tax refunds. This ruling clarified the principles upon which
the corporate tax refunds for SNS REAAL are to be established, including the tax treatment of the nationalisation
measures. In this ruling, it has been ruled that the € 2.8 billion write-off on the total assets of Property Finance is largely
tax deductible (€ 2.7 billion), while the 2013 first-half figures were based on a tax deductible amount of € 1.7 billion. This
resulted in a € 252 million tax gain.

The impact of nationalisation measures on net profit from the core activities amounted to € 58 million positive: € 7 million
positive at SNS Retail Bank, € 6 million negative at REAAL Life and € 57 million positive at Group activities.

The € 7 million positive impact of the nationalisation measures at SNS Retail Bank consisted of the impact of the
expropriation of privately placed subordinated debt and gains from unwinding derivatives related to subordinated debt
partly offset by a charge for the compensation to the holders of expropriated participation certificates. The impact in the
first half of 2013 amounted to € 20 million positive, while the impact in the second half of 2013 was € 13 million negative.
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This related to a tax charge as it was concluded that the charge for the compensation of the holders of expropriated
participation certificates is not tax deductible.

REAAL Life’s result included a € 6 million net one-off loss, due to the expropriation of a subordinated bond of SNS Bank
that was included in the investment portfolio.

The impact of the nationalisation measures at Group activities of € 57 million positive consisted of a € 40 million positive
impact of the expropriation of privately placed subordinated debt, € 11 million gains from unwinding derivatives related to
expropriated debt and a € 6 million adjustment for the subordinated loan in SNS Bank held by REAAL Life.

7.2.2 Impairments of intangible assets

The net impact of impairments of intangible assets amounted to € 616 million negative, entirely at the Insurance
activities. This mainly consisted of an impairment of the remaining VOBA (€ 439 million net) driven by the outcome of the
IFRS liability adequacy test (LAT). This LAT compares the market value and the IFRS carrying amount of insurance
liabilities and related assets. By using shadow accounting, the positive fair value reserve of the fixed-income portfolio is
used to increase the IFRS carrying amount of the insurance liabilities. In 2013, the LAT shortfall decreased compared to
year-end 2012 due to an increase in interest rates, partly mitigated by adjustments in models and parameters. However,
the fair value reserve of the fixed-income portfolio decreased even more sharply. As a result, the fair value reserve of the
fixed-income portfolio could not fully compensate the LAT shortfall. The remaining shortfall of € 732 million pre-tax was
charged to the income statement of which € 157 million at Zwitserleven and € 392 million at REAAL Life, as an
impairment of the remaining VOBA of € 585 million pre-tax (€ 439 million net), which is irreversible and for the remaining
shortfall by an addition to the technical provision for an amount of € 147 million pre-tax (€ 110 million net). The latter is
reversible in case of a future decrease in the IFRS LAT shortfall.

Figures for the second-half of 2012 had also included an impairment of the VOBA of € 129 million net related to the
shortfall of the IFRS LAT.

Furthermore, at REAAL Life there was an impairment charge of € 150 million net (€ 150 million pre-tax) of the remaining
goodwill following a partial impairment in the second half of 2012. The additional goodwill impairment was driven by
decreasing volumes for life products resulting in increased competition and margin pressure in the Life market, the
structural additional cost allocation from the holding company and the pressure on the capital position. At

REAAL Non-Life there was an impairment of € 12 million net (€ 16 million pre-tax) of the capitalised client portfolio,
driven by the ongoing difficult circumstances in the Non-Life market. The capitalised client portfolio related to disability,
which amounted to € 56 million pre-tax at year-end 2013, has not been impaired, while all other capitalised client
portfolios have been impaired entirely.

Finally, at Zwitserleven, there was an impairment of € 15 million net (€ 20 million pre-tax) of internally developed and
capitalised software in the light of its changed strategy. Zwitserleven's management chose a new strategic direction, with
an increased focus on the Defined Contribution (DC) market and with an increased number of products outside the
second pillar. The result is a new balance between new markets in which DC, PPI and individual products prevail and the
more traditional markets.

7.2.3 Other one-off items

In addition to the one-off impact of nationalisation measures and impairments of intangible assets, the net impact of other
one-off items amounted to € 242 million negative, of which € 110 million consisted of an addition to the technical
provision at Zwitserleven related to the IFRS LAT shortfall.
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At SNS Retail Bank, other one-off items amounted to € 86 million negative. This consisted of results of derivatives
related to securitisations of the legacy DBV mortgage portfolio. The securitisations involved are not part of SNS Bank’s
regular securitisation programmes and are structured differently in a number of key components. These securitisations
contain conditions that the expenses for early settlement of the derivatives contracts under current market circumstances
lead to a negative result. In total, a provision of € 86 million net was made to reflect the potential early settlement
expenses of all these securitisations.

Furthermore, there was an additional € 15 million net charge (€ 20 million pre-tax) at REAAL Life related to the
unit-linked policies settlement reached in 2008.

At Group activities there was a one-off pension charge of € 31 million net (€ 41 million pre-tax) related to the buy-out of
pension rights of employees continuing under the acquired pension scheme of AXA, which is designated as a defined
benefit scheme.

7.3 SNS Retail Bank

SNS Retail Bank’s net profit increased sharply. The main factor behind this increase was a higher net interest income
driven by lower interest expenses due to the expropriation of subordinated debt, declining interest rates offered on
savings accounts and the redemption of term deposits. This was partly offset by a lower gain on financial instruments
due to a one-off charge related to the revaluation of derivatives related to securitisations of the legacy DBV mortgage
portfolio. Furthermore an additional cost allocation from the holding company had a negative impact. Impairments on
loans remained high at 39 basis points compared to 40 basis points for 2012. The 2013 loan impairments included a
charge related to additional provisioning for lower recovery amounts due to the weak housing market, while 2012
included a charge related to the implementation of more stringent risk assessment models.

7.4 Insurance activities

Table 4: Underlying results Insurance activities

REAAL Zwitserleven
In € millions 2013 2012 2013 2012
Net result for the period (482) (27) (141) (120)
Impact of one-off items (575) (325) (172) (224)
Adjusted net result for the period 93 298 31 104
Gains, losses and impairments on equity portfolio 19 16 15 6
Gains, losses and impairments on fixed-income securities 96 75 29 114
Result on financial instruments 16 79 29 (60)
Changes in insurance contracts due to movements of fair value items (59) (20) (59) 14
Total net impact investment portfolio and hedges 72 150 14 74
Amortisation VOBA and other intangible assets (33) (48) 2) (16)
Underlying net results 54 196 19 46

Results on equity hedges are included in gains/losses on equity portfolio instead of result on financial instruments.

Changes in insurance contracts due to movements of fair value items includes releases of/additions to provisions for interest rate guarantees in unit-linked
portfolio and separate accounts, the impact of shadow accounting and the impact of the hedging of inflation.
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7.4.1 REAAL

Adjusted for one-off items, REAAL’s 2013 result of € 93 million was sharply lower due to a lower net impact from gains,
losses and impairments on the investment portfolio and hedges and a lower underlying result (see table 3) at both
REAAL Life and Non-Life. This was partly compensated by lower amortisation of VOBA and other intangible assets
following impairments of VOBA in 2012 and 2013.

The total net impact from gains, losses and impairments on the investment portfolio and hedges declined to € 72 million
positive driven by a substantially lower result on financial instruments and higher negative results of changes in
insurance contracts due to movements of fair value items which mainly consisted of the impact of shadow accounting.
This was partly compensated for by higher realised gains on bonds and higher gains on the equity portfolio.

REAAL’s underlying result of € 54 million was € 142 million lower. At REAAL Life, the underlying profit was down mainly
driven by lower direct investment income due to the absence of a gain on the settlement of Lehman collateral, lower
reinvestment yields and the impact of an additional cost allocation from the holding company. At REAAL Non-Life, the
underlying result was negatively impacted by high claims ratios at fire and motor and also by an additional cost allocation
from SNS REAAL holding. Furthermore, the absence of a release of provisions for unearned premiums contributed to
this decrease.

REAAL'’s reported net result of € 482 million negative also declined due to a higher negative impact from one-off items
which consisted of impairments of VOBA (€ 392 million), goodwill (€ 150 million), a part of the client portfolio (€ 12
million), a € 6 million loss due to the expropriation of a subordinated bond of SNS Bank and a € 15 million charge for
settlement of unit-linked policies. The 2012 net result had also been negatively impacted by impairments of goodwill and
the distribution network and an additional provision for the unit-linked policies based on the settlement reached in 2008.

7.4.2 Zwitserleven

In 2013, Zwitserleven’s net result adjusted for one-off items of € 31 million positive decreased sharply driven by a lower
net impact from gains, losses and impairments on the investment portfolio and hedges and a lower underlying result,
partly compensated for by sharply lower amortisation of VOBA.

The total net impact from gains, losses and impairments on the investment portfolio and hedges declined to € 14 million
positive driven by sharply lower realised gains on bonds and results on changes in insurance contracts driven by shadow
accounting. This was partly compensated for by higher realised gains on the equity portfolio and higher results on
financial instruments, mainly consisting of unrealised gains on derivatives used for hedging interest rate risk.

Amortisation of VOBA and other intangibles decreased from € 16 million to € 2 million, following impairments of VOBA in
2012 and 2013 and an impairment of internally developed and capitalised software in 2013.

Zwitserleven’s underlying profit was € 19 million, a sharp decline compared to 2012 due to lower mortality, interest and
cost results (including the additional cost allocation from the holding company). Furthermore, the result for the first-half of
2013 included an additional charge for a provision related to compensation for investment-based pension contracts.

Zwitserleven reported a net loss of € 141 million that was due to one-off items consisting of an additional impairment of
VOBA (€ 47 million) and an addition to the technical provision (€ 110 million), both related to the IFRS LAT shortfall and
an impairment of internally developed and capitalised software (€ 15 million). The 2012 net result had been negatively
impacted by an impairment of its brand name and a partial impairment of the VOBA.
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7.5 Group activities

Adjusted for one-off items, the net result of Group activities posted in at € 7 million negative, compared to € 83 million
negative for 2012. This improvement was due to a higher allocation of operating expenses from the holding company to
the Banking and Insurance activities and lower interest charges on expropriated debt. The net result of Group activities
improved from € 100 million negative to a net profit of € 19 million. This improvement was partly driven by one-off items:
in 2013 there was a one-off gain from nationalisation measures of € 57 million, partly offset by a one-off pension charge
of € 31 million net. Furthermore, the 2012 result had included an impairment on the stake in Van Lanschot of € 17 million
(2013: € 2 million).

7.6 Property Finance

The net loss at Property Finance amounted to € 1,536 million, including a write-off of € 1,538 million net to bring the
valuation of the real estate finance portfolio in line with the transfer value as determined by the Dutch State. The total
assets of Property Finance have been separated at a lower value than the book value. As part of the transfer, a write-off
of € 2.8 billion was required on the total assets of Property Finance as per 30 June 2012. Therefore, in addition to the

€ 776 million in impairments and discounts in the second half of 2012, in the first quarter of 2013 a constructive
obligation of € 2.024 million gross (€ 1.790 million net) was taken to bring the valuation of the real estate finance portfolio
in line with the transfer value. In the second half of 2013, an additional tax gain of € 252 million related to the write-off of
Property Finance was recorded based on an advance Tax ruling with the Dutch Tax Authorities resulting in a total
write-off of € 1,538 million net. In this ruling, it has been ruled that the € 2.8 billion write-off on the total assets of Property
Finance is largely tax deductible (€ 2.710 million), while the figures for the first half of 2013 were based on a tax
deductible amount of € 1.7 billion.

Impairments and discounts in 2013 were offset by releases from the constructive obligation related to the write-off on the
total assets of Property Finance. A release of € 1,057 million compensated for loan impairments and discounts for the
year 2013, while a release of € 967 million compensated for the loss on the transfer of the real estate portfolio to the
Dutch State on 31 December 2013 (transfer result). The latter consisted of the difference between the transfer value and
the book value of the real estate portfolio at year-end 2013, after absorbing the impairments for the year 2013.

The net result from Property Finance, including impairments and discounts and excluding the transfer result of € 967
million gross (€ 725 million net), amounted to € 811 million negative, compared to a € 766 million net loss adjusted for a
goodwill impairment for 2012, mainly due to a marked increase in loan impairments and a decrease in net interest
income, partly compensated for by lower operating expenses.

7.6.1 Deconsolidation of Property Finance

The nationalisation on 1 February 2013 included the decision to transfer Property Finance to a separate asset
management organisation. Therefore, assets and liabilities of Property Finance were classified as held for sale in the
balance sheet as at end June 2013. Following the actual transfer of Property Finance to NLFI on 31 December 2013,
assets and liabilities of Property Finance are no longer consolidated at year-end 2013. In the income statement of 2013,
the total result of Property Finance is classified as a net result from discontinued operations. Comparative figures in the
income statement have been adjusted accordingly.
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7.7 Operating expenses

Table 5: Total operating expenses SNS REAAL

In € millions 2013 2012 Change
Total operating expenses SNS REAAL Core activities 1,077 1,032 4%
Total operating expenses Property Finance 77 116 (34%)
Total operating expenses SNS REAAL 1,154 1,148 1%
Adjustments

Restructuring charges - 56

SNS Retail Bank's share in savings guarantee scheme (7) (15)

Expenses related to the strategic restructuring 22 16

Provision charge for compensation participation certificates 53 -

Pension charge 41 -

Total adjustments 109 57

Total adjusted operating expenses SNS REAAL Core activities 968 981 (1%)
Total adjusted operating expenses Property Finance 7 110 (30%)
Total adjusted operating expenses SNS REAAL 1,045 1,091 (4%)

Total operating expenses Property Finance are included in the result discontinued operations.

Total operating expenses increased slightly, by € 6 million, compared to 2012, mainly due to higher one-off expenses of
€ 109 million (2012: € 57 million). The one-off expenses consisted of a charge of € 53 million for the compensation of
holders of expropriated participation certificates, a one-off pension charge of € 41 million and costs of strategic
restructuring plans at Group activities of € 22 million, partly compensated for by a release of € 7 million related to
adjusted calculations of SNS Retail Bank’s share in the savings guarantee scheme for DSB Bank. Total adjusted
operating expenses decreased by € 46 million to € 1,045 million (-4%), due to a decrease in the number of internal staff
and considerable lower operating expenses at Property Finance. Total FTE decreased by 345 FTEs to 6,379, of which
109 due to the separation of Property Finance.

7.7.1 Additional cost allocation from SNS REAAL holding to Banking and Insurance activities

In the first half of 2013, an additional amount of operating expenses was structurally allocated from SNS REAAL holding
to the Banking and Insurance activities in order to reflect a more accurate stand-alone cost level of these entities. In the
second half of 2013, anticipating the separation of the Banking and Insurance activities, it was decided to allocate all
regular operating expenses from the holding company to the Banking and Insurance activities. Only expenses related to
the separation of the Banking and Insurance activities will remain at the holding company and in 2013 also a one-off
pension charge. In 2013, approximately € 92 million of operating expenses have been additionally allocated, of which

€ 24 million occurred in the first half of 2013. Of the additional allocation, € 37 million related to SNS Retail Bank, € 35
million to REAAL, € 16 million to Zwitserleven, € 2 million to SNS Asset Management and € 2 million to Property Finance.
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8 Developments at SNS Retail Bank

8.1 Strategy SNS Retail Bank

8.1.1 SNS Retail Bank

SNS Retail Bank wants to be relevant for its customers. This will be the case as more customers who bank with us are
satisfied and we can welcome more customers. We are preparing ourselves for a future as an independent bank that can
develop its services in a customer-oriented and profitable way without any form of government support. In the coming
years, therefore, SNS Retail Bank will strive to realise further growth in the number of customers and to strengthen its
customer relations.

The brands of SNS Retail Bank, i.e. SNS Bank, ASN Bank, RegioBank and BLG Wonen, focus on banking in a personal
way, with a human touch. The bank wants to achieve this with simple and accessible products, an efficient and robust
organisation and a responsible, focused service in which we put the customer’s interests and perception first. We are
thus continuing along the same course taken by our brands and their predecessors for many years. In our Manifesto, this
is expressed in four themes:

* Usefulness instead of return, so that the fundamental things in life, such as housing, education and a buffer for
unexpected expenses, are safeguarded. This requires products that are designed with our customers’ personal
objectives, risk tolerance and possibilities in mind.

¢ Financial resilience, so that people can take well-informed financial decisions themselves with clear insights and
information. This requires planning and calculation tools, messages and warnings on websites, cost transparency,
product information in plain language, the promotion of frugality and the provision of or support for financial
education.

* In a personal way, so that everyone can arrange their financial affairs in a way that meets their wishes, possibilities
and objectives. We want to bring the human dimension back to financial matters. This means retaining bank
branches in small villages, personal telephone contact rather than multiple choice menus, or personal advice if this
is needed.

¢ Sustainability, so that we do the right thing, now and for future generations. For instance, promoting sustainable
investment and finance, monitoring the customer’s interests by means of mortgage checks, and encouraging
sustainable housing.

The Manifesto is the guiding principle for the entire SNS Retail Bank organisation, for the brands as well as for the
service centres, the IT departments and the central service departments.

8.1.2 Closer to the customer by deploying multiple brands

The Manifesto sets out the common values endorsed by the brands SNS Bank, ASN Bank, RegioBank and BLG Wonen.
The various brands focus on specific customer groups on the basis of these values. The Netherlands is a diverse
society. Approaching the market with several brands means we can be relevant to a greater number of people.

* SNS Bank is the general consumer brand for people looking to manage their financial affairs with an accessible
service. SNS Bank wants to compete in the banking market for consumers and self-employed persons, with
distinguishing customer propositions that break through existing conventions. The core products are payments,
savings, mortgages and insurance. Customers can manage their finances through www.snsbank.nl, mobile
applications, customer service, shops and financial advisers.

¢ ASN Bank is the brand for sustainable savings, investments and payments. ASN Bank focuses primarily on retail
customers, but also counts social organisations and companies among its customers that wish to manage or invest
their money in a responsible manner. Customers can manage their finances through www.ansbank.nl, mobile
applications, customer service and the post.
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* RegioBank is the brand for people who consider a local and personal service and a link with the local community to
be important. Customers manage their affairs through independent advisers, www.regiobank.nl and mobile
applications.

* BLG Wonen is the brand for people who prefer to take a wide range of advice on financing their home from their
independent adviser. Customers manage their affairs through their independent adviser and www.blg.nl.

8.1.3 Strategy

We want more satisfied customers to bank with us and we want to welcome more customers. If we do so with our
Manifesto as a guiding principle, growth will make us increasingly socially relevant as well. Our strategic priorities for this
are:

* Multiple brands, focusing on specific customer groups. The product range, the approach to customer service and
the service itself thus vary per brand.

* Low and partly variable costs due to collective central services, IT and service centres and flexible distribution,
partly based on franchising and intermediary formats.

* Focus on serving retail customers and self-employed people in the Netherlands with a comprehensible and
straightforward product range. The main range of SNS Retail Bank consists of payments, savings, mortgages and
insurance, with the addition of financial advice. Sustainable investing and financing are the main priorities at
ASN Bank. Investing is an additional activity of SNS Bank and RegioBank.

These strategic priorities form the basis for potential growth, since they contribute to the following goals:

* Increasing customer loyalty. We will achieve this by making good use of our knowledge of our existing customers,
so that we can inform them regarding additional products from other categories that could meet their needs.

¢ Winning new customers. On average, consumers are doing business with more banks than they used to, meaning
that there are opportunities for smaller brands with a strong focus.

¢ Appealing to new customer groups, perhaps with new propositions, making use of our common and cost-effective
platform for central services, IT and service centres.

* Improving our competitive position in the mortgage market. By increasing our own production, the distribution via
third parties will fall in relative terms, which will lead to a greater market share in new own-brand mortgages.

* A flexible organisation that can react quickly and intelligently to changes and innovations in the market.

¢ Improving our credit rating in order to gain better access to funding in the money and capital markets.

The Manifesto forms the guiding principle and standard for all existing and new activities. We are strengthening our links
with social organisations in order to design our services to be customer-oriented and profitable.

Strategic choices involve strategic risks. SNS Retail Bank is relatively limited in terms of both size and diversification.
The low diversification of the savings and mortgages products makes SNS Retail Bank sensitive for fluctuations in net
interest income. By spreading in funding, multiple brands and conservative balance management, we try to reduce our
dependency. On the other hand, due to the less complex infrastructure, simple and standard products can be marketed
relatively quickly. These simple and standard products meet current market demands. Cooperation with franchisees and
intermediaries provides a strong distribution position and keeps costs low and variable, although this does involve
additional operational risks.
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8.2 Targets
SNS Retail Bank aims at:

* Increasing customer satisfaction, as expressed by a upward trend of the Net Promoter Score (NPS) for all brands,
see section 4.5
* A credit rating of at least A.

Table 6: Capital and liquidity

2013 Ambition
Core Tier 1 ratio 16.6% >13%
Loan-to-deposit-ratio 122% between 110%

and 130%

Table 7: Market Share SNS Retail Bank

2013 Ambition
Savings 10.1% >10%
Mortgages, new sales own products 1.8% 5% to 8%
8.3 SNS Retail Bank financial developments
Table 8: SNS Retail Bank
In € millions 2013 2012 Change
Result
Net interest income 954 702 36%
Net fee and commission income 50 54 (7%)
Investment income 38 23 65%
Result on financial instruments 3 47 (94%)
Other operating income 6 9 (33%)
Total income 1,051 835 26%
Impairment charges to loans and advances 214 224 (4%)
Other impairment charges 10 4 150%
Total operating expenses 522 479 9%
Other expenses 8 8 0%
Total expenses 754 715 5%
Result before tax 297 120 148%
Taxation 107 31 245%
Minority interests - 1 (100%)
Net result for the period 190 88 116%
One-off items (79) (36)
Adjusted net result for the period 269 124 117%
Efficiency ratio 49.7% 57.4%
Impairment charges to loans and advances as a % of gross outstanding loans to customers 0.39% 0.40%
Risk-weighted assets Basel || 14,578 13,081 1%
Savings 33,276 32,815 1%
Loans and advances to customers 53,417 55,179 (3%)
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8.3.1 Results 2013 compared to 2012

SNS Retail Bank’s net profit in 2013 increased by € 102 million to € 190 million (+116%). Net profit included a € 7 million
one-off gain from the nationalisation measures, consisting of the impact of the expropriation of privately placed
subordinated debt and gains from unwinding derivatives related to subordinated debt, partly offset by a € 53 million
charge for compensation of holders of expropriated participation certificates. Furthermore, the 2013 net result included a
one-off charge of € 86 million net, consisting of results of derivatives related to securitisations of the legacy DBV
mortgage portfolio. The securitisations involved are not part of SNS Bank’s regular securitisation programmes and are
structured differently in a number of key components. These securitisations contain conditions that the expenses for
early settlement of the derivatives contracts under current market circumstances lead to a negative result. In total, a
charge of € 86 million net was taken to reflect the potential early settlement expenses of these securitisations.

The 2012 net result had included a € 9 million loss on the exchange of Greek government bonds and restructuring
charges of € 27 million net. Adjusted for these one-off items, net profit of SNS Retail Bank was € 269 million compared to
€ 124 million for 2012. The main factor behind this increase was higher net interest income.

8.4 Income

Net interest income showed a considerable increase of € 252 million (+36%) driven by lower interest expenses due to
the expropriation of subordinated debt, declining interest rates offered on savings accounts and redemption of relatively
expensive term deposits.

In total, retail savings balances increased slightly from € 32.8 billion to € 33.3 billion. After a decline of € 1.3 billion in
January, retail savings showed a gradual growth and SNS Retail Bank’s market share in savings recovered to 10.1%
(year-end 2012: 10.3%). Bank savings, included in retail savings, continued to increase from € 2.4 billion at year-end
2012 to € 3.0 billion (+25%).

Also SME savings, included in ‘Other amounts due to customers’, rebounded after the nationalisation to € 3.1 billion
compared to € 2.9 billion at year-end 2012.

SNS Retail Bank’s residential mortgage portfolio decreased to € 47.0 billion (year-end 2012: € 49.4 billion), due to
redemptions in combination with limited sales of new mortgages. Redemptions were significantly higher than 2012 driven
by a higher level of prepayments. SNS Retail Bank’s market share in new mortgages was at 1.8% again limited (2012:
2.1%). Given SNS Retail Bank’s improved financial strength after nationalisation, it aims to gradually increase its market
share. The distribution share in mortgages already showed a growth in the last months of 2013.

The decrease in loans and advances to customers, in combination with a modest increase in retail funding, led to an
improvement of the loan-to-deposit ratio of SNS Retail Bank from 132% at year-end 2012 to 122%.

Net fee and commission income showed a limited decrease to € 50 million compared to 2012 driven by lower fees for
payments.

Investment income increased by € 15 million to € 38 million mainly due to € 12 million gains from the expropriation of
privately placed subordinated debt and the absence of a loss of € 13 million gross on the exchange of Greek government
bonds, partly offset by lower realised gains on fixed-income investments.

The result on financial instruments decreased by € 44 million to € 3 million, mainly driven by a € 115 million gross
negative result related potential early settlement expenses securitised mortgage portfolios. This was partly compensated
by € 68 million gains from unwinding derivatives related to expropriated subordinated debt. Buy-back results on own
funding paper amounted to € 44 million compared to € 49 million in 2012, in both years benefitting from the situation on
financial markets.
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8.5 Expenses

Total operating expenses increased by € 43 million. Operating expenses included a charge of € 53 million for
compensation of former holders of the third tranche of participation certificates, as well as a structural additional cost
allocation from SNS REAAL holding of € 37 million. This was partly compensated by a release of € 7 million related to
adjustments of SNS Retail Bank’s share in the savings guarantee scheme for DSB Bank. In 2012 there had been a
release of € 15 million related to DSB Bank and Icesave. Operating expenses in 2012 had also included a restructuring
charge of € 37 million. Adjusted for these items, total operating expenses decreased by € 18 million (-4%) mainly driven
by a reduction in the number of staff.

The efficiency ratio improved from 57.4% in 2012 to 49.7% driven by higher net interest income, more than absorbing the
additional cost allocation from the holding.

Table 9: Breakdown impairment charges SNS Retail Bank

In € millions 2013 2012 Change
Impairment charges of retail mortgages 173 161 7%
Impairment charges of other retail loans 5 19 (74%)
Impairment charges of SME loans 36 44 (18%)
Total impairment charges to loans and advances 214 224 (4%)
Other impairment charges 10 4 150%
Total impairment charges 224 228 (2%)

Total impairment charges to loans and advances remained high and relatively stable at € 214 million. This equates to 39
basis points of gross outstanding loans compared to 40 basis points in 2012. The high level of impairment charges
reflects the fragile economic situation in the Netherlands and lower recovery amounts on mortgages as a result of the
pressure on housing prices.

Impairment charges of retail mortgages increased by € 12 million to € 173 million. This equates to 37 basis points of
gross outstanding retail mortgages compared to 31 basis points in 2012. Impairment charges in 2013 included an
additional provisioning for lower recovery amounts due to the weak housing market, while 2012 included a charge related
to the implementation of more stringent risk assessment models.

Impairment charges of other retail loans decreased from € 19 million to € 5 million. Impairment charges in 2012 had
included an amount of € 11 million due to the default of one major debtor.

Impairment charges of SME loans decreased to € 36 million compared to € 44 million in 2012, with both years impacted
by the fragile economic situation and lower recovery amounts as a result of the pressure on prices of collateral.

8.6 Credit risk

Housing prices in 2013 were on average 6.4% lower compared to 2012 and the number of houses sold was down 6.1%.
A positive note was that the number of houses sold in the second half of 2013 surpassed both the number of houses sold
in the first half of 2013 and the second half of 2012. As a result housing prices stabilised in the second half of 2013
compared to the first half. However, overall the housing market was weak in 2013, resulting in lengthy recovery periods
of loans in default and lower recovery amounts.

Rising unemployment and declining disposable incomes are important drivers for the development of loans more 90 days
in arrears, which rose to € 1.2 billion compared to € 0.9 billion at the year-end of 2012. SNS Retail Bank proactively
contacts mortgage clients with higher risk mortgages, for instance due to high Loan-to-Values (LtV), and provides
information and advice to avoid consecutive missed payments, if necessary in combination with a personal budget
coach.
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The quality of the new mortgage inflow is, however, improving thanks to stricter standards and an increase in mortgages
covered by the National Mortgage Guarantee Scheme (NHG). At SNS Retail Bank, 75% of mortgage origination in 2013
was covered by the NHG. Of the total mortgage portfolio, 21% (including the securitised part) is now covered by the
NHG. At the end of December 2013, the weighted average indexed LtV of the retail mortgages stood at 89%, compared
to 87% at year-end 2012.

Table 10: Loans and advances to customers SNS Retail Bank

In € millions 2013 2012 Change
Retail mortgage loans 47,328 49,574 (5%)
Retail other loans 293 346 (15%)
Provision (342) (252) (36%)
Total retail loans 47,279 49,668 (5%)
Commercial mortgage loans 1,143 1,282 (11%)
Commercial private and other loans 2,805 2,041 37%
Provision (111) (103) (8%)
Total commercial loans 3,837 3,220 19%
Private and cash loans to the public sector 2,301 2,291 0%
Loans and advances to customers SNS Retail Bank 53,417 55,179 (3%)

Table 11: Loans and advances to customers in arrears SNS Retail Bank

In € millions December 2013 December 2012 Change
No arrears 51,432 96% 53,346 97% (4%)
< 3 months 1,205 2% 1,247 2% (3%)
3 - 6 months 296 1% 287 1% 3%
6 - 12 months 346 1% 265 0% 31%
> 1 year 591 1% 390 1% 52%
Subtotal arrears 2,438 5% 2,189 4% 1%
Provision (453) (1%) (356) (1%) (27%)
Total 53,417 100% 55,179 100% (3%)

8.7 Distribution and organisation

8.7.1 Central development and support

The total number of unique customers of the banking brands rose, from 2.7 to 2.8 million (+3%), despite the turbulent
period during the nationalisation. The highest growth occurred at ASN Bank (+3.0%) and RegioBank (+4.9%). After the
nationalisation of SNS REAAL and our subsequent communication, we saw a recovery in confidence because of the
growth in the number of customers.

Management and employees devoted much attention to implementing the Manifesto. How do we translate these themes
into a better customer service? How do we make sure that we do not stray once again from the course that

SNS Retail Bank and its brands established 200 years ago? The internal dialogue with employees and managers led to
numerous ideas and much enthusiasm. Sticking to one’s course requires effective management and processes, an ethic
of continuous improvement, and a culture based on the themes of our Manifesto. Many of the changes to the
organisation were designed to achieve this. A lot has already been achieved in the past couple of years with the
simplification of savings products, the systematic testing of new products to establish their usefulness to customers, and
the use of customer experiences as the basis for improvements. Many new improvements followed in 2013, such as
Budgethelp, a Mortgage Assistance Team, the financing of sustainability improvements to homes and more information
and convenience on the websites and the mobile banking applications.
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SNS Bank, ASN Bank, RegioBank and BLG Wonen have developed a collective vision with respect to sustainable
housing. The Tomorrow’s World (Voor de Wereld van Morgen) platform of ASN Bank has hosted focused crowdsourcing,
conclusions from which were also included. There have also been discussions of this theme with NGOs and other
stakeholders. The central features of our vision are quality, affordability and sustainability. With a shared vision, the
brands can share each other’s expertise and contacts more effectively, and work together on the development of our
housing-related services more frequently. This could involve the funding of energy-saving measures, or the offering of
energy performance advice.

New functionalities were added to the mobile applications of SNS Bank, ASN Bank and RegioBank in 2013. SNS Bank
was the first Dutch bank to provide an app to bypass geoblocking when abroad. Geoblocking is the automatic switching
off of paying by bank card when abroad that was introduced previously in 2013 to reduce the risk of bank card fraud. The
app allows the customer to switch paying by card abroad on or off. Mobile banking has really caught on to our
customers. At the end of 2013, nearly 30% of SNS Retail Bank customers were using mobile banking. Users of the app
have been able to give their opinions of mobile banking since December 2013. More than 5,000 customers had done so
by the end of 2013. These users gave the app an average score of 8.4, and 90% of them recommended it to other
customers.

Over 70 employees of SNS Retail Bank and Zwitserleven worked together on three savings products for retail customers
and on the development and market launch of a related customer services facility for Zwitserleven. This introduced a
series of products for a customer group that until now had hardly been served by the SNS Retail Bank brands.

Dealing responsibly with money

The products and service of our brands contribute to our customers’ ability to have a greater understanding and
awareness of their financial affairs. But people also need to have the personal knowledge, motivation and
encouragement to be able to handle money sensibly. SNS Retail Bank is actively promoting this in society. In 2013,
SNS Bank, RegioBank and BLG Wonen collectively launched Eurowijs, a teaching package on financial affairs for
children between the age of seven to nine in primary education. The package was developed together with partners and
meets the educational principles of NIBUD. After the launch at the end of 2013, more than 200 of our employees signed
up to give guest lectures.

For young people aged between 12 and 25, the Stichting Weet Wat Je Besteedt (Stay on top of your spending
Foundation, WWJB) is developing educational initiatives together with partners, and often with the young people
themselves. Along with SNS REAAL, SNS Bank is participating in the initiative as the senior partner. SNS Retail Bank
forms part of the foundation’s board and made one employee available on a full-time basis in November 2013.
Employees of BLG Wonen and RegioBank also contribute to this initiative. In September, WWJB and SNS Retail Bank
launched the simulation game MoneyMatters at a lower secondary education school. The game gives young people a
taste of financial matters in real life. Four SNS employees act as the experts in the help line videos that can be
consulted. See www.wwijb.nl for further information.

Safeguarding the customer’s interests

The brands of SNS Retail Bank make use of collective service centres and IT platforms. Collective standards and
performance indicators for the safeguarding of the customer’s interests have also been in use since 2013. This especially
applies to the new product approval process and the regular testing of products that are no longer sold, the use of simple
language in product information, the testing of the quality of advisers and independent intermediaries, complaints
procedures, customer satisfaction surveys, assessments of employees, and the application of other P&O tools.
Customer orientation has become an even more important part of the training of advisers. The criteria for quality and
knowledge of franchisees and advisers have been tightened. Each brand has its own complaints management, although
the reporting and procedures are largely the same. Since 2013, all the brands have used a continuous list of top five
complaints that are addressed with special vigour.
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Also in 2013, the brands tested all their products using the Group-wide SNS REAAL standards to measure whether the
customer’s interests were adequately prioritised according to the 'KNVB' criteria, which (in English) are: cost-efficiency,
usefulness, security and comprehensibility. The test also assesses whether the brands’ marketing and product
communication with customers meets all in-house and external regulations. The use of customer panels for product
testing was better organised in 2013, along with more accurate recording of customer contact experiences.

The brands of SNS Retail Bank have an active policy of preventing and solving customer problems. When the Cabinet
decided to permit a temporary tax-free gift of €100,000 for the repayment of mortgages, SNS Retail Bank was the first to
announce that this would be without penalty for our brands. After an appeal from the Minister to follow this example,
virtually all Dutch banks scrapped the penalty. This measure contributes to the avoidance of remaining mortgage debts.

Dilemma

With the introduction of a separate advice fee for complex products, many customers are investigating whether they can
purchase such products without taking advice. This is possible, but things can go wrong if the customer’s knowledge and
understanding are not as extensive as he thinks. This poses a dilemma for the bank. We want to offer customers what
they are asking for, but we also feel responsible for the consequences associated with freedom of choice by the
customer. For this reason, our banking brands do not (as yet) sell life insurance and bank savings products without
advice. First of all, we want to be more certain regarding the reliability of tests that indicate whether the customer is
buying a product that is actually suitable for his situation.

Proactive dialogue with stakeholders

SNS Retail Bank wishes to enter into a dialogue with interest groups and other external parties regarding the best way to
put the Manifesto into practice (stakeholder engagement). In 2013 we had informal consultations with (among others)
Vereniging Eigen Huis regarding assistance to mortgage customers experiencing problems with payments, the NIBUD,
the senior citizens’ organisation Anbo regarding the retention of ATMs and bank branches in small municipalities, and the
Vereniging voor Openbaar Onderwijs regarding financial education in schools.

The Manifesto was explained at the Hearing on the Future of Banking in the Dutch House of Representatives in
November 2013. On behalf of SNS REAAL, Gerard van Olphen spoke in response to the Wijffels Commission report
Towards a Serviceable and Stable Banking System and the Cabinet’s reaction thereto.

SNS Retail Bank supports an integrated approach to the reform of the Dutch housing market. SNS Retail Bank argues
that there should be a change of behaviour: first save, then borrow. Various lobby discussions took place in this context
with the Consumers’ Association, Vereniging Eigen Huis, Bouwend Nederland, VNO-NCW and the Insurers’ Association.
Our views were brought to the attention of the political parties and the Ministries of Finance and of Internal Affairs.

The House of Representatives organised a Hearing on online payments traffic in May 2013 as a result of several
disruptions, including DDoS attacks. An explanation of the methods used to ensure the security and availability of digital
funds was given on behalf of SNS Retail Bank.

8.7.2 SNS Bank: customer dialogue improves services

The website www.snsbank.nl provides customers with various tools to help them gain a good understanding and
awareness of their financial affairs, including a cash book, savings targets, interest rates change messages, automatic
replenishment for negative balances, and a savings manager. There were also numerous improvements in 2013, partly
thanks to the SNS Community. The mortgages page has been entirely changed. The customer’s requirement is now
the central feature instead of the product, with subjects such as The Mortgage Steps Plan, Your First Home, Renewing
Your Mortgage and Buying A New Home. Customers can also calculate how much of their own money they need for a
purchase, and they can check to see whether their current mortgage could lead to financial problems.

SNS Bank also wishes to be accessible for those with a handicap. For several years, SNS Bank has been the only bank
in the Netherlands with the Drempelvrij quality mark. The Stichting Waarmerk Drempelvrij gives this quality mark to
websites that can be accessed by people with a visual limitation.
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The SNS Shops continue to be important for personal contact, advice and the visibility of SNS Bank. The free
Budgethulp service was added as part of the service to mortgage customers in 2013. Customers are offered help and
tips in the shops to increase their understanding and awareness of financial matters.

Listening better to the customer, better customer service

In August and September, SNS Bank organised sessions with customers at ten locations across the country in order to
ask them what they expect from the bank and to give their own views regarding the bank’s direction.

The SNS Community focuses on promoting co-creation with customers, answering questions, and providing a platform
for discussion and exchange of news. Members are also actively approached to ask them to give their opinions of new
initiatives. In 2013, the SNS Community was opened to all customers wishing to think about or discuss our services and
current financial issues. The number of participants rose from more than 1,000 at the end of 2012 to more than 6,000 at
the end of 2013. On Facebook too, we saw a sharp growth in customer interaction. The number of Facebook fans rose
from 2,500 to nearly 11,000. In 2013, the community was directly linked to Mijn SNS (My SNS), so that customers can
gain access to the Community while Internet banking with a single mouse click. In Mijn SNS the customer can now
immediately see which topics are being discussed in the community. Hot topics were the nationalisation, the changes at
SNS Fundcoach, improvements to Mijn SNS and questions on customer service. Many questions were about the regular
processes, but also about transparency of products and policy, and the means of communication to customers. Why are
interest rates going up or down? Why was my application rejected? SNS Bank is pleased to see the increase in customer
involvement, and adjusts its communications regularly on the basis of member reactions. Mijn SNS was updated at the
end of 2013, on the basis of input from the community. The cash book function was improved, target saving savings
accounts were added, and annual statements and credit card statements that previously were sent only by post can now
be accessed online. In December, SNS Bank and BinckBank organised a webinar on the transfer of SNS Fundcoach to
BinckBank in 2014. Around 400 participants put over 335 questions during an interactive session.

The SNS Customer Panel acts as a sounding board for the management of SNS Bank. The panel consists of
approximately 20 customers who meet with members of the management of SNS Bank at least four times a year. The
issues discussed in 2013 included: the nationalisation, the concept of a new advertising campaign, mobile banking, the
local role of SNS Bank and its franchisees, and the DDoS attacks in April, which led to situations whereby online banking
was, on occasion, unavailable at various banks, including SNS Bank.

Complaints management and development
Complaints management at SNS Bank contributes to improving the organisation in three ways:

* Increasing customer satisfaction with respect to the handling of complaints and the quality of advice of the various
channels;

* Increasing customer loyalty, as expressed in a positive NPS score when a customer’s complaint is dealt with to his
satisfaction;

* Reducing the number of complaints submitted by improving processes and increasing quality.

The management of SNS Bank took direct responsibility for the Complaints Management department in 2013 in order to
emphasise the priority of complaints management. The maximum response time was reduced, from four weeks to three.
During peak loads, such as during the nationalisation, the maturity of the third series of SNS Participation Certificates
and the changes at SNS Fundcoach, this shorter response time was not achieved in all cases. SNS Bank informed its
customers on the occasions when this response time was not feasible. Communication campaigns for shop staff were
designed to resolve complaints as soon as possible after being heard, with the underlying problem being dealt with
thereafter. The total number of directly received complaints fell from 14,889 to 14,751 (-0.93%). The number of appeal
cases fell by 24%. The number of directly received complaints was considerably higher than usual immediately prior to
and after the nationalisation, and during the changes at SNS Fundcoach.
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The main improvements as a result of the analysis of complaints were:

¢ better explanation regarding changing a contra account and a power of attorney;

¢ better application and delivery process of digital cards (digipas);

* conversion of a joint account to a personal account is free of charge for the first three months;

* changes to customer mailings and other texts now include more explanation of the reasons for a rule;

* announcements are made regarding both increases and reductions to interest rates on savings;

* messages are sent to customers regarding their new monthly payment after additional mortgage repayments.

Customer satisfaction

Customer satisfaction with SNS Bank on the basis of the Net Promoter Score (NPS) fell from -35% to -39%. While
satisfaction rose or was high in many areas, the nationalisation of SNS REAAL still affected the total opinion of many
customers with regard to SNS Bank. SNS Bank is analysing the measurements in order to enable improvements where
possible. Frequently mentioned wishes included better service, and having an SNS Shop in the neighbourhood.

SNS Bank wishes to follow and record customer contacts more effectively, so that employees can manage customer
expectations better, and it intends to improve the national coverage of the SNS Shops in accordance with its strategy.

8.7.3 ASN Bank continues to grow to 608,000 customers

The number of ASN Bank customers rose from 588,000 to 608,000 (+3.4%) in 2013. Years of consistent sustainability
policy, product policy, customer service and marketing ensure a strong brand reputation and a high level of customer
satisfaction. According to a survey by the MarketResponse agency, ASN Bank was the most customer-friendly bank in
the Netherlands in 2013, as it was in 2011 and 2012. In addition, ASN Bank was again a frontrunner in responsible
banking according to the Fair Bank Guide.

On its website, with its ‘WAAR(de) op de kaart’ feature, ASN Bank shows in a new and accessible way where in the
world it creates sustainable value, through financing, investment, sponsoring, donations, knowledge exchange and joint
ventures. The effects can be seen both per region and per theme. The central themes of ASN Bank are: sustainable
energy, fair trade, housing, nature, and health & wellness and actions against child labour and arms trade.

ASN Bank attaches great importance to a dialogue with its customers and other stakeholders regarding its mission and
sustainability themes. The community of ASN Bank is called ‘For Tomorrow’s World’ (Voor de Wereld van Morgen), in
which customers and other interested parties actively contribute to the sustainability of society. ASN Bank encourages
and facilitates discussions and initiatives, and is thereby aware of the issues that interest people who are dedicated to a
sustainable society. The other way around the community members become well aware of what ASN Bank stands for. At
the end of 2013, the number of community members had risen to 53,000. At the General Meeting of Shareholders of the
investment funds, there were separate sessions at which customers discussed issues with the management including
the nationalisation of SNS REAAL and the position of ASN Bank. ASN Bank organised customer surveys and
discussions at various locations around the country. In early May, ASN Bank held a meeting at its head office with a
group of people who are in frequent dialogue with the bank through social media. The issues discussed included the
nationalisation of SNS REAAL, the relationship between ASN Bank and SNS Retail Bank, the sustainability policy, and
potential and actual new products. One of the starting points of the annual Ethical Investing Day is the dialogue with
visitors.

A large customer survey was organised at 12 different locations in the Netherlands in May, June and July. The purpose
was to assess the extent to which customers were satisfied with the products and the service, their level of knowledge
and expectations, their opinions about sustainability, their experience of the ASN Bank brand, and their expectations for
the further development of ASN Bank. The survey showed that for many customers sustainability is a broad and powerful
concept, covering social issues, ethics, decency, idealism, no child labour, no weapons, optimism, responsibility for the
future, environmental awareness, a focus on ‘doing something good’ (not just making a profit) and a focus on human
values. Many customers believe that working towards a more sustainable society involves cooperation with reliable
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organisations with similar goals. Customers want to see what we are investing in and how we work with others and share
our knowledge. ASN Bank can develop further in the areas of care for those in need and energy-efficient affordable
housing, for instance by investing in these areas and financing projects. The emphasis could be on projects close to
home, in the Netherlands. The parties that we invest in must be properly screened to establish that they run a
responsible business.

In 2013, ASN Bank continued to be a co-leader in the assessments made by the Fair Bank Guide, mainly due to a high
score on transparency in customer assets under management and the bank’s own investments, which are mainly funded
through savings.

If ASN Bank performs well, its social partners will benefit too. The contribution to these partners, including that of the
ASN Foundation, came to €2.6 million. This was 4.0% (2012: 7.4%) of the net profit. The number of complaints received
by ASN Bank was relatively small in comparison to the total number of customers and compared to other brands.

Customer satisfaction

ASN Bank is one of the few Dutch banks to get a positive rating on customer satisfaction based on the NPS method. Its
score fell slightly, from 22% at year-end 2012 to 19% at the end of 2013. The nationalisation of SNS REAAL is the most
likely reason that the score has not yet returned to the higher level seen in previous years. The actions taken by

ASN Bank on the basis of various customer satisfaction surveys included the following: giving more information on what
ASN Bank does with customer funds and its relationship with SNS REAAL, better monitoring of website usage, and
offering more response options on the website.

8.7.4 RegioBank focuses on personal contact and local facilities

At a time when other banks are leaving the villages, RegioBank’s presence here is growing. In 2013, the number of
customers increased from 530,000 to 556,000 (+4.9%). Growth was limited by the effects of the nationalisation of

SNS REAAL, as a result of which the name recognition campaign and the marketing action were not rolled out until the
end of the year. With a network of 530 independent advisers, RegioBank is the bank with the largest number of branches
in municipalities with fewer than 10,000 residents. In addition to personal contact, many RegioBank customers also value
the cashier function at the branches. Approximately 80% of the branches have a cashier.

RegioBank has improved its telephone customer service. Since September 2013 the employees at the head office and at
the branches have had complete customer profiles available on their screens as an additional resource whenever
customers get in touch. This enables them to help customers even faster and to make more appropriate product
suggestions. Support for the advisers has also been improved. RegioBank had a qualitative assessment of customer
experiences conducted, and used this information in September for a door-to-door folder giving 10 reasons to choose
RegioBank’. The response was good, and contributed to a strong increase in the number of customers in the last quarter.
RegioBank has changed the way it deals with complaints by giving priority to complaints that have the greatest effect on
customer interests. The total number of directly received complaints dropped by approximately 5.9%.

RegioBank is dedicated to maintaining local facilities in smaller municipalities. It is not only a fact that villages are losing
bank branches, but also a fact that the number of ATMs is also declining. Many people still prefer to pay with cash; in
many cases, however, there are no longer any ATMs in their own villages. RegioBank held discussions with
municipalities, mainly in contracting areas, regarding the placement of ATMs that can contribute to the viability of these
locations. Contact has been continued with 40 small communities since 2013, including Niekerk (Groningen),
Vogelwaarde (Zeeuws Vlaanderen) and Westerhaar (Twente).

RegioBank introduced www.voordebuurt.nl in December 2013, an online platform designed to encourage local
connectivity and vitality within the local community. The platform will be a place that links practical solutions, people and
organisations, with themes such as community life, senior citizens, young people and facilities.
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In December 2013 RegioBank organised the first of a series of meetings on the future of community life. The meeting
was attended by representatives of the Ministry of the Interior and Kingdom Relations, the National Association of Small
Communities (Landelijke Vereniging van Kleine kernen), Scouting Nederland, NOC*NSF and approximately 35 local
sporting and other associations. RegioBank wishes to support associations and local society in villages and small towns.

In July, RegioBank organised meetings for advisers at 12 locations around the country on the banking profession and the
future of RegioBank. The dilemmas of the profession were also discussed. When can you recommend a product to a
customer, and when should you not do so? When should you inform your customers? When should you make a report to
the AFM? There was also an opportunity to take the bankers’ oath, which up to now was taken by 115 advisers.

Customer satisfaction

Based on the NPS method, customer satisfaction for RegioBank remained stable at -7%. RegioBank is not satisfied with
a negative NPS, although this score is better than that of the large banks and is surpassed only by the sustainable
banks. Customers are particularly satisfied with the personal approach, the commitment and the customer care offered
by the bank. Adviser satisfaction with the RegioBank formula and organisation was unchanged at 87%.

8.7.5 BLG Wonen: from mortgage sales to housing advice

From now on, BLG Wonen will focus on housing advice rather than mortgage sales. The organisation has been made
more professional, in order to strengthen and expand customer relationships, in concert with our intermediaries. The
website has been improved, and is has now been designed with the focus on meeting customer needs rather than on the
offering of products. With Mijn BLG, customers have a personal environment with an overview of all the products and
they can effect transactions and make changes as well. This means convenience for customers and less administrative
work for intermediaries. Customer contact with the BLG Wonen head office increased, mainly due to the rising interest in
savings products that were introduced in 2012. It is partly for this reason that BLG Wonen has set up a customer
services department. Among other improvements, BLG Wonen has upgraded its quotation process so that customers
now receive a quote within two business days of their application. BLG Wonen also used customer reactions to increase
clarity in its quotations. At the end of 2013, BLG Wonen introduced the Woonbalans, a free app for housing-related
expenses such as energy, water, Internet, telephone and maintenance for house and garden. Customers can set their
own priorities, such as low cost or sustainability, for making links. Users enter their data for each housing wish, and
receive tips that suit their situation.

The total number of directly received complaints rose from 379 to 765 (more than 100%). BLG Wonen has brought its
complaints management in line with the other brands of SNS Retail Bank. Reporting has been improved, so that
problems can be dealt with faster and more specifically. The reports also now give more information on the customer’s
experience of the service provided by their intermediary. This helps BLG Wonen to develop its management and
monitoring of the quality of advice.

BLG Wonen devoted much attention to coaching its intermediaries, mainly to encourage them to invest in customer
relationships. The new offering from BLG Wonen, with an expansion from mortgage sales to housing advice, gives
intermediaries more possibilities than they used to have. Maintaining customer relationships is especially important at
this time, due to the developments in the housing market. Identifying potential or actual payment problems at an early
stage can avoid escalation.
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Customer satisfaction

BLG Wonen has started to survey customer satisfaction on a continuous basis, which has led to various improvements.
From now on, customers will first be called by their adviser with respect to an interest extension proposal, the website
has been improved, and wording has been simplified. The surveys also generate assessments of the advisers. An NPS
score was assigned for the first time. During the year, this rose from -20% to -15%.

8.8 Developments per product group

8.8.1 Savings and payments

The total Dutch savings market, including bank savings, increased from € 323 billion to € 325 billion (+0.7%). There
was a significant withdrawal of funds in the period immediately prior to the nationalisation. This was followed by a strong
recovery, but a large amount of savings was used to repay mortgages at the end of the year. SNS Retail Bank’s market
share of retail deposits ultimately fell slightly, from 10.3% at the end of 2012 to 10.1% at the end of 2013. Total retail
savings deposits increased slightly from € 32.8 billion at year-end 2012 to € 33.3 billion at year-end 2013.

There was little change to the product range. The number of products had already been sharply reduced in previous
years, and products had already been simplified. Zilvervloot Sparen, a savings account for children and young people
introduced in 2012, developed positively. The number of accounts rose from 31,000 at the end of 2012 to 69,000 at the
end of 2013. With Zilvervloot Sparen, SNS Bank and RegioBank want to encourage interest in saving by parents and
grandparents, and children and grandchildren. ASN Bank organised a savings campaign in cooperation with the National
Foundation for the Elderly. ASN Bank makes a contribution to the fund for each deposit of more than € 1,000 and for
each new account. The customers of ASN Bank thus treated 30,000 senior citizens to a day out.

The Eigen Huis Sparen product of RegioBank is unique in the savings market in the Netherlands. The interest rate is
higher than on other savings accounts, and funds can be withdrawn immediately. The condition is that withdrawals are
used to repay a mortgage, or to pay for a house or a building plot. It encourages customers to reduce their risk by
contributing more of their own money and taking a lower mortgage, which also usually has a lower rate of interest.
RegioBank has launched a business account for self-employed persons, foundations and associations. The advisers
have taken a workshop so that they can explain the product properly to their customers.

Bank savings at SNS Bank, RegioBank and BLG Wonen rose from € 2.4 billion to € 3.0 billion (+25%). The figures do not
include bank savings for mortgage redemptions. Bank savings products are simple, transparent products with relatively
low risks and low costs, which allow our customers to benefit from tax allowances to the maximum extent.

8.8.2 Mortgages

Turning point reached in sales of own mortgages

The market volume for new residential mortgages in the Netherlands fell from € 47 billion in 2012 to € 37 billion in 2013.
The number of mortgage transactions fell by approximately 15% to 169,992. The average transaction amount fell by
around 7%. The total mortgage portfolio of SNS Retail Bank, with a size of € 48.2 billion, declined by 4.9%.

The turning point in the decline in sales of new own mortgages appears to have been reached. The market share fell
heavily in 2012 to 2.1%, as a result of a lack of available capital due to the problems at Property Finance. After price cuts
and marketing campaigns in the second half of the year, the distribution share towards the end of 2013 began to show
growth. Nevertheless, the market share of new own mortgages fell to 1.8% at the end of 2013. With the mortgages from
its own brands and other providers, SNS Bank can make a good offer to virtually any type of customer. SNS Bank is the
only Dutch bank that also offers mortgages from other banks.
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Preventing problems and helping to solve problems

Payment arrears and write-offs are increasing, due to further decline of house price in combination with higher
unemployment. The number of mortgages in arrears rose by 12.0%. Write-offs declined from € 98 million in 2012 to

€ 71 million in 2013. The write-offs are high compared to the market, because many mortgage sales were made during
the peak years in the housing market. The number of forced home sales was 1,227 in 2013, compared to 990 in 2012.

SNS Retail Bank is identifying customers with potential problems more effectively, mainly on the basis of their mortgage
amount, the WOZ value and their known savings. SNS Bank offers customers a mortgage test that can be taken online
or in an SNS Shop. RegioBank and BLG Wonen also approached many customers to ask them to check their
mortgages. Customers can get free advice and tips, either online or offline, in order to help them improve their financial
situation. By taking the right steps in good time, many problems can be avoided. If there is a serious threat of payment
difficulties, the Mortgage Assistance Team will, together with the customer and his financial adviser, look for creative and
human solutions.

8.8.3 Investments

Introduction of separate fee for fund distribution costs

With effect from January 2014, the AFM prohibits Dutch banks from charging the commission for offering investment
funds to customers via the unit price, since these costs are not very transparent to the customer. For this reason, at the
end of 2013 SNS Bank started to convert all the funds it offers into new funds in which only the management fees for the
fund provider are included. Instead of commissions, since January 2014, customers of SNS Bank pay a service fee of
0.5% per year of their capital invested, up to a maximum of € 200. The change to net funds also applied at ASN Bank,
RegioBank and REAAL Banking Services, although the service fees vary for each brand. ASN Bank uses a lower service
fee in combination with a charge per transaction.

SNS Bank: simpler offering of investment funds

The total assets under management of the SNS investment funds rose from € 5.1 billion to € 5.4 billion (+5.5%).
Declining bond prices and a net outflow of investments were offset by stock price increases for equities. SNS Bank
simplified its offering of investment funds with the introduction of SNS Profiel Beleggen (Profile Investing) and the sale of
SNS Fundcoach.

SNS Profiel Beleggen is a form of online asset management designed to offer convenience and security. Customers’
money is invested according to a profile established in advance by the customer and SNS Bank. The customer finds the
profile that suits their situation best by completing an online questionnaire. The five profiles available range from very
defensive to very aggressive. SNS Profiel Beleggen thus offers an accessible and simple alternative to saving, and
allows customers to take slightly higher risks with some of their money in order to achieve a higher return. With its
Doelbeleggen product, RegioBank offers its customers access to the five profile funds of SNS Bank. Personal investing
at RegioBank continues to be available only to customers who already do this.

The wide variety of funds from Fundcoach is targeted at a relatively small group of investors who are prepared to devote
much time and attention to the composition of an investment portfolio. This activity is no longer suitable for SNS Bank. It
was therefore decided to sell Fundcoach to BinckBank at the end of 2013. Besides SNS Profiel Beleggen, investors can
still choose SNS Beleggingsfondsen (Investment Funds) or SNS Zelf Beleggen (DIY investing) to invest in equities,
bonds, options and a limited number of investment funds.

SNS REAAL Annual Report 2013

51



Responsible investments and responsible performance

SNS investment funds are actively managed funds. This means that they do not automatically track the index for the
sectors in which they invest. SNS Asset Management (SNS AM), the manager of the SNS Investment Funds, thus aims
to achieve two key objectives:

* Exclusion of investments that do not meet the ESG criteria (Environment, Social, Governance) and thus do not
adequately respect the principles of SNS Asset Management with respect to human rights, the environment and
good governance.

* To outperform, on average, the so-called tracker funds, thus justifying the slightly higher charges for active
management.

SNS Bank sets out the social and environmental aspects of its investment policy on its website and also shows the
extent to which its investment funds comply with the ESG criteria. SNS Bank publishes a quarterly report on its website
regarding excluded companies and active shareholdership.

Most customers with equity funds from SNS Bank were able to benefit from rising share prices. Four of the six equity
funds of SNS Bank outperformed their benchmark after deduction of costs. The SNS Euro Aandelenfonds realised a net
return of 20.6%, which was 0.80% better than the benchmark. The SNS Opkomende Landenfonds (Emerging Markets
fund) was the only equity fund to achieve a negative return, even though its performance was slightly better than the
benchmark. The returns on bonds were lower than on equities. The SNS Mixfondsen (Mix Funds) benefited mainly from
the higher share prices, but also from their overweight in equities as a result of the tactical allocation policy. The

SNS Profielfondsen (Profile Funds) were launched in mid-February 2013. Three of the five funds performed slightly
better than their benchmarks. The two most aggressive funds slightly underperformed.

Research agency Morningstar gives investment funds star ratings using a quantitative method based on historical
returns. According to this rating as well, SNS investment funds scored well, with five funds holding the maximum five
stars, four with four stars, five with three stars and one with two stars at the end of 2013. The SNS Profielfondsen
launched in 2013 will only be rated after they have had a track record of at least three years.

ASN Bank: sustainable investing continues to become more popular

Assets under management in the ASN investment funds rose from € 1,377 million to € 1,602 million (+16.3%), due to
both share price increases and net inflow. The decline in the value of bonds had a limited effect. ASN Bank's criteria for
sustainable investments go further than the criteria of SNS Bank, REAAL and Zwitserleven. ASN Bank has more specific
investment policies for each sector and theme, for example in relation to agriculture and animal welfare. ASN Bank sets
out the exclusion and inclusion criteria on its website. The bank also makes every effort to encourage responsible
investment in general, in part through the Groenberaad Banken (Green Banking Platform), the Association of Investors
for Sustainable Development, the United Nations Environment Programme Finance Initiative (UNEP FI) and the Carbon
Disclosure Project.

People who invest according to principles of sustainability are not primarily concerned with the performance of a fund.
However, for many investors, it is still an important bonus that the performances of the ASN investment funds compare
favourably with those of other funds, and that the ASN funds are sometimes among the best performers. For instance,
the ASN Duurzaam Aandelenfonds (sustainable equity fund) was the second-best performing Dutch investment fund
among globally investing funds over the last three and five years (source: Elsevier, October 2013). This fund also won a
Gouden Stier award for the best Dutch investment fund in 2013.
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8.8.4 Sustainable fuding

ASN Bank on-balance new business finance fell from € 309 million in 2012 to € 208 million (-32.8%) in 2013. The total
on-balance business finance portfolio rose from € 2,073 million to € 2,094 million at the end of 2013. ASN Bank tests
projects for business loans against the sustainability criteria of human rights, climate and biodiversity. Large projects,
especially for sustainable energy generation, are also tested against the international Equator Principles. In addition to
the business finance, investments increased from € 3,210 million to € 3,705 million, which includes € 50 million in new
green bonds from the European Investment Bank (EIB). The cash received upon the issue of the bonds is being used by
the EIB to fund projects in the fields of wind and solar energy and energy efficiency, which will contribute to reducing
CO2 emissions in Europe. ASN Bank also invests in affordable housing through retail mortgages. These investments are
part of the renewed policy for sustainable housing developed by ASN Bank together with SNS Bank, RegioBank and
BLG Wonen in 2013. The total investments in mortgages amounted to approximately € 4.5 billion at the end of 2013.
According to the risk criteria used by ASN Bank, the average value of the mortgages in portfolio may amount to up to
110% of the forced sale. At the end of 2013, this percentage was 86.1%.

A further € 598.6 million in new business finance was lent through the Green Projects Fund, in which customers can
invest. The first loans for the Energie Fonds Overijssel were made in 2013, in an amount of € 67.3 million.

ASN Bank invests in making homes sustainable

ASN Bank invested € 50 million in the Nationaal Energiebespaarfonds (National Energy Saving Fund) set up by the
Dutch government in 2013 on the basis of the Housing Agreement and the Energy Agreement. The fund offers 7 or
10-year loans of between € 2,500 and € 25,000 to home owners to finance energy-saving measures. ASN Bank was one
of the two banks that were eligible to participate. The National Energy Saving Fund has a total size of € 300 million, with
the government itself contributing € 75 million. The fund is viable because when the money borrowed is repaid, it is
returned to the fund. As from the beginning of 2014, private home owners can apply for a loan from the National Energy
Saving Fund. The loans lead to lower energy bills and contribute to improving the environment. The interest payable is
low and deductible from income tax, meaning that housing costs do not rise in the short term, and after the loan is repaid
they will decline on a permanent basis.

8.8.5 Insurance

Sales of new non-life insurances by SNS Bank rose strongly once again, by approximately 54%. SNS Bank has
intensified its marketing and sales via its website, the SNS Customer Service, and in particular through the SNS Shops.
It is a simple matter to expand a check for banking products in one of our shops to include an insurance check. Using the
Internet facility in the shop, and with the assistance of employees, customers can immediately purchase the products
they have chosen. SNS Bank ran a campaign to attract more customers into our shops. A Woonwekenactie (Housing
Weeks Campaign) on the website and in the shops also brought more customers into the shops. Compared to 2012,
SNS Bank managed to strongly improve its retention of previously sold products. Combined with the rise in new sales,
this has led, for the first time in several years, to growth of the total portfolio.

BLG Wonen introduced net home insurance policies, meaning policies whereby no commission is paid to intermediaries.
The advantage for customers is that they can be sure of getting a lower rate and independent advice. The intermediaries
have various arrangements for their fees. These can be in the form of a subscription, a separate fixed fee or a fee based
on an hourly rate.
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8.8.6 Other activities

SNS Securities, a subsidiary of SNS Bank, offers securities services for professional investors, and assists SMEs and
larger companies in private and public capital markets transactions. The securities research carried out by

SNS Securities focuses in particular on the Dutch small and midcap funds.

The contribution of SNS Securities to earnings remained more or less unchanged, despite a higher cost base as a result
of the sale of the private banking asset management business and the investment consultancy business. These activities
were sold to Bank ten Cate & Cie in September. The 26 employees concerned have entered employment with the new
owner. The strong position in the corporate bond market was the main contributing factor to the result.
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9 Developments at REAAL

The activities of REAAL comprise three business segments: REAAL Life, REAAL Non-Life and REAAL Other activities.
These segments are discussed separately in this chapter.

Table 12: Net result REAAL

In € millions 2013 2012 Change
REAAL Life (439) 72 (710%)
REAAL Non-life 0 (84) 100%
REAAL Other (43) (15) (187%)
REAAL (482) (27) (1685%)

9.1 Strategy of REAAL

REAAL develops and distributes individual life insurance, non-life insurance and disability insurance policies, as well as
bank savings products. REAAL achieves this with simple, clear and efficient services, putting the customers’ interests
first. REAAL’s customer base comprises mainly retail customers, and also small and medium-sized enterprises.

The mission of REAAL is to help people make deliberate choices. Deliberate choices require insight. REAAL helps
customers gain insight into their financial position, their needs, the risks relevant to them, the product options and the
pros and cons of self-reliance and outsourcing to intermediaries.

REAAL applies two methods to help its customers make deliberate choices:

a Reinforcing distribution via qualified intermediaries. REAAL wants to introduce a variety of service concepts that
match the needs of customers and intermediaries and offer REAAL potential value. In that context, REAAL wants to
reinforce the commercial strength of its intermediaries by means of client referral, online sales support and proactive
portfolio management. REAAL also wants to help intermediaries broaden their advisory role with online tools,
education and application of their own brands. REAAL aims for seamless collaboration with intermediaries based on
knowledge sharing, joint claims control and co-creation. Customers should feel confident in choosing REAAL and
their intermediary.

b Intensifying direct contact with customers and getting to know them better. This will enable REAAL to continue to
improve its products, services and returns also in the long run.

A variety of brands and distribution channels allows REAAL’s insurance operations to respond to the needs of various
groups of customers and keep pace with the market. REAAL distributes a large part of its non-life products via SNS
Bank. In addition, the Zelf brand is a specialist online provider of non-life products. Dier & Zorg offers accident and health
insurance for dogs and cats. Route Mobiel offers roadside assistance insurance for motorists. These brands place us
close to our customers, while central development and brand support create economies of scale.

In its current portfolio, REAAL aims to further increase efficiency benefits going forward based on harmonisation and
standardisation.
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9.2 Commercial developments and organisation

9.2.1 Preparing for the future

The separation of the Banking and Insurance activities of SNS REAAL puts organisational pressure on REAAL,
particularly as from 2014. The Group incorporates relatively many staff functions. REAAL improved its services to
customers, finalised the payments for compensation of overpaid unit-linked insurance costs and called over 28,000
customers to advise them to check their unit-linked insurance policies.

REAAL improved the organisation’s efficiency, mainly by harmonising and standardising its systems and products.
Operating costs remained stable despite additional cost allocations from the group amounting to € 18 million. On a
like-for-like basis, costs fell by around 13%. At the end of 2013, a new platform for non-life products was introduced
improving REAAL'’s services by means of far-reaching automation and process optimisation and thus create cost savings
in the years ahead.

9.2.2 New sales of term life insurance and bank savings products are stable

REAAL offers its customers a transparent and complete range of life insurance products. The risk insurance policies and
bank savings products complement each other well. In term life insurance, REAAL maintains its position as market
leader with a share of 25% at year-end 2013. There was growing competition from providers selling their products
directly to the market. As a whole, the market remained stable. REAAL rewrote the product information for new and
altered products in plain language and then tested its comprehensibility in a customer panel. The customer panel judged
that 75% of the products had clearly comprehensible information.

REAAL'’s bank savings products are life annuity products to accumulate and return capital and to postpone returns on
capital. The bank savings market grew again, but at a slower pace than in 2012. REAAL purchases its bank savings
products from SNS Bank and reaches many new customers through its intermediaries. REAAL'’s total new sales
remained flat. The ban on commissions and the separate consultancy fee spurred demand for term life insurance and
bank savings products without advice.

9.2.3 REAAL urges customers to check their unit-linked insurance

REAAL completed the execution of the scheme for compensation of costs for customers who had purchased unit-linked
insurance policies in the past. An initial amount was paid up on current insurance policies. In the period until the expiry
date of the insurance, REAAL annually deposits a constant amount into the policy. For insurance policies already
terminated, the cost compensation amount was paid as a lump sum. The compensation scheme applies to customers of
REAAL, SNS Bank, Zwitserleven and all their predecessors in title.

The capital accumulated on unit-linked insurance policies was adversely affected in recent years by low returns on
investment. Returns in the past decade were much lower than in the preceding 30 years. As a result, customers are
running the risk that their monthly premium investments are insufficient to reach their target capital. For that reason
REAAL informed all customers with a unit-linked insurance policy twice by letter, advising them to perform a check via
the website. This insurance check gives customers insight into their current policy, including wealth creation, and the
options and alternatives. Customers may obtain free rebalancing advice on their insurance via their financial advisor.

After consultation with the Netherlands Authority for the Financial Markets (AFM), REAAL developed a method to
approach vulnerable groups even more actively. Customers whose policies were most vulnerable to insufficient capital
accumulation were contacted by REAAL by telephone. These included mostly customers who pay high premiums and
whose policies are due to expire within 10 years. Before this campaign was completed, the AFM and DNB arrived at a
new definition of most vulnerable policies: policies with a projected maturity value that is lower than the current value plus
the sum of future deposits. This increased the size of the group designated for particularly active approach to 50,000.
These customers were called by telephone wherever possible, followed by email confirmation if possible.
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Many customers appreciated REAAL'’s phone calls. Customers who could not be contacted by telephone received a final
letter with urgent advice from REAAL. By year-end 2013, approximately 60% of the group of 50,000 customers had been
approached. All other customers with unit-linked insurance policies will be contacted in 2014. REAAL records the
deliberate choices of customers as much as possible. There are also customers who consciously choose to continue
their policy unchanged after having obtained rebalancing advice.

REAAL has a special website with clear information and information videos for customers with a unit-linked insurance
policy. Some 10% of the customers contacted took action to check their product on the website. REAAL'’s aim is for all
customers to use this website to obtain information about their personal situation and possible alternatives. In REAAL’s
view, all customers should in fact assess their complex bank and insurance products every five years, or arrange for
such, especially when large sums of money are involved or when a product serves an important financial goal, such as
mortgage redemption or pension supplement. An early check may prevent major financial losses. REAAL considers it a
prime responsibility to ensure — together with other insurers, industry associations and interest groups and the regulatory
authority — that consumer access to maintenance advice is easily accessible. Raising awareness and restoring
consumers’ trust in insurers and intermediaries are key in this respect.

9.2.4 Online growth in the individual non-life market continues

The size of the non-life market remained stable. Margins continued to be under pressure, particularly in the retail market.
The market share in non-life, including distribution via Zelf and SNS Bank, showed considerable growth from 4.5% to
5.9%. This growth was mainly attributable to the sales to retail customers through SNS Bank. New sales of non-life
insurance policies through SNS Bank rose by 26%. Currently selling 48% of REAAL’s individual non-life insurance
policies, SNS Bank has good potential for further growth. Online expert Zelf's market position is still modest, but new
sales were up by 22%.

In January 2013, REAAL introduced seven products for a new Goed Geregeld Pakket (a full-coverage insurance
package) for the non-life market, aimed at retail customers and self-employed persons. In April, eight other products
were added to this package. To customers, the new products entail greater simplicity and convenience, very extensive
cover and no additional policy costs or surcharges for payment in instalments. REAAL’s home insurance policies, for
example, receive high scores on damage cover in a study by the Dutch Consumers’ Association, also in exceptional
situations. The home insurance policies of REAAL, SNS Bank and BLG Wonen all scored top ratings in the test (source:
Consumentengids July/August 2013). The fact that the house insurance and home contents insurance policies link up to
such an extent that duplicated cover or shortfalls are not possible, has contributed to the positive score. The home
contents insurance policy provides unlimited cover for art, design and audio-visual equipment and does not require
customers to fill out an indicator for cover against underinsurance. Other insurance policies also stand out based on
cover. The third party liability insurance for retail customers also provides cover for resident blood relatives and relatives
by marriage. As to the motor vehicle insurance for bodywork, REAAL applies a generous replacement value for new and
used cars.

The extensive cover helps to reduce the number of difficult choices customers have to make and enables them to fill out
the application form more quickly. The language used in the terms and conditions has been simplified. The fully
automated process from application to policy creation is faster than before, as is the process of paying benefits following
a claim. This product package is a major improvement for REAAL in terms of efficiency and returns, as it replaces a large
number of old products with quite diverse terms and conditions and management and administration requirements. In
late 2013, REAAL started offering the new products to customers who have old products that will be discontinued.

The Goed Geregeld full-coverage package is well received by new customers but put pressure on the existing portfolio.
The average pricing was slightly higher due to pressure on the technical results achieved in recent years. Moreover, the
product price is risk-based, which means that prices can vary clearly among customers. Another reason for the lower
retention rate was the strong shift in the individual non-life market to direct online purchases. The total retail non-life
product portfolio decreased by 13% as a result.
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At the end of 2012, the corporate portfolio faced great pressure. REAAL’s credit rating is important in this market.
Following the nationalisation, REAAL managed to partly restore its position in this market.

9.2.5 Disability insurance

With its disability insurance products, REAAL focuses on self-employed persons and highly educated professionals in
employed positions. The disability insurance market contracted in the wake of a persistently weak economy. REAAL
experienced a drop in the number of new customers and related volume. One key factor in this was REAAL'’s strong
presence in the medical industry, which is severely hit by spending cuts and downsizing. Self-employed persons are also
cutting down on their disability insurance. Despite markedly lower volumes, REAAL managed to post a positive technical
result by means of good selection and risk pricing.

At the end of 2013, REAAL started converting a few hundred old products for retail customers into new products with
better terms and conditions. The maximum age at maturity was raised to 67 years in response to the raising of the state
retirement age. The UNIM Plus insurance now includes an extension of pregnancy cover, lower deductions on expiry of
the excess period, payment on adoption, run-off cover and payment on death. The indexation options for the UNIM
products were expanded. The new policy conditions were drawn up in plain language, at B1 level. In late 2013, the
impact on new sales and retention rates was not yet clear. This conversion had already been implemented for
self-employed persons at the end of 2012.

REAAL distinguishes itself in the disability insurance market with its prevention programme REAAL Lijfwacht. This
programme consists of services aimed at preventing disability. Disability has a major impact on the lives of entrepreneurs
who become disabled and can also threaten the future existence of their business. REAAL Lijfwacht offers services
aimed at keeping the entrepreneur healthy and at preventing or limiting problems.

9.2.6 Marketing campaign supports intermediaries

In the second half of the year, REAAL conducted a multimedia ‘Forgotten question’ campaign. Especially in a time that
involves greater economic risks, customers must ensure they have the right disability and term life insurance cover. They
ask their advisor for advice on this topic. The campaign was a subtle reference to the FAQ lists of standard questions
placed on websites where consumers can purchase products directly. They forgot to include the question of the
customer, which is actually very important to him. Fortunately, he can now ask his financial advisor.

9.2.7 Providing customers with clear information

REAAL applies three key objectives in providing clear information to customers:

¢ Clear products, structured according to a fixed and recognisable framework, that clarify what a product does and
does not do for the customer;

¢ Clear product information based on SNS REAAL’s style guide, aligning REAAL’s style with the manner of
communication by the other brands;

* Good accessibility of Customer Service via a central telephone number and answering as many questions of
customers as possible in one call.

REAAL frequently measures these three aspects, which are partly based on assessments by customers and customer
panels. Permanent information material, such as new brochures and quotation models, is only approved when at least
50% of customer panel assessments are positive about the extent to which customer interests are met.
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9.2.8 Customer service and customer contact

Aiming for long-term customer value

REAAL aims to become the most customer-focused insurer in the Netherlands. REAAL Customer Service plays an
important part in this respect. Customers increasingly find their way to REAAL Customer Service for their questions and
needs. REAAL thus assumes part of the information and administrative tasks previously performed by intermediaries,
allowing them to focus more on their advisory role. Customers find the direct contact with REAAL a positive experience,
which greatly contributes to customer retention. Furthermore, via REAAL Customer Service, REAAL obtains much
valuable information from customers to continually improve its services, products and processes. The point of departure
for every change to the process chain is long-term customer value. How can we organise activities differently so as to
provide quicker or better service to customers? REAAL expects its employees to identify with customers to such a
degree that they themselves suggest possible improvements. These improvements are introduced if they have proven
successful. In this way, every REAAL employee contributes to the ongoing improvement of customer focus and efficiency
in all service processes.

Improvements may ensue from day-to-day practice but also in response to complaint analysis and customer satisfaction
and customer experience surveys. For example, the information on mortgages displayed on the REAAL website has
been improved. Customers can use the website to obtain answers to questions on the maintenance of their mortgage or
how to make additional monthly repayments on their mortgage. Customers can now receive information about bank
savings products via email based on a track-and-trace system. After any purchase or continuation, this informs
customers exactly when a deposit takes effect and at what interest rate.

Stricter requirements for the Customer-Focused Insurance Quality Label

REAAL retained the Customer-Focused Insurance Quality Label, which serves as a guarantee of an insurer’s consistent
quality of services and customer focus. The Dutch Insurers Assessment Foundation, which issues this quality label,
checks insurers by means on a random sampling and introduces stricter requirements every year. In 2013, the
requirements for claims handling were tightened. REAAL improved the transparency of the claims handling process,
including by publishing additional information on the website, making a brochure about the role of the loss adjuster and
ensuring that customers always receive this brochure when the loss adjuster comes to visit. Moreover, REAAL reduced
the processing time for rejections by means of standard letters for the most common situations. REAAL much more often
chose to call customers instead of contacting them by letter or email, which many customers appreciated.

At the end of 2013, REAAL introduced a new email management system in order to gradually meet the more stringent
requirements for accessibility and communication by email. REAAL states on its website the follow-up period for emails it
receives and must meet a minimum of 90% of its commitments regarding these follow-up periods.

Improvement of complaint management

REAAL set up a complaints committee to further professionalise its complaint management. This committee aims to
improve quality measurement in respect of complaint handling, communications regarding complaint handling, the
monitoring and optimisation of the complaints processing time and the working method applied by employees when
handling complaints. The chairmanship of this committee rotates every six months between the Director Non-Life and the
Director Life.

In 2013, REAAL devoted more attention to customers’ experiences with a subject, which also led to more phone calls
and fewer written communication with customers. The definition of a complaint — and, consequently, the tackling of a
problem — was fine-tuned to include every expression of dissatisfaction. Especially with regard to non-life products, this
provides greater clarity as to what actions customers may expect from REAAL. REAAL keeps a permanent complaints
top 5 to learn more from frequent complaints.

In Life, a large number of complaints pertained to unit-linked insurance, with customers requiring more justification
regarding the cost compensation amount offered or disagreeing with the scheme. REAAL then provides a detailed
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response stating reasons. In addition, the challenge for unit-linked insurance was to prevent as much as possible the
processing time for product changes. Staff availability for this was limited in the first half of 2013 due to the major efforts
required for completing the compensation of costs in respect of the unit-linked insurance policies. Processing times were
sometimes long, leading to a temporary rise in the number of complaints. In the second half of the year, processing times
dropped by 2% and the number of complaints rose by 7% compared to the first half-year.

More complaints due to staff shortage, unit-linked insurance policies and improved registration

The number of complaints rose to 2,423 (+24%) at REAAL Life and to 1,680 (+230%) at REAAL Non-Life. The number of
first-line complaints and complaints addressed to departments increased by 78%. The number of complaints directed at
the Management Board fell by 11%. The number of complaints that REAAL received via the Financial Services
Complaints Institute (KiFID) was down by 10%. Part of the increase in the higher number of complaints related to
unit-linked insurance, both with regard to the essence of the compensation scheme and the products and with regard to
the long processing time for product conversion. Other contributing factors were the inclusion of more departments in the
central complaints administration and improved registration, in particular at Non-Life.

The average complaints processing time increased, with approximately 70% of complaints being processed within the
maximum processing time. The number of complaints settled by telephone rose from 17% to 34%. The amount of
additional payments based on leniency and settlement was up by approximately 33%.

Customer community launched

REAAL aims to strengthen the relationship with its customers and learn more about what drives them, which would
contribute to restoring trust and to greater loyalty and brand preference. For that reason REAAL started a customer
community pilot to engage in an online dialogue. In total 180 customers were registered during the pilot, 90 of whom
posted at least one response, while nine posted more than five responses. Participants reacted quite positively to the
pilot. A typical customer reply was: ‘I, too, hope that my participation will contribute to a more honest insurer. This
programme seems to me a very positive start, REAAL hereby indicates that it wants to take customer opinions seriously.’
For this reason, REAAL decided to set up a permanent customer community, which was launched in late 2013. This
involves a semi-open forum where all posts are visible to everyone, but which requires registration for customers who
wish to post a response. On this forum, customers create their own topics, addressing questions to each other or
REAAL. A REAAL webcare team is available to readily answer questions or encourage discussions. In addition, REAAL
will launch WIKI REAAL in early 2014, aimed at clarifying difficult financial concepts together with customers, to enable
an effective discussion of important topics with and among customers.

9.2.9 Engagement with intermediaries and other stakeholders

REAAL engages with intermediaries via the closed LinkedIn group Het Distributienetwerk van REAAL (‘REAAL’s
Distribution Network’), which concludes 145 advisors. In 2013, the focus was on the unit-linked insurance portfolio and
the ‘recovery’ advice. Through this group, REAAL intends to stimulate discussion with and between intermediaries, to
help each other to improve their performance towards our customers. REAAL discussed the collaboration with
intermediaries also in other ways: via group meetings, bilaterally and via Adfiz, OvFD and CFD, the professional
associations for financial advisors.

Via REAAL College, REAAL offers regular courses under the Financial Supervision Act, courses in the context of
continuing education and other intermediary training. In 2013, REAAL received more than 3,500 applications. Most
training takes place at the head office in Utrecht, but additionally many in-company training seminars are given both at
SNS REAAL and at the larger distribution partners. Although this involves professional training at commercial rates,
these contacts help REAAL to better understand the culture and dilemmas of intermediaries.

Other major stakeholders that are among REAAL’s ongoing contacts, are the Dutch Association of Insurers and the
AFM. With the AFM, REAAL discussed in detail the problems concerning unit-linked insurance policies. For more
information, see Appendix 2.4 — GRI Table 4.14-4.17.
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9.2.10 Customer satisfaction

REAAL measures the Net Promoter Score (NPS) for REAAL as a whole and for the individual business units several
times per year.

Table 13: Customer satisfaction based on NPS

2013 2012
REAAL (48%) (51%)
REAAL Non-Life (30%) (31%)
REAAL Disability Insurance (31%) (21%)
REAAL Life (52%) (53%)
REAAL also measures average customer satisfaction on a scale of 1 to 10 for Non-life retail and Life.
Table 14: Average customer satisfaction

2013 2012
REAAL Non-Life retail 7.5 7.6
REAAL Life 6.4 6.5

REAAL measures and monitors the NPS on an ongoing basis for the customer-related processes, which have most
relevance and impact. The key scores were as follows:

¢ Higher NPS for telephone contact with REAAL Customer Service, for claims handling and for opening a bank
account.

¢ Stable NPS for conclusion of disability insurance, for disability insurance claims handling and for settlement of
complaints.

¢ Lower NPS for conclusion and payment of benefits under life products and for conclusion of individual non-life
insurance.

Important conclusions and improvements were the following:

* Improved customer focus during telephone communications by deployment of more quality coaches at the Retail
Acceptance and Claims Handling departments. By means of a new knowledge system, employees can maintain
and expand their specialised knowledge better.

* A new system to offer distribution partners more insight into the status of claims settlement for customers.

* When switching to new products, customers receive the new terms and conditions in simple language at B1 level as
well as a service card with service and claims reporting numbers and an overview of the non-life insurance policies
concluded with REAAL.

Despite progress in a number of sub areas, REAAL cannot be satisfied with NPS developments in 2013. The main
conclusions were: further improvement of service levels, more proactive and relevant contact with customers and further
improvement of transparency in products and prices, and information in that regard. Each department has its own
improvement plan, partly based on its NPS scores. In addition, REAAL realises that the entire insurance sector still faces
a lack of trust due to the consequences of the financial crisis and the unit-linked insurance file. Together with all
professional parties in our sector, REAAL will have to keep doing its utmost to improve service levels and regain that
trust.
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9.2.11 Safeguarding customer interests

REAAL applies performance indicators to test customer interests in product development and promotion, the selling and
advisory process, customer service including after sales, and the corporate culture’s customer focus. The AFM tests all
products of insurers in active sales against the following criteria: cost-efficiency, usefulness, reliability and
understandability. REAAL itself then checks again whether these products still meet the criteria at least once every three
years. In addition, REAAL reassesses products when internal or external factors change, for example as a result of
legislative amendments. This approval and reassessment process is applied to all products and all brands of SNS
REAAL.

The introduction of the Goed Geregeld Pakket in 2013 gave customers the opportunity to switch to non-life products,
providing more extensive cover. The disability insurance products revised in 2013 also provide better cover, serving
customers’ long-term interests. For all new and revised products, both the products themselves and the language used in
the product information have been simplified. In 2013, REAAL developed additional criteria and assessment procedures
to better safeguard the quality, integrity and continuity of intermediaries. On this basis, REAAL will be more selective in
2014 in maintaining and retaining relationships with intermediaries.

Switching without advice

REAAL launched a pilot to help customers to continue or change a unit-linked insurance policy or single premium policy
without intervention of an advisor. The customer can arrange to switch from a policy to a bank benefits account after
maturity directly via REAAL for any amount below € 30,000. Customers must then take knowledge and experience test,
sign a document for the provision of services and pay a € 150 service fee. This arrangement is only available to existing
customers. Any switch to a different insurer after maturity of a policy must be arranged via an advisor, as REAAL can
only properly judge the effects of its own products. The pilot will be continued and further expanded in 2014.

In many other cases, too, REAAL made the rules for product changes more flexible in response to many customer
requests. REAAL reminds its customers of the added value of advice, but if customers insist they may change
investment funds and terminate a term life insurance policy that is part of a unit-linked insurance policy before maturity
without advice as well.

9.2.12 Responsible investment of premiums received

REAAL manages the insurance premiums that it receives from its customers in a responsible manner. This was again
the outcome of a survey into responsible investment by insurers conducted by VBDO, the Association of Investors for
Sustainable Development, at the end of 2013. Outperformed only by Zwitserleven, REAAL took second place among the
29 Dutch insurers that were assessed in the survey. The responsible management of the investments of REAAL and its
customers is performed by SNS Asset Management.

The Fair Insurance Guide assesses the ten largest insurers in two different areas: the policy for unit-linked insurance and
that for asset management on behalf of third parties. The Fair Insurance Guide only assesses the parent company of the
relevant insurers. For SNS REAAL'’s scores see section 11.2.2.

9.2.13 Contributions to society

REAAL finances the digitisation project of the International Institute of Social History (IISH). IISH conducts research and
collects data on the history of labour, workers and labour relations around the world. The IISH is in the process of
digitising a number of important archives and collections of persons and organisations from the socialist, communist and
anarchist movements in the 19th and early 20th centuries, such as Karl Marx and Friedrich Engels, Emma Goldman and
Karl Kautsky. The digitised collections will be made available on the IISH website and other platforms, including the
European digital library Europeana.
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REAAL feels connected to the [ISH mission. With the rise of industrialisation, we stood at the cradle of insurers such as
De Centrale and Concordia, which were founded to support workers and provide them with a social safety net of good
insurance. But also Hollandse Koopmansbank, 't Hooge Huys from the Province of Noord-Holland, Proteq and the Dutch
business units of Swiss Life, AXA, DBV, Winterthur and Zurich Verzekeringen are among the predecessors in title of the
current REAAL, Zwitserleven, Zelf and SNS Asset Management brands. Development and solidarity were major core
values at our predecessors. These are values that we now, in a new day and age, wish to revive following a period of
reflection on our role in society.

From July 2007 to July 2013, REAAL sponsored a chair at the Earth and Life Sciences faculty of the Free University for
research into the risks and insurance of water management.

9.3 Financial developments at REAAL Life

Table 15: REAAL Life

In € millions 2013 2012 Change
Result

Regular life premiums 1,110 1,218 (9%)
Single life premiums 221 218 1%
Premium income 1,331 1,436 (7%)
Reinsurance premiums 161 151 7%
Net premium income 1,170 1,285 (9%)
Net fee and commission income 49 52 (6%)
Share in result of associates 1 10 (90%)
Investment income 925 1,051 (12%)
Investment income for account of policyholders 556 694 (20%)
Result on financial instruments 21 93 (77%)
Total income 2,722 3,185 (15%)
Technical claims and benefits 2,662 2,479 7%
Acquisition costs for insurance operations 66 76 (13%)
Impairment charges 176 228 (23%)
Total operating expenses 157 160 (2%)
Other interest expenses 198 126 57%
Other expenses 1 - 0%
Total expenses 3,260 3,069 6%
Result before tax (538) 116 (564%)
Taxation (99) 41 (341%)
Minority interest - 3 (100%)
Net result for the period (439) 72 (710%)
One-off items (563) (215)

Adjusted net result for the period 124 287 (57%)
Operating cost/premium ratio 10.3% 9.2%

New annual premium equivalent Life 34 41 (17%)
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9.3.1 Result 2013 compared to 2012

REAAL Life posted a net loss of € 439 million with both 2012 and 2013 impacted by significant negative one-off of items,
mainly consisting of impairments of intangible assets. One-off items in 2013 amounted to € 563 million negative,
consisting of a VOBA impairment of € 392 million net, a goodwill impairment of € 150 million net, an additional

€ 15 million net charge related to the unit-linked policies settlement and a € 6 million loss due to the expropriation of a
subordinated bond of SNS Bank which was included in the investment portfolio.

One-off items in 2012 consisted of a partial impairment of goodwill of € 141 million net and an impairment of € 18 million
net related to REAAL Life’s distribution network. Finally, one-off items in 2012 included an additional € 56 million net
charge related to the unit-linked policies settlement reached in 2008.

Adjusted for one-off items, REAAL Life’s net profit decreased sharply to € 124 million. This was due to the total net
impact from realised gains, losses and impairments on the investment portfolio and hedges which decreased sharply to
€ 36 million, mainly driven by a lower contribution from interest rate derivatives. Also, underlying net profit of REAAL
Life showed a considerable decrease to € 115 million driven by lower direct investment income due to lower
reinvestment yields and an additional cost allocation from SNS REAAL holding.

Table 16: Underlying result REAAL Life

In € millions 2013 2012 Change
Net result for the period (439) 72 (710%)
Impact of one-off items (563) (215) (162%)
Adjusted net result for the period 124 287 (57%)
Gains, losses and impairments on equity portfolio 34 18 89%
Gains, losses and impairments on fixed-income securities 45 65 (31%)
Result on financial instruments 16 79 (80%)
Changes in insurance contracts due to movements of fair value items (59) (20) (195%)
Total net impact investment portfolio and hedges 36 142 (75%)
Amortisation VOBA and other intangible assets 27) (38) 29%
Underlying net result REAAL Life 115 183 (37%)

Results on equity hedges are included in gains/losses on equity portfolio instead of result on financial instruments.

Changes in insurance contracts due to movements of fair value items includes releases of/additions to provisions for interest rate guarantees in unit-linked
portfolio and separate accounts and the impact of shadow accounting.

The total net impact from gains, losses and impairments on the investment portfolio and hedges decreased to € 36
million positive compared to € 142 million positive for 2012, mainly driven by a sharply lower result on financial
instruments. In 2012, the result on financial instruments had been positively impacted by high gains on interest rate
derivatives due to the strong decline in interest rates.

Gains, losses and impairments on the equity portfolio increased from € 18 million positive to € 34 million positive. This
was due to lower impairment charges and higher realised gains.

The impact of gains, losses and impairments on fixed-income securities decreased from € 65 million to € 45 million due
to lower realised gains on bonds.

Changes in insurance contracts due to movements of fair value items mainly consisted of the impact of shadow
accounting, which (partly) shadows the results on realised gains of fixed-income securities and results on financial
instruments, the latter mentioned due to the amortisation of current and historical results on interest derivatives.

Amortisation of VOBA and other intangibles decreased from € 38 million to € 27 million following impairments of VOBA in
2012 and 2013.
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9.4 Income

Regular life premiums showed a marked decline, mainly driven by the indemnification of unit-linked policies and transfers
of part of the portfolio from REAAL Life to Zwitserleven. In a shrinking Dutch market, the market share of new individual
regular premiums increased to 19.3% compared to 18.2% in 2012, supported by term life insurances.

Single life premiums were in line with 2012 and the market share in this segment was at 7.9% above the 2012 level
(5.5%), due to pro-active offers to clients in compliance with protecting profitability.

As a consequence of lower regular life premiums, New Annual Premium Equivalent (NAPE) decreased from

€ 41 million to € 34 million.

Reinsurance premiums paid were higher, due to the in 2013 expanded reinsurance contract to cover a larger portion of
the portfolio.

Table 17: Breakdown Investment income for own account REAAL Life

Gross amounts in € millions 2013 2012 Change
Total investment income 925 1,051 (12%)
Realised gains/losses on equities 47 41 15%
Realised gains/losses on fixed income securities 87 107 (19%)
Other realised gains/losses 11 5 120%
Realised gains/losse 145 153 (5%)
Unrealised gains/losses (26) (15) (73%)
Direct investment income 806 913 (12%)

Direct investment income consists of interest, dividend and rental income.

Total investment income for own account showed a marked decrease due to lower direct investment income and lower
realised gains on fixed-income securities, partly compensated by higher realised gains on equities. The significant
decline in direct investment income was driven by lower reinvestment yields, the transfer of assets and capital of

€ 900 million to Zwitserleven in April 2013 and a lower investment portfolio due to transfer of part of the portfolio from
REAAL Life to Zwitserleven.

Investment income for account of policyholders was significantly lower, due mainly to the negative revaluation of
fixed-income securities following the increase in interest rates, partly offset by higher dividend income.

9.5 Expenses

Technical claims and benefits showed a limited increase. A VOBA impairment of € 523 million gross, was largely
compensated by lower technical claims and benefits for own account due to the decrease in premium income,
conversion of part of the portfolio to Zwitserleven and the impact of a reinsurance transaction. Technical claims and
benefits for account of policyholders were lower, corresponding to the decreased investment income for account of
policyholders.

Acquisition costs for insurance operations decreased strongly mainly due to the absence of commission fees of new
production. This was due to legislation changes related to commission fees for independent financial advisors (Customer
Agreed Remuneration).
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Table 18: Breakdown impairment charges REAAL Life

In € millions 2013 2012 Change
Impairment charges on equities 4 17 (76%)
Impairment charges in fixed income securities 6 9 (33%)
Impairment charges of intangible assets 152 186 (18%)
Other impairment charges 14 16 (13%)
Total impairment charges 176 228 (23%)

Impairment charges (excluding the VOBA impairment, which is included in technical claims and benefits) showed a
strong decline compared to 2012 mainly due to lower impairments of intangible assets, the remaining goodwill of
REAAL Life (€ 150 million) was impaired, while in 2012 there had been impairments of goodwill (€ 162 million) and the
distribution network (€ 24 million).

Impairment charges of equities were lower supported by higher equity markets in 2013. Impairment charges of
fixed-income securities decreased and included the impairment of a subordinated bond of SNS Bank due to the
expropriation.

Other impairment charges were also lower and consisted mainly of an impairment of a private loan to a property
development company. In 2012, they consisted mainly of impairments of property for own use.

Operating expenses were slightly lower to 2012, despite the impact of an additional cost allocation from

SNS REAAL holding of € 18 million. Excluding this impact, operating expenses decreased by € 21 million (-13%) driven
by cost reduction measures. Both 2012 and 2013 were impacted by costs related to the implementation of the agreement
on cost loadings of investment-based life insurance policies. The operating cost/premium ratio increased from 9.2% to
10.3% due to the decrease in gross premium and the additional cost allocation.

Other interest expenses increased by € 72 million, wholly due to a reinsurance transaction. The higher interest expenses
due to the reinsurance contract were compensated by lower technical claims and benefits.

In total, the reinsurance transaction had a net negative effect on the result of € 9 million (2012: € 7 million negative). In
2013 the reinsurance contract was expanded to cover a larger portion of the portfolio, resulting in a decrease in required
capital, which positively impacted the solvency ratio.
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9.6 Financial developments at REAAL Non-Life

Table 19: REAAL Non-Life

In € millions 2013 2012 Change
Result

Non-Life premiums 784 819 (4%)
Reinsurance premiums 59 66 (11%)
Net premium income 725 753 (4%)
Net fee and commission income 1 1 0%
Share in result of associates 1 1 0%
Investment income 129 67 93%
Total income 856 822 4%
Technical claims and benefits 522 473 10%
Acquisition costs for insurance operations 170 180 (6%)
Impairment charges 16 110 (85%)
Total operating expenses 143 128 12%
Other interest expenses 5 7 (29%)
Total expenses 856 898 (5%)
Result before tax - (76) 100%
Taxation - 8 (100%)
Net result for the period - (84) 100%
One-off items (12) (110) 89%
Adjusted net result for the period 12 26 (54%)
Combined ratio Non-Life operations 107.7% 97.3%

Claims ratio 67.7% 59.5%

9.6.17 Results 2013 compared to 2012

REAAL Non-Life posted a net result of nil compared to a net loss of € 84 million for 2012, which had been negatively
impacted by a goodwill impairment of € 110 million. The 2013 net result included an impairment of € 12 million on the
capitalised client portfolio. Impairments, both in 2012 and 2013 were driven by the persistent difficult circumstances in
the Non-Life market. The capitalised client portfolio related to disability, which amounted to € 56 million gross at year-end

2013, has not been impaired, but all other capitalised client portfolios have been impaired entirely.

Adjusted for these one-off items, net profit decreased from € 26 million to € 12 million. This decrease was driven by a
€ 66 million lower underlying result due to higher claims, most notably in fire and motor, and by the structural additional
cost allocation from SNS REAAL holding. Furthermore, the underlying result in 2012 had been positively impacted by a

release of provisions for unearned premiums and acquisition costs held for authorised agents of € 11 million.

Table 20: Underlying result REAAL Non-Life

In € millions 2013 2012 Change
Net result for the period - (84) 100%
Impact of one-off items (12) (110)
Adjusted net result for the period 12 26 (54%)
Gains, losses and impairments on fixed-income securities 62 10 520%
Total net impact investment portfolio and hedges 62 10 520%
Amortisation intangible assets (6) (6) 0%
Underlying net result (44) 22 (300%)
The lower underlying result was partly compensated by a € 62 million higher net impact from gains, losses and
impairments on the investment portfolio (mainly bonds) and hedges.
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9.7 Income

Table 21: Breakdown gross premium income REAAL Non-Life

Gross amounts in € millions 2013 2012 Change
Motor 259 280 (8%)
Fire 214 222 (4%)
Accident & Health 131 130 1%
Transport 54 65 (17%)
Other 126 122 3%
Total gross premium income 784 819 (4%)

In a competitive non-life market, REAAL Non-Life’s gross premium income decreased modestly.

In 2012, premium income had been positively impacted by a release of the provision for unearned underwriting
premiums held for authorised agents. In 2011 SNS REAAL had changed the calculation of this provision, adopting a
more accurate method which takes into account the fact that policyholders had switched more and more to payments on
a monthly or quarterly basis instead of annual payments. As a result, in 2012 an amount of € 14 million had been
released to the pre-tax result (€ 19 million in premium income partly offset by € 5 million in acquisition costs).

Adjusted for the € 19 million impact of the release of the provision for unearned premiums in 2012, total gross premium
income showed a marginal decline, mainly in transport, also due REAAL's policy to phase out some brokers with bad
claims ratios. As a result, some major contracts were terminated

Table 22: Breakdown Investment income REAAL Non-Life

Gross amounts in € millions 2013 2012
Total investment income 129 67
Realised gains/ losses on equities - 1
Realised gains/losses on fixed income securities 83 14
Realised gains 83 15
Direct investment income 46 52

Direct investment income consists of interest, dividend and rental income.

Total investment income showed a sharp increase, due to higher realised gains on fixed-income securities. However,
direct investment income decreased due to a smaller investment portfolio following a dividend payment to the REAAL NV
and the redemption of an intercompany loan in 2012.

9.8 Expenses

Technical claims increased mainly due to higher claims in fire and motor insurance, including the negative impact of
storm damages in the fourth quarter of 2013. This was evident in the entire industry. Results on fire insurances were
lower, impacted by some large claims. The overall claims ratio increased to 67.7% (2012: 59.5%, 61.2% excluding the
impact of a release of provisions for unearned premiums).

Acquisition costs showed a limited decline due to the release of accrued acquisition costs in 2012 as part of the release
of the provision for unearned premiums and acquisition costs. The acquisition expense ratio slightly decreased from
23.3% to 23.0%. Excluding the impact of the above mentioned release of the provision, acquisition costs decreased
marginally in line with the lower (adjusted) premium level.

Operating expenses increased by € 15 million mainly due to a structural additional cost allocation from SNS REAAL
holding. As a result, the operating cost/premium ratio increased to 17.0% compared to 14.5% for 2012 due to the
additional cost allocation. Excluding the additional cost allocation, operating expenses decreased with € 2 million.
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The combined ratio increased to 107.7% compared to 97.3% in 2012 (99.2% excluding the impact of the release of the
provision for unearned premiums and acquisition costs held for authorised agents).

Impairment charges of € 16 million consisted of an impairment on the capitalised client portfolio. In 2012 there had been
an impairment charge on goodwill of € 110 million.

9.9 REAAL Other

The Other activities of REAAL comprise the activities not directly managed by REAAL Life or REAAL Non-Life and
holding activities. The net result of € 43 million negative was € 28 million lower compared to 2012 mainly due to a
consolidation adjustment of € 26 million negative within the Insurance activities which related to sales of fixed-income
investments from REAAL Non-Life to REAAL Life and vice versa. At REAAL Non-Life and REAAL Life level these sale
resulted in realised gains on fixed-income investments, while at the REAAL level these gains have not been realised.
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10 Developments at Zwitserleven

10.1 Strategy

Pensions have become far too complicated. Complex pension products and communication result in people not
adequately understanding their pension situations. They cannot make decisions or take action even though that may be
necessary. Zwitserleven is not satisfied with that situation. After all, people entrust us with their money over a period of
40 years, so that they can enjoy the Zwitserleven Feeling afterwards. Indeed, the Zwitserleven Feeling starts now, since
having your finances in order, gives peace of mind. To achieve this, we look further than pensions alone. We want to
help people financially, now and in the future. This is Zwitserleven’s mission. And we can achieve this with Simplicity for
Later.

Simplicity for Later is the new strategy by which Zwitserleven responds to the changing market conditions. The market
for pension insurers is changing rapidly. Continuing low interest rates, rising life expectancy, shrinking tax facilities and
intense price competition are putting returns from guaranteed products under severe pressure. Employers are less and
less prepared to pay the high premiums that are needed to make these guarantees possible. Responsibility for building
up a decent pension is therefore shifting gradually from employers to employees. People will increasingly have to make
their own pension arrangements and continue to work for a longer period of time before commencing their retirement.
Zwitserleven wants to help them make the right choices.

The main features of Simplicity for Later are:

* The sale of simple and clear pension products based on a guaranteed contribution. Ultimately, these products will
completely replace the traditional products with a guaranteed final sum;

* The sale of supplementary products with accrual protection for personal capital accumulation, partly based on
products purchased from third parties;

* Comprehensible and clear information and communication enabling customers to make well-informed choices for
the build-up of their pension;

¢ Excellent service;

¢ Competitive pricing as a result of organisational cost-cutting measures and the offering of standardised products;

¢ Multiple distribution channels based on close cooperation with customer advisers and the development of direct
sales and advice.

Zwitserleven applies four sustainability principles in meeting its responsibility for the future of individuals:

* My conscience: a financially sound and socially relevant company that takes account of people and the
environment.

* You & | Together: listening and acting while considering others. Putting our customers, business partners and
employees first.

* Clear & Good: very consciously looking for simplicity in products, services and communication, to put a smile on the
other person’s face.

* Free & Secure: giving everyone a feeling of freedom and security, because you know you have arranged your
financial affairs well, both now and in future.

The customers of Zwitserleven include director-shareholders (DGA's), SMEs, large corporations, their employees and
other retail customers. Zwitserleven conducts an active dialogue with its stakeholders, including customers, advisers,
supervisory authorities and the media, in order to be able to contribute even more to the ability of customers to manage
their own financial affairs and to the sustainability impact of its activities. Zwitserleven invests its customers’ pension
contributions almost entirely in companies that meet our ESG (Environmental, Social and Governance) criteria.
Zwitserleven is a signatory to the Principles of Sustainable Insurance (PSI) of the United Nations. The first report, which
covers the period from July 2012 to the end of June 2013, is available on the Zwitserleven website.
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10.2 Financial developments

Table 23: Zwitserleven

In € millions 2013 2012 Mutation
Result

Regular life premiums 833 865 (4%)
Single life premiums 242 335 (28%)
Premium income 1,075 1,200 (10%)
Reinsurance premiums 3 6 (50%)
Net premium income 1,072 1,194 (10%)
Net fee and commission income 13 13 0%
Investment income 409 483 (15%)
Investment income for account of policyholders 72 817 (91%)
Result on financial instruments 39 (80) 149%
Total income 1,605 2,427 (34%)
Technical claims and benefits 1,597 2,272 (30%)
Acquisition costs for insurance operations 11 15 (27%)
Impairment charges 25 134 (81%)
Total operating expenses 132 137 (4%)
Other interest expenses 28 29 (3%)
Total expenses 1,793 2,587 (31%)
Result before tax (188) (160) (18%)
Taxation (47) (40) (18%)
Net result for the period (141) (120) (18%)
One-off items (172) (224) 23%
Adjusted net result for the period 31 104 (70%)
Operating cost/premium ratio 14.9% 14.5%

New annual premium equivalent Life 138 269 (49%)

10.2.1 Result 2013 compared to 2012

Zwitserleven posted a net loss of € 141 million mainly due to one-off items of € 172 million negative. These were mainly
caused by the impact of the shortfall of the IFRS liability adequacy test of € 157 million net, of which € 47 million was
charged as an impairment of the remaining VOBA and € 110 million as an addition to the technical provision.

Furthermore, there was an impairment of internally developed and capitalised software of € 15 million net. The 2012 net
result had included an impairment of the brand name of € 95 million net and a partial impairment of the VOBA of
€ 129 million net. At the end of 2013, all Zwitserleven’s intangible assets had been impaired.

Adjusted for these one-off items, Zwitserleven’s net result decreased from € 104 million in 2012 to € 31 million in 2013
due to a lower net impact of the investment portfolio and hedges, mainly driven by lower realised gains on bonds.
Furthermore, Zwitserleven’s underlying result declined compared to 2012 (from € 46 million to € 19 million) due to lower
results on mortality and disability, and due to an additional charge for a provision related to compensation for
investment-based pension contracts. Furthermore, interest results decreased due to lower investment yields and cost
results were lower, impacted by a structural additional cost allocation from SNS REAAL holding.
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Table 24: Underlying result Zwitserleven

In € millions 2013 2012 Change
Net result for the period (141) (120) (18%)
Impact of one-off items (172) (224) 23%
Adjusted net result for the period 31 104 (70%)
Gains, losses and impairments on equity portfolio 15 6 150%
Gains, losses and impairments on fixed-income securities 29 114 (75%)
Result on financial instruments 29 (60) 148%
Changes in insurance contracts due to movements of fair value items (59) 14 (521%)
Total net impact investment portfolio and hedges 14 74 (81%)
Amortisation VOBA and other intangible assets (2) (16) 88%
Underlying net result 19 46 (59%)

Results on equity hedges are included in realised gains/losses on equity portfolio instead of result on financial instruments.

Changes in insurance contracts due to movements of fair value items includes releases of/additions to provisions for interest rate guarantees in unit-linked
portfolio and separate accounts, the impact of shadow accounting and the impact of the hedging of inflation.

The total net impact from gains, losses and impairments on the investment portfolio and hedges fell to € 14 million
positive (2012: € 74 million positive) driven by sharply lower realised gains on bonds and lower results on changes in
insurance contracts driven by shadow accounting. This was partly compensated by higher results on financial
instruments, mainly consisting of unrealised gains on derivatives used for hedging interest rate risk.

Gains, losses and impairments on bonds were € 29 million positive compared to € 114 million positive. In 2012, in order
to lengthen the duration of the fixed-income portfolio, short-duration fixed-income securities had been sold and
long-duration fixed-income securities had been purchased, leading to substantial realised gains. The improved matching
of maturities of the fixed-income portfolio and associated insurance liabilities has reduced the sensitivity to changes in
interest rates.

Changes in insurance contracts due to movements of fair value items amounted to € 59 million negative compared to
€ 14 million positive in 2012. This consisted of the net impact of additions to provisions for interest rate guarantees

related to separate accounts, the net impact of shadow accounting and technical expenses related the impact of inflation.
Amortisation of VOBA and other intangibles decreased sharply from € 16 million to € 2 million following impairments of

intangibles in 2012 and 2013.

10.3 Income

Mainly in the second half of 2013 Zwitserleven attracted new clients in both the SME and the Corporate Clients segment.
The performance of the existing portfolio remained behind and, as a result of the continued focus on protecting
profitability, single pension premiums showed a strong decrease. By retaining a number of large contracts and the
conversions of part of the portfolio from REAAL Life to Zwitserleven, the decline in regular premiums was only modest.
As a consequence, total premium income was 10% lower and New Annual Premium Equivalent (NAPE) decreased from
€ 269 million to € 138 million.

Table 25: Breakdown Investment income for own account Zwitserleven

Gross amounts in € millions 2013 2012 Change
Total investment income 409 483 (15%)
Realised gains/losses on equities 23 15 (53%)
Realised gains/losses on fixed income securities 28 151 (81%)
Other realised gains/losses 5 (1) 600%
Realised gains/losse 56 165 (66%)
Unrealised gains/losses 5 2 (150%)
Direct investment income 348 316 10%

Direct investment income consists of interest, dividend and rental income.
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Total investment income for own account showed a significant decline due to lower realised gains on fixed-income
securities. Direct investment income was markedly higher due to the transfer of part of the portfolio from REAAL Life to
Zwitserleven, the transfer of assets and capital of € 900 million from REAAL Life in April 2013 and the conversion of
separate account contracts to traditional contracts. This increase was partly offset by lower interest income due to lower
investment yields as a consequence of the high level of realised gains on fixed-income securities in 2012 and by lower
dividend income.

Investment income for risk of policyholders was sharply lower, due mainly to the conversion of separated account
contracts to traditional contracts and negative revaluation of fixed-income securities as a result of the increased interest
rates. In 2012, there had been a decrease in interest rates.

10.4 Expenses

Technical claims and benefits decreased due to lower technical claims and benefits for own account due to the decrease
in premium income. Technical claims and benefits for account of policyholders were also lower, corresponding to the
decline in investment income for risk of policyholders.

Acquisition costs for insurance operations decreased due to the switch in 2012 to non-commission fee-based
arrangements for the sale and extension of pension contracts.

Table 26: Breakdown Impairment charges Zwitserleven

Gross amounts in € millions 2013 2012 Change
Impairment charges of equities 3 7 (57%)
Impairment charges of intangible assets 22 126 (83%)
Other impairment charges - 1 (100%)
Total impairment charges 25 134 (81%)

Impairment charges were sharply lower due to lower impairment charges on intangible assets. Impairment charges in
2013 consisted of an impairment of internally developed and capitalised software, while 2012 included an impairment of
the brand name.

Operating expenses decreased to € 132 million, despite an additional structural cost allocation from SNS REAAL holding
of € 16 million. Adjusted for the additional cost allocation, operating expenses decreased by € 21 million (-15%) driven by
a decrease in staff, lower depreciation expenses and the absence of restructuring charges (2012: € 4 million).

10.5 Commercial developments and organisation

10.5.1 Focus on products with a guaranteed contribution

The pensions market was once again under substantial pressure in 2013. Important factors in this situation included the
cost-cutting by businesses, the higher costs and selling prices for guarantee products, and a reduction in the tax
allowance for pension products. The uncertainty surrounding SNS REAAL at the end of 2012 and in early 2013 made it
difficult for Zwitserleven to attract new customers and to retain customers whose policies were maturing. The
nationalisation provided our customers with more transparency, but SNS REAAL'’s low credit rating and the proposed
separation of the Group continued to damage confidence among large corporate clients regarding Zwitserleven’s
continuity. Moreover, the solvency levels of all the insurers were pressured by increased liabilities, especially because of
the continuing low interest rates and the decline in the ECB yield curve.

With its positioning and pricing, Zwitserleven focuses mainly on value, leading to caution with respect to guarantees and
insurance of longevity risk. Total sales (including renewals) of regular premium and single premium policies declined by
10%. Zwitserleven’s market share in new regular premiums fell from 22.6% in 2012 to around 19.1% in 2013. Strong
retention in the immediately payable pensions segment made an important contribution here. The Zwitserleven Exclusive
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Pension was once again the most popular product. With this product, the employee knows exactly how much is being
invested on his behalf. The employee pays only the costs of management of the investment funds. After deduction of
purchase costs and fund management costs, (0.5% on year basis with a max. of 0.34% service fee) 100% of the net
premium is invested. Administration costs and the premiums for life insurance and disability insurance are paid by the
employer separately.

Guaranteed accrual accounted for approximately 50% of the total Zwitserleven portfolio at the end of 2013, compared to
55% in 2012.

10.5.2 Savings to supplement your pension

In July 2013, Zwitserleven introduced three savings products for retail customers that reflect the new direction of offering
simple products for additional capital accumulation. The savings products can only be opened and managed online. They
offer a competitive rate of interest that is higher than that offered by the three large Dutch banks. The website includes a
calculator that enables customers to work out how much they need to pay in to realise their savings target. The
introduction was supported by a marketing campaign based on a survey of savings habits among Dutch people and the
realisation of personal dreams. There was also a campaign to help the Nationaal Fonds Kinderhulp (NFK) to help fulfil
children's dreams. For each deposit of at least € 2,500 or a lump sum payment of € 2,500, Zwitserleven donated € 5.
Zwitserleven Savings is offered via ZwitserlevenBank, a trading name of SNS Bank.

10.5.3 NuPensioen for simple and cost-effective pension accrual

In January 2014, Zwitserleven introduced the Pension Now (NuPensioen) and the Pension Now account
(NuPensioenrekening), based on the requirements for a premium pension institution (or PPI). A PPl administers defined
contribution schemes formed by savings or by investing the defined contribution on the employee’s behalf. The
NuPensioen product includes life insurance and disability insurance, in addition to the investment and savings
components. Employees use the pension capital accrued in the PPI to purchase a pension benefit from an insurer on
their retirement date. Since a PPI is not permitted to insure investment risk or to guarantee benefit payments, the cost
structure for Zwitserleven is low and the capital that can be invested for the employees is maximised. This product
therefore is very suitable for Zwitserleven’s new strategy, which focuses on simple, clear and low product costs and the
principle of employees taking responsibility for setting and achieving their financial objectives. Zwitserleven assists them
with good service, clear information, calculation tools and straightforward, supplementary products.

10.5.4 Growth in direct sales and tied advice

In the area of direct sales and tied advice, Zwitserleven Pension Services focuses mainly on SME customers. This
department was set up in 2012 to offer a solution for customers that were no longer able to find a suitable arrangement
with a consultancy firm in connection with the stricter requirements of the AFM. The number of customers increased from
240 to over 450 in 2013. Zwitserleven Pension Services also introduced various new advisory services for
director-shareholders and smaller SMEs in 2013. The fees for advisory services are transparent and appropriate for the
target groups. With a cost-effective service and online management, Zwitserleven can offer smaller SMEs an attractive
price.

The implementation of direct sales, with advice to SMEs, fits the multiple-distribution strategy of Zwitserleven. Pension
consultancy firms are still the most important distribution channel. Zwitserleven has held detailed discussions with the
pension consultancy firms in 2013 in order to make clear agreements regarding the approach to customers and the use
of customer information. Procedures have been changed to avoid any appearance of conflicts of interest. For the same
reason, functional segregation will be introduced into the IT systems in 2014.

Zwitserleven also frequently consulted with the pension consultancy firms regarding the introduction of the ban on
commissions and new laws and regulations. The pension consultancy business is in flux, although the number of firms
that left this business as a result of the stricter requirements in 2013 was limited. Meanwhile, 1,076 firms continue to
operate, that meet the new pension insurance professional skills requirements. Zwitserleven does business with almost
all these firms.
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10.5.5 Better access to pension information

The Zwitserleven website is very important for increasing the ease of access to information on pensions. Animated film
clips and tools were added in 2013, covering subjects like ‘Will your pension hold its value?’, ‘The change in the state
pension (AOW) age’, ‘Check your AOW age’ and ‘Calculate your potential pension’. Besides portals for employers,
employees, director-shareholders and advisers, a portal for retail customers has been added in connection with the
introduction of Zwitserleven Savings. On each portal, Zwitserleven provides e-magazines and other relevant pension
information for the target group. The Zwitserleven website obtained the Free of Hurdles (Drempelvrij) quality label in
2013, showing that the elderly, people with sensory or mental handicaps and people with limited knowledge of Dutch can
easily access the site.

Testing for the customer’s interests

Zwitserleven developed a questionnaire for employers in 2013 that can be used to test whether an employer properly
understands the features, risks and insurance cover of the product for which he has concluded a contract. Proper
understanding of product features and conditions at the start of an agreement is important to avoid future
misunderstandings. In some cases, the test leads to a dilemma for Zwitserleven.

Dilemma

When purchasing the product, the employer receives advice from an independent adviser who is also paid by the
employer for this service. The response to several questionnaires showed that despite taking advice, the employer did
not fully understand the product and/or had not purchased the right product. The dilemma for Zwitserleven was that it did
not wish to bypass the adviser, since he had been engaged by the employer. For reasons of the customer’s interests,
however, Zwitserleven did contact the advisers and employers concerned because of the importance of establishing that
customers do really understand the products and therefore know what they have bought.

Zwitserleven has a model for life-cycle investing (HorizonBeleggen) that is part of the defined contribution pensions.
Based on age and years left until retirement, Zwitserleven invests the contributions received in a mix of shares, real
estate and corporate and government bonds. The risk profile of this mix will automatically be reduced as the retirement
date approaches. Zwitserleven regularly checks for the best possible balance to use the opportunities for return and to
manage the investment risks. The life-cycle model was accordingly adjusted for both existing and new products in 2013.

Zwitserleven’s pension products constantly evolve as a result of changes in laws and regulations and customer and
employee requirements. Zwitserleven also checked all of its products for new sales in 2013 to measure whether the
customer’s interests were adequately prioritised according to the so-called CUSC criteria: cost efficiency, usefulness,
security and comprehensibility. The comprehensibility of products and product information is tested by a customer panel.
The customer’s interests also involve the selling and advisory process, customer service including after-sales, and the
customer orientation of the corporate culture. Zwitserleven uses performance indicators for these aspects as well.

10.5.6 Simplicity and customer value are the priorities of the new organisation

Zwitserleven is creating a new organisation that reflects the changing market conditions. The central priorities are to
have simple and cost-effective products for new sales, some of which to be purchased from third parties, and
far-reaching standardisation and automation in the administration and management of old products. Good service,
support and communication continue to be essential elements in the new organisation to make the Zwitserleven Feeling
accessible to all customers.

Important steps were already taken in 2013. Operating expenses fell from € 137 million to € 132 million (-4%). The
number of employees (FTE) declined from 646 to 618 (-4%). Numerous legal and regulatory changes have put pressure
on the organisation. However, processes have been more intelligently designed on the basis of lean projects without loss
of quality and risk control.
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The number of products for new sales with guarantees on the basis of average or final salary schemes decreased from
seven to two. Zwitserleven no longer provides tailor-made solutions for customers. The thousands of separate schemes
created in the past are too expensive. By understanding customer needs better and listing them differently, Zwitserleven
wishes to create products that make tailor-made solutions redundant. A new system for the basic administration of
defined contribution products was taken into operation in 2013. In many cases, scheme members can make changes
themselves without the intervention of a Zwitserleven employee. Far-reaching automation leads to lower costs and
makes better customer service possible, also as a result of the reduced chance of administrative errors. Furthermore, a
large number of old products was converted in order to reduce the number of variants. Following completion of these
changes are completed in the coming years, the number of systems used for old products will be reduced from seven to
two.

10.5.7 Compensation for investment-linked pensions

In July 2013, Zwitserleven completed the implementation of the compensation scheme for investment-linked pensions,
with calculations carried out for 372,000 policies. By the end of 2012, approximately half of all policyholders were
informed if, and to what extent, they qualified for compensation. The other 50% were informed in the first six months of
2013. The policyholders received the amount credited to their policy not later than two months after receiving notification.
All the policies checked, 73,700 qualified for compensation. A total of € 56 million was paid, with an average payment per
policyholder of € 765.

In the second half of 2013, Zwitserleven completed a second round of compensation based on time-proportionate
charging. In the past, some policies were sold on the basis of high costs in the initial years and much lower costs
thereafter. Employees who had only worked at a company for a short time were thus charged for costs that covered
practically the entire life of the policy. A later amendment to the Pensions Act put an end to this practice and gave rise to
compensation for the years in question. Zwitserleven recalculated the charges for 53,000 policies on the basis of
time-proportionate charging over the entire life of the policy. A total of € 7 million was paid out, with an average payment
per policyholder of € 1,086.

10.5.8 Responsible investment

Zwitserleven invests its customers’ premiums in a responsible way, taking account of the effects on people and the
environment. We only invest in companies that observe international agreements. We do this by only investing in
companies that pass a sustainability test. That involves evaluation whether the company in question observes
agreements with respect to human rights, employment laws, corruption, the environment, arms, and customer and
product integrity. Through our investment manager SNS Asset Management, we encourage companies to make
decisions that take account of social issues, we engage in dialogue with companies and we exercise our voting rights at
shareholder meetings. Zwitserleven reports to its customers with a report on the execution of its investment policy on
quarterly basis. The reports contain summaries of voting behaviour and engagement with companies regarding the
impact of their policies on human rights and the environment.

According to the annual review of the Dutch Association of Investors for Sustainable Development (Vereniging van
Beleggers voor Duurzame Ontwikkeling, or VBDO), Zwitserleven’s had the most responsible investment policy of all
insurers in the Netherlands in 2013. This makes Zwitserleven the most sustainable insurer in the Netherlands according
to the criteria of the VBDO survey. This survey considers the policy, implementation and transparency of the
investments. Zwitserleven has held the Eurosif quality label for its transparent and socially responsible investment policy
since 2011. The objective of this European organisation is to promote sustainable business conduct in the financial
sector.

The Fair Insurance Guide (Eerlijke Verzekeringswijzer) assesses the ten largest insurers on the basis of two elements:
the policies for investment-linked insurance and for asset management on behalf of third parties. The Fair Insurance
Guide assesses only the parent company of the insurers concerned. Please refer to section 11.2.2 for the results.
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10.5.9 Serving customers better

Zwitserleven has improved its service and customer relationship system. Any employee can ask for a complete customer
profile at any time, meaning that customers can be served more quickly and follow-up actions can be scheduled more
easily. As a result of cost savings, it has not been possible to reduce the average customer waiting time. For important
processes and contacts with employers at important times, such as the start of pension payment, the service levels
remain up to standard.

Zwitserleven has reorganised its complaints management system, especially for complaints addressed to the
management and those received via official institutions such as the Pensions Ombudsman and the Financial Services
Ombudsman (Klachteninstituut Financiéle Dienstverlening, or KiFid). The line managers have taken over the
responsibility for dealing with these complaints from the Legal Affairs department. Zwitserleven can thus deal with
customer complaints more quickly and answer them in everyday language. Contact is also made by telephone in case of
complaints against management. These changes reduce the likelihood of escalation. Complaints analyses have been
discussed on a quarterly basis at the management meetings since 2013. Prior to that, this was done twice a year. The
closer involvement of the line managers means that complaints can be more effectively used for improvements to the
organisation.

The number of registered complaints has risen from 1,495 in 2012 to 1,722 in 2013 (+15%). Over 65% of all complaints
originated from employees of customers, with the remainder coming from advisers and employers. Most of the
complaints from employees of customers were related to the surrender of small pensions (not possible on individual
request at Zwitserleven), the processing time needed for the commutation of a small pension, failure to meet agreements
or failure to deal with a request, and lack of clarity or mistakes in the Uniform Pension Overview, or UPO (Universeel
Pensioen Overzicht).

Zwitserleven considers each complaint as an opportunity to learn and improve. Zwitserleven introduced various
improvements in 2013 in response to an analysis of the complaints received, including:

* The creation of a UPO portal on the website. This enables customers to find all relevant details of their annual UPO
easily, and data can be checked and improved more easily. Links are provided to instructive film clips.

¢ Better fulfilment of agreements. Overviews of outstanding agreements with customers are discussed daily and
employees consult with each other regarding outstanding activities. This gives more assurance that customers will
be contacted in a timely manner, in line with the agreements made.

10.5.10 Customer satisfaction

Several times a year, Zwitserleven measures the Net Promoter Score for the company as a whole and for its subfields.
The NPS score from SME employers and large corporate employers was established as a combined measurement for
the first time. Employers with many employees generally have more frequent direct contact with Zwitserleven, resulting in
a better score. This group achieved a positive NPS of 18.2%.

Table 27: Customer satisfaction based on NPS

2013 2012
Zwitserleven - employees of customers (43%) (41%)
Zwitserleven - employers (13%) large companies +6.8% SME -24.9%
Zwitserleven - director-shareholders (37%) (8%)
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10.5.11 Customer dialogue

Frequent contact with customers (employers and employees) on products and service, and related assessments, are
essential for the further improvement of service quality. In addition to customer satisfaction surveys and complaints
analyses, customer panels play an important role in this process. The results of these activities are used to further
improve all of our existing products and communication to employees, and to create and test new products and services
along with our customers. The use of everyday language in the product documentation is just one of the aspects that
contribute to comprehensible products. Zwitserleven also studies how it can make its product design and general product
communication more comprehensible. Input from the customer panels was also used in 2013 to put together educational
film clips for the website. All employees of Zwitserleven can improve their understanding of the customer experience by
watching the discussions with customers on video.

Via LinkedIn, Zwitserleven keeps employers up to date on pension developments and asks for their opinions through
discussions and polls. Employers can also put questions to Zwitserleven online. There were approximately 1,000
followers at the end of 2013. Zwitserleven also has a community for employees of its customers on Facebook, with some
1,200 followers at the end of 2013.

Zwitserleven organised various events for customers in 2013:

* Pension evening sessions for employees of customers approaching retirement, covering all aspects of the transition
and the payment of pension benefits.

* Pension Podium, an event for customers and their employees at three locations across the country at which
information and entertainment, such as a cabaret show on pensions, were combined.

* A number of on-site UPO days (as a paid service) to provide extensive information to employees on the Uniform
Pension Overview and all relevant pension aspects.

* A pensions seminar, at which Zwitserleven discussed current pension issues with pension fund managers,
employers, employees and distribution partners. The theme in 2013 was ‘Pension to the museum’, with future
philosopher Adjiedj Bakas sharing his vision of the pensions market in the future with visitors.

10.5.12 Employee dialogue

Zwitserleven developed a new strategy in 2013. Many changes were prepared and implemented, which led to a decline
in the number of jobs. Particularly at such a time, an intensive dialogue with employees is essential to get them involved
and to motivate them. Zwitserleven organised dialogue sessions, knowledge sessions, management visits and soapbox
and other meetings on strategic subjects. There was ample opportunity to ask questions and initiate debate.
Furthermore, members of the management regularly attended the normal work meetings and other departmental
meetings to understand what issues live among their employees.

10.5.13 Dialogue with other stakeholders

Zwitserleven wants to encourage responsible behaviour in the area of pensions in a broad sense. In this context,
Zwitserleven maintains various partnerships and dialogues with stakeholders in order to collectively create sustainable
value and to enable people to manage their financial affairs. The future of our pensions system, including a wider range
of choice for scheme members, and the restoration of consumer confidence are important themes for Zwitserleven.
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In 2013, consultation with De Nederlandsche Bank and the Authority for the Financial Markets took place at management
level three times. The discussions include financial information, market developments, strategic choices and projects,
dilemmas, problems and specific themes. The topics discussed in 2013 included the Witteveenkader, which determines
the annual amount of pension accrual that can be deducted from tax, the communication with respect to pensions, and
the additional freedom of choice for the employees of our customers. Responsible business conduct is an agenda item
on average twice a year. Zwitserleven also holds regular consultations with members of the Dutch House of
Representatives, government officials and organisations such as the Consumers’ Association. Furthermore, Zwitserleven
takes part, on occasion, in discussions with regulators and the government through the committees of the Dutch Insurers’
Association.

10.5.14 Awareness and education

Zwitserleven regularly seeks contact with the professional and public media in order to increase awareness of pensions
in the Netherlands, especially amongst younger people, and thereby to emphasise the importance of personal
responsibility and the options available to scheme members. Zwitserleven also supports various educational institutions
and projects by means of internships, thesis subjects, guest lectures, assistance in structuring of the curriculum and
grants. The activities in 2013 included:

* Development of a pension education class in secondary vocational education students, in cooperation with pension
administrator PGGM and the foundation Weet Wat Je Besteedt (Stay on top of your spending). Some thirty lessons
were given by management members and other employees. Zwitserleven strives to achieve a situation in which
- within five years from now — pensions are a standard part of the curriculum for young people. In 2013
Zwitserleven also gave € 11,000 in financial assistance to Weet Wat je Besteedt.

¢ Together with Stichting Qloud Connect, a platform for students with quantitative interest, companies and institutions,
Zwitserleven organises projects focusing on the future of pensions. In 2013 Zwitserleven participated in a
brainstorm session at which students considered the question of what pensions would look like in 2020. This led to
surprising concepts for new products and methods of distribution.

* Zwitserleven organises guest lectures each year for the business mathematics faculties at the Universities of
Applied Sciences in Amsterdam and The Hague. Students are asked to design a pension planner that consumers
can use to understand their pension. Zwitserleven offers internships and possibilities for graduation.

¢ Zwitserleven sponsors the Accenture professional award for the most sustainable innovation, in part to get ideas
itself regarding sustainability.

10.5.15 Contributions to society

Zwitserleven wishes to contribute to social objectives with the assistance of its partners, especially regarding the ability of
individuals to manage their own financial affairs. The spearhead project is Micropensioen, whereby Zwitserleven and
PGGM, at the initiative of Enviu, attempting to establish a pensions company in Ghana. This is a collaboration with local
business people, including micro-finance banks and insurers. Zwitserleven contributed € 60,000 to this initiative in 2013.

Zwitserleven supported the three-day Pension Event (Pensioen3daagse) with pension consultations and a cabaret on
pensions. Pensioen3daagse is an initiative of the Wise in Money Matters platform (Wijzer in geldzaken) and other
participants from the financial sector, the government, information and consumer organisations and the academic
community, with the objective of enabling consumers to manage their financial affairs. Zwitserleven contributed € 83,500
and 1,120 hours to this initiative in 2013. Zwitserleven made one FTE available to the Red Cross for six months for the
development of the Red Cross EHBO Card. In the immediate neighbourhood of its offices, Zwitserleven was involved in
the Amstelveen Summer Academy. In cooperation with the Municipality of Amstelveen and other companies,
Zwitserleven contributed to an educational programme for young people between 12 and 18 years during the summer
period.
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11 Developments Group activities

Group activities comprise the business units and Group staff activities for which the Executive Board has direct
management responsibility.

These activities are primarily geared at supporting the business units and include SNS Asset Management and
SNS Beleggingsfondsen Beheer. As from 2013, the costs of the Group staff departments are fully crosscharged to the
business units. For more information see section 20.1.

11.1 Financial developments

Adjusted for one-off items, the net result of Group activities amounted to € 7 million negative, compared to € 83 million
negative for 2012. This improvement was due to the higher allocation of operating expenses from the holding company
to the Banking and Insurance activities and lower interest charges on expropriated debt. The net result of Group activities
improved from € 100 million negative to a net profit of € 19 million. This improvement was partly due to one-off items: in
2013 there was a one-off gain from nationalisation measures of € 57 million, partly offset by a one-off pension charge of
€ 31 million net. The 2012 result included an impairment on the interest in Van Lanschot of € 17 million (2013:

€ 2 million).

11.2 SNS Asset Management

11.2.1 Strategy and activities

SNS Asset Management aims to achieve its customers’ investment objectives through sustainable performance, services
and advice. Its primary task is the responsible management and administration of the investments of REAAL,
Zwitserleven and ASN Bank for own account and risk and the investment funds and pools of SNS Bank, ASN Bank,
REAAL and Zwitserleven. The management for SNS Bank, REAAL and Zwitserleven comprises not only the execution,
but also advice on the development of a responsible investment policy. To ASN Bank, which has its own sustainability
research department, SNS Asset Management is only responsible for the execution. In addition,

SNS Asset Management conducts responsible investment management for external institutional customers, such as
pension funds and insurers.

In addition to return and risk criteria, SNS Asset Management also applies ESG criteria when selecting investments.
ESG stands for Environmental, Social and Governance. This means that aspects such as human rights, fundamental
labour rights (including child and forced labour), corruption, the environment, arms, and customer and product integrity
are explicitly included in the investment policy. This policy is based on the Fundamental Investment Principles, available
at www.snsam.nl, which are based on international treaties, conventions and best practices. In addition,

SNS Asset Management wants to influence the policies of companies that it invests in. Through active shareholdership,
exercise of voting rights and engagement in controversial topics, SNS Asset Management aims to deliver optimum
financial and social value for customers and other stakeholders.

SNS Asset Management outsources a minor part of its investment management (approximately 6%) to specialised
third-party managers. In its choices, SNS Asset Management considers responsible investment criteria. Where
necessary, these are negotiated with the third-party manager.

As a specialised and responsible investment manager, SNS Asset Management offers its institutional customers two
fund types:

* responsible index funds based on ESG criteria and active shareholdership;
* impact investment funds, aimed at improving access to financial services for SMEs and micro businesses in
emerging economies.
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11.2.2 Organisation and policy for responsible investment

SNS Asset Management's total assets under management dropped limitedly from € 45.9 billion to € 44.2 billion (- 3.7%).
94% Represented assets managed on behalf of internal customers: REAAL, Zwitserleven, the SNS Investment Funds,
ASN Bank and the ASN Investment Funds. Negative factors were the declining values of fixed-income portfolios and the
dismantling of the portfolios of two external customers, partly compensated by stock price rises.

Innovatively and responsibly into the future

SNS Asset Management enhanced the effectiveness of its organisation, in particular through innovation and process
simplification. In concert with its internal customers, SNS Asset Management seeks to earn higher returns at level costs.
Cost control is of the essential due to higher costs for supervision and legal compliance and a changed need with the
bank and insurance brands. Another key objective was maintaining the high investment performance. Returns at the
insurers are under pressure due to the large share of low-yielding government bonds in their portfolios. Part of this
portfolio was replaced by less liquid, but high-quality fixed-income investments, including private loans and corporate
bonds. These offer better returns at the same amount of capital and the same risk level.

The brands’ demand for change support increased. This included the launch of profile funds at SNS Bank, the
conversion of gross funds into net funds in connection with the introduction of a separate distribution fee, and
preparations for EMIR (European Market Infrastructure Regulation) and the European directive AIFMD (Alternative
Investment Funds Marketing Directive). With the introduction of AIFMD, all funds — including funds that were not
previously regulated — fall under the same transparency and fund documentation rules. This means more certainty for
customers regarding fund properties, including the risk and costs, as well as improved comparability. The directive took
effect in July 2013, but the deadline for implementation of all adjustments is July 2014.

SNS Asset Management retained its ISAE 3402 type Il quality certification, which indicates that the efficiency and
robustness of the organisation are at a proper level and that material risks are controlled effectively.

Making the investment chain more sustainable

Research, voting policy and proactive dialogue with companies (engagement) are crucial in putting responsible
investment principles into practice. The investment universe consists of around 2,000 global shares and bonds, primarily
from developed regions. At year-end 2013, 41 companies were excluded following ESG-based research. These are
companies that clearly violate the Fundamental Investment Principles and where improvement is not possible or
expected. SNS Asset Management also applies ESG criteria to investments in government bonds. Countries are
assessed through instruments of supranational organisations such as the World Economic Forum or the United Nations.
On account of the strong focus on the eurozone, the restrictions have limited impact on actual investment policy.

SNS Asset Management tightened its Fundamental Investment Principles (FIP) in 2013. All FIP components were
formally brought in line with the ten principles of the United Nations Global Compact, which focuses on human rights,
labour, the environment and anti-corruption. References to treaties and directives were also amended to meet the
expectations of interested parties, including the Fair Banking Guide (Eerlijke Bankwijzer) and the Fair Insurance Guide
(Eerlijke Verzekeringswijzer). The number of formally excluded arms producers was expanded based on a statutory
prohibition on investing in cluster munitions that came into force in early 2013. Although the arms policy was already in
effect in spirit as intended by the law, it was tightened in the letter of the policy.

SNS Asset Management introduced ESG policy for the pharmaceutical industry. Companies in this industry are now
screened for elements including unethical marketing practices and corruption, environmental aspects, product quality
and safety and the outsourcing of clinical trials.

SNS Asset Management also integrated the ESG principles in the decision-making process for investments, for example
by requesting ESG themes in combination with financial aspects of companies and discussing these with companies as

a correlated whole. SNS Asset Management also worked on improved ESG integration into the fixed-income investment
policy, which will lead to new policy in 2014. In anticipation of this, SNS Asset Management subscribed for Climate
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Awareness Bonds issued by the European Investment Bank (EIB). With this issue, the EIB finances projects in the areas
of wind and solar energy and energy efficiency, that contribute to a reduction of carbon dioxide emissions in Europe.

Proactive engagement with companies

SNS Asset Management engages with a limited number of companies in a constructive dialogue regarding ESG aspects.
It focuses on companies in the extractive industries (especially oil, gas and mining) and in the forestry and paper and
food, beverage and tobacco industries. These industries involve the greatest social controversies and risks. At the end of
2013, SNS Asset Management had initiated such dialogue with 24 companies.

A dialogue can be conducted through individual conversations with a company’s senior management, including relevant
experts and/or members of the Executive Board and the Supervisory Board, or through forums of various collaborating
shareholders. Confidentiality is a key condition for many companies in order to be successful. In the dialogue, any
proposed or fast voting conduct can often be used to strengthen a position. SNS Asset Management prefers to engage
with companies on ESG principles on a proactive basis, i.e. before conflict situations arise that could harm the interests
of shareholders or other interests.

SNS Asset Management opts for a cautious policy in the exclusion of companies. Many companies are more sensitive to
criticism from a committed shareholder than from an outsider. A condition of course, is that the company shows its
willingness to accept criticism and make changes. If the engagement ultimately fails to produce any results, SNS Asset
Management still has the option of excluding the company. This was done, for example, with the US company Walmart
Stores in 2013. In early 2012, SNS Asset Management expressed its concern to this company — the world’s largest in
retail industry — regarding the violation of labour rights, primarily in the US, and bribery and corruption practices in
Mexico. SNS Asset Management was not dissatisfied with Walmart's response to objections in respect of corruption,
diversity and employee satisfaction, but Walmart proved unwilling to give employees the right to collective bargaining on
employment conditions through a trade union and refused to start discussions on this topic. As a result, Walmart no
longer complied with the Fundamental Investment Principles. In late September, SNS Asset Management started selling
the 75,337 shares that it held on behalf of its customers. All shares have now been sold.

Voting policy

In 2013, SNS Asset Management casted votes at general and extraordinary shareholders’ meetings of around 2,000
companies. Management proposals that are put to the vote are reviewed in terms of corporate governance guidelines.
Where possible, SNS Asset Management has incorporated environmental and social criteria in these guidelines. The
voting policy is based on international guidelines for best practice, such as the prestigious International Corporate
Governance Network and specific national Codes. If any shortcomings are detected, SNS Asset Management uses the
opportunity to vote against a management proposal or to support an alternative shareholder resolution.

Engagement with other stakeholders

In August 2013, partly on SNS Asset Management’s initiative international investment institutions insisted that the US
and Canada introduce reporting requirements for oil, gas and mining companies in Canada. At the same time, warnings
were given against erosion of similar regulations in the US. The investors represented an aggregate capital of $ 5.8
trillion. In letters to the US supervisory authorities SEC and the Canadian Ministry responsible for natural resources, the
group of more than 30 investors called for a global standard. This would mean that the companies would be required to
publish all tax and royalty payments for all of their activities worldwide. SNS Asset Management’s primary aim is to give
the local population more insight into projects through disclosure of if this type of information. Secrecy increases the risk
of corruption in countries that are rich in natural resources, especially in emerging economies.
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SNS Asset Management made reports on ESG aspects of its investment policy more accessible to interested parties. It
provides quarterly updates of its investment policy, containing information on exclusions, recent voting conduct,
dialogues and real-life examples, to the SNS REAAL brands, which share these reports with their customers through
their websites or email. SNS Asset Management increasingly presented itself as a responsible asset manager in
professional media, for example in columns on the popular website iex.nl. SNS Asset Management acquired a (vice-)
board position in the Extractive Industries Transparency Initiative (EITI), a global coalition of governments, companies
and civil organisations working together to improve openness and accountable management of revenues from natural
resources. In addition, SNS Asset Management belongs to a steering group for fixed-income investments of the
Principles of Responsible Investment (PRI), an initiative backed by the UN. Both in its own organisation and through the
PRI, SNS Asset Management is committed to further embedding the ESG principles into its fixed-income investment
policy.

Other organisations with which SNS Asset Management regularly engages in discussion include Oxfam Novib, ICCO,
Amnesty International, the Fair Banking Guide, the Fair Insurance Guide, VBDO, First Peoples Worldwide, London
Mining Network, and several pension funds, banks and other asset managers worldwide.

The Fair Banking Guide is a joint initiative set up by Oxfam Novib, Amnesty, Mileudefensie, FNV, Dierenbescherming
and IKV Pax Christi. This collaborative partnership assesses private current accounts and savings accounts in the Dutch
market in terms of sustainability, while also looking at the banks’ investment and financing policies and practices. SNS
REAAL scored an 8 on the asset management component in 2013, the second-highest grade of all Dutch banks tested.
In 2013, this same partnership introduced the Fair Insurance Guide, intended to demonstrate to what degree insurance
companies contribute to a socially just and sustainable world through their investments. SNS REAAL scored average on
the various topics and sectors as compared to other insurers. The score was adversely impacted by SNS Asset
Management'’s focus on a limited number of sectors with high ESG impact. Together with two other insurers, SNS
REAAL achieved the highest score on the component ‘asset management for third parties’.

In the annual survey conducted by the Dutch Association of Investors for Sustainable Development (VBDO),
Zwitserleven and REAAL once again ranked first and second. In the first joint practical survey regarding human rights
conducted by the Fair Banking and Insurance Guides, SNS REAAL scored a 10 on all components.

Guidelines and conventions

SNS Asset Management endorses the Principles for Responsible Investment (PRI) initiative. The 850 affiliated financial
organisations have formally agreed that environmental, social and governance factors affect investment policies and that
it is important to integrate these factors in the investment process.

See GRI chapter 4.12 for an overview of all declarations that SNS REAAL and its business units have signed in respect
of corporate social responsibility.

See GRI chapter 4.13 for an overview of key memberships.

11.2.3 Asset management for external customers

The assets under management (AUM) of the Responsible Index funds for external customers remained nearly stable at
€ 1,015 million (2012: € 1,017 million). AUM in impact investing dropped from € 387 million to € 342 million (- 11%),
mainly due to the expiration of the first microfinance fund.

The Responsible Index funds are also available for investments for own account by REAAL and Zwitserleven. Since
2013, these have been used for SNS Bank’s new profile funds. REAAL previously made a Responsible Index fund
available for customers who wish to switch to a cheaper fund as part of their unit-linked insurance.
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SNS Impact Investing

SNS Impact Investing is the activity for development financing. Investments have been made in microfinance since 2007,
with € 342 million of capital being outstanding at year-end 2013. Since they were launched, the funds have yielded an
average annual return of more than 5% after deduction of costs and the management fee. The first fund expired at the
end of 2013. A third fund will be created in 2014. Investor interest in microfinance remains positive.

The SNS FMO SME Finance Fund was launched in November 2013. It was developed in collaboration with FMO, an
investment bank that focuses on developing countries and in which the Dutch State has a majority interest. The
committed capital amounted to € 100 million. This fund is aimed at expanding the financial services rendered to small
and medium-sized enterprises in emerging markets.

In addition to a market-competitive financial return, SNS Impact Investing also aims for a measurable social return in
order to contribute to increased quality and professionalism of SME financing and microfinance in the sector. The social
impact of all micro-credits outstanding is annually reflected in an Eye4lmpact overview on www.snsimpactinvesting.com.

11.2.4 Contribution to society

SNS Asset Management supported the initiatives Alpe d’HuZes, Stichting Tour du ALS and PAH Kidsdag, both
financially and by employee efforts.

11.3 Sustainable supply chain and the environment

As a large employer, SNS REAAL is part of numerous product and service chains. As a consumer of energy and raw
materials, a purchaser of goods and a user and manager of real estate, we wish to minimise all harmful impacts on
people and our planet, and make a positive impact wherever possible. We aim to make the supply chain more
sustainable by joining efforts with buyers and suppliers. At the same time, we aim to further reduce the costs of our
accommodation and the purchase of products and services. For our quantitative targets, see section 4.8.

The New World of Work (NWW) is primarily aimed at increasing productivity and striking a better work-life balance of our
staff, but also strongly contributes to cutting costs and adding sustainability. Partly due to the NWW, the average floor
space per FTE, excluding SNS Shops, was further reduced from 11 m? at year-end 2012 to 10.5 m? at year-end 2013.
The operating expenses for office space decreased from € 35 million at year-end 2012 to € 33 million at year-end 2013,
and will decrease further. Before the introduction of NWW, 1,300 employees worked at the Utrecht head office. This
number increased to 2,200 at year-end 2013. Since the introduction of NWW, SNS REAAL has reduced its office space
nationwide by 20%.

SNS REAAL has 1ISO-14001 environmental certification for the offices in Alkmaar, Utrecht, Den Bosch, Arnhem and
Zoetermeer. In order to retain this certification, SNS REAAL must introduce new improvements every year.

11.3.1 Reduced energy consumption and use of raw materials, carbon emissions and waste

volumes

In 2013, we consumed 21 GJ of energy per FTE, compared to 27 GJ in 2012. This represents a drop of 21%. Absolute
electricity usage for office buildings was down 26% and gas usage was down 28%, mainly as a result of closing offices
and expansion of the New World of Work. Paper consumption per FTE dropped limitedly by 3%, water consumption per
FTE dropped sharply by 23% and waste volumes per FTE dropped by 35%. In 2013, 67% of our office waste was
suitable for recycling, compared to 71% in 2012. See GRI 2.6 ENO3 table. As a result of NWW, part of the reductions
achieved at SNS REAAL is mitigated by an increase in employee home energy consumption.
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SNS REAAL pursues active energy and carbon dioxide policies. In 2013, SNS REAAL'’s office buildings consumed 26%
less energy compared to 2012. By purchasing green certificates, we managed to compensate the energy consumption
for all SNS Bank offices, except for one. The CO2 emission for the number of kilometres driven dropped by 16%. With
this performance, SNS REAAL is well within the limits of the MJA-3 energy covenant agreed with the government. SNS
REAAL published an annual emissions statement for the first time in 2013 with the aim of reporting more accurately on
carbon emissions in the process of developing into a carbon-neutral organisation. In 2013, REAAL decided to increase
its consumption of and green electricity to 100% and to fully compensate the CO2 emissions of gas usage in the years
ahead. At year-end 2013, 86% of the CO2 emissions of the gas was compensated (2012: 73%) and 94% of the
electricity was green (2012: 86%).

When renovations to office buildings are carried out, after relocation or otherwise, much attention is paid to using more
sustainable materials and installations. In 2013, for example, some 850 REAAL employees moved into a new office with
energy label A in Alkmaar, as a result of which several buildings with energy label G became superfluous. By the end of
2013 baseline BREEAM scans had been made for the Hojel Utrecht, Amsterdam and Alkmaar WB offices. A BREEAM
scan helps to identify where improvement measures are needed and increases the market value of a building. BREEAM,
which stands for Building Research Establishment Environmental Assessment Method, is an assessment method to
determine a building’s sustainability performance.

11.3.2 Sustainable purchasing

SNS REAAL is much committed to making the purchasing process for products and services more sustainable. In 60%
of all new contracts signed in 2013, a sustainability statement was included. In the field of IT in particular, foreign
suppliers were selected for whom such a statement is not always obvious. In 2014, we expect to reach a considerable
higher percentage for the new contracts. In the IT category, the score was 31%, compared to 44% in 2012. In the
Facilities Management category, the sustainability statement was included in all new contracts. In the other categories
primary process, professional services, HRM and marketing & communication the percentage of sustainability
statements was 72% at year-end 2013 compared to 75% in 2012.

SNS REAAL aims to promote sustainability of the supply chain by exchanging information with suppliers. Just like in
2012, a round-table meeting was held in 2013 in order to reinforce the collaboration. The discussion pertained to
dilemmas regarding the theme ‘people, work and responsible business practices’. Where possible, SNS REAAL seeks to
align its sustainability criteria with the ESG criteria that SNS Asset Management uses for its asset management. SNS
REAAL continuously weighs sustainability in its selection process. If a supplier offering the best value for money is not
prepared to sign a sustainability statement, SNS REAAL engages in a dialogue with that supplier after concluding the
contract in order to still improve the sustainability.

11.3.3 Facilities Management objectives

SNS REAAL'’s Facilities Management has the following objectives for the years ahead:

¢ Before 2016, our buildings Utrecht Hojel, Amstelveen, Alkmaar WB will comply with the BREEAM Label ‘very
good’.

¢ Before 2016, our buildings — including shops — and our operations will be fully carbon neutral, with an annual carbon
reduction of at least 8% being achieved in comparison with the total annual emissions statement for 2012. In this
respect, we avail ourselves of green solutions, sustainability measures and offsetting.

¢ Before 2015, our offices in Utrecht (Hojel), Amstelveen and both buildings in Alkmaar will offer room for flora and
fauna. In this way, we will contribute to biodiversity in and around the buildings.
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12 Developments Property Finance

12.1 Financial developments

Table 28a: Property Finance

In € millions 2013 2012 Change
Result

Net result discontinued operations (1,536) (813) (89%)
Net result for the period (1,536) (813) (89%)
Risk-weighted assets Basel Il - 7,511 (100%)

Table 28b: Property Finance

In € millions 2013 2012 Change
Breakdown result discontinued operations

Net interest income 77 98 (21%)
Result on financial instruments 4) (12) 67%
Other operating income (6) (2) (200%)
Total income 67 84 (20%)
Impairment charges 1,053 941 12%
Release constructive obligation (2,024) - 0%
Impairment charges goodwill - 47 (100%)
Total operating expenses 77 116 (34%)
Addition constructive obligation 2,024 - 0%
Other expenses 1 1 0%
Total expenses 1,131 1,105 2%
Result before taxes and transfer (1,064) (1,021) (4%)
Taxation (253) (208) (22%)
Net result before transfer (811) (813) 0%
Transfer result (967) - 0%
Taxation transfer result (242) - 0%
Net result for the period (1,536) (813) (89%)
One-off items (1,538) (47) (3172%)
Adjusted net result for the period 2 (766) 100%

12.2 Results 2013 compared to 2012

The net loss at Property Finance amounted to € 1,536 million, including a write-off of € 1,538 million net to bring the
valuation of the real estate finance portfolio in line with the transfer value as determined by the Dutch State. The total
assets of Property Finance had been separated at a substantially lower value than the book value. As part of the
transfer, a write-off of € 2.8 billion was required on the total assets of Property Finance as per 30 June 2012. Therefore,
in addition to the € 776 million impairments and discounts in the second half of 2012, in the first quarter of 2013 a
constructive obligation of € 2.024 million gross (€ 1.790 million net) was taken to bring the valuation of the real estate
finance portfolio in line with the transfer value. In the second half of 2013, an additional tax gain of € 252 million related to
the write-off of Property Finance was recorded based on a settlement agreement with the Dutch Tax Authorities resulting
in a total write-off of € 1,538 million net. In this agreement, it has been settled that the € 2.8 billion write-off on the total
assets of Property Finance is largely tax deductible (€ 2,710 million).
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Impairments and discounts in 2013 were offset by releases from the constructive obligation related to the write-off on the
total assets of Property Finance. A release of € 1,057 million compensated for loan impairments and discounts for the
year 2013, while a release of € 967 million compensated for the loss on the transfer of the real estate portfolio to the
Dutch State on 31 December 2013 (transfer result). The latter consisted of the difference between the transfer value and
the book value of the real estate portfolio at the end of 2013, after absorbing the impairments for the year 2013.

The net result, excluding the transfer result of € 967 million gross (€ 725 million net), fell to € 811 million negative,
compared to a € 766 million net loss adjusted for a goodwill impairment for the year 2012. The fall was mainly due to a
marked increase in loan impairments and a decrease in net interest income, partly compensated by lower operating
expenses.

12.3 Income

Net interest income showed a strong decline of € 21 million (-21%) due to the run-off of the loan portfolio and
foreclosures of loans.

The result on financial instruments of € 4 million negative was lower compared to 2012 (€ 12 million negative), mainly
due to lower discounts on the sale of performing loans, reflecting the slowdown of sales of loans to third parties and
limited discounts on realised transactions.

12.4 Expenses

Impairment charges increased by € 112 million (+ 12%) to € 1,053 million due to the weakening of European real estate
markets, mainly in the Netherlands and Spain, and an increase in the number of loans in default. The impairment
charges consisted mainly of impairments on loans (€ 859 million; 2012: € 718 million). Impairments on property projects
amounted to € 158 million (2012: € 210 million). Impairments on participations amounted to € 36 million (2012

€ 13 million).

Impairment charges on the Dutch portfolio increased to € 663 million compared to € 569 million in 2012. Impairment
charges on the international portfolio rose to € 390 million compared to € 372 million in 2012 and were related mainly to
Luxembourg, Spain and Italy.

Operating expenses decreased by € 39 million to € 77 million due to lower legal and advisory costs related to the run-off
of the real estate finance portfolio, lower costs related to forensic audits and decreased personnel costs, driven by a
decrease in external staff.

The transfer result reflects the loss of € 967 million gross on the transfer of the real estate portfolio to the Dutch State on
31 December 2013. This consists of the difference between the transfer value and the book value of the real estate
finance portfolio at the end of 2013, after absorbing the impairments for the year 2013.

12.5 Portfolio development

Total net exposure, excluding transfer result of € 967 million gross, declined by € 1.3 billion to € 5.7 billion (-19%)
compared to year-end 2012. This decline was due to impairment charges of € 1.1 billion and transactions (sales,
redemptions) of € 0.5 billion. The decline was partly compensated by the impact of new consolidated entities

(€ 0.3 billion). Total commitments declined by € 1.2 billion to € 6.7 billion (-15%).
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13 Risk and capital management

As a result of the nationalisation, the Ministry of Finance - in close collaboration with SNS REAAL - has submitted the
restructuring plan for SNS REAAL to the European Commission (EC). The EC approved this plan on 19 December 2013,
after which SNS REAAL transferred the activities of Property Finance to an independent real estate management
organisation with the NLFI as the shareholder with effect from 31 December 2013. In 2014, banking and insurance
activities will be split and the insurance activities will be prepared for divestment. The activities of SNS REAAL holding
will be phased out over time.

To prepare for the separation into an independent bank and insurance company, the process plan had already been
written and a project organisation had been set up in 2013. The senior management of the Group, bank and insurer were
involved in the formulation of this process plan. The plan broadly addresses the (operational) risks involved in separating
the company.

As result of the nationalisation and the separation of Property Finance, the risk profile of SNS REAAL substantially
changed. The capitalisation and the risk profile improved because the risks involved in the business operations of
Property Finance are no longer included in those of SNS REAAL.

Despite the considerable increase in workload, SNS REAAL's management paid attention to managing the various risks
to which the company is exposed. Due to a changing external environment, new laws and regulations (Solvency Il, Basel
[I/111), an increased number of inquiries from regulators and regulatory requirements, the necessary focus on the
business unit Property Finance, necessary investments in the data warehouse infrastructure and organizational changes
within SNS REAAL, there was pressure on the available qualitative attention for the internal control framework.
Specifically with respect to the linkage between internal control at the group and at the business units level. The internal
control framework currently consists of individual components through which the actual risks are managed and of which
the effectiveness is tested. In the new governance structure, the management teams of the bank and insurer will give
further substance to an integrated control framework.

Following the separation into a bank and insurer, the financial risks of the separate entities will not be materially different
from the current situation. In accordance with the request by the Minister of Finance during the nationalisation, work
began in 2013 to reduce the financial interdependency of the bank and insurer. This will continue in 2014.

13.1 Overview of financial risks in 2013

13.1.1 Developments in risk management for Banking activities

Credit risks

2013 was a year of economic contraction and rising unemployment. This led to an increase in the number of defaults
throughout the retail mortgage market. The number of mortgages in default increased too. House prices continued to fall,
as did the number of sales, which made it difficult to recover mortgages. Under its mission ‘customers’ interests first’
SNS Retail Bank has refined its approach to customer groups. This has improved SNS Retail Bank's ability to offer a
prompt and adequate solution to customers who are in, or are facing, default.

The models were regularly updated to gain a clearer understanding of how the credit risk is developing in the various
portfolios of SNS REAAL. Updating the models has resulted in the provisions being increased in line with the increasing
credit risks.
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Quality of the mortgage portfolio

The credit quality of SNS Retail Bank’s mortgage portfolio deteriorated in 2013 compared with the mortgage portfolio in
2012. This was the result of the weak economic growth, rising unemployment, a difficult market for owner-occupied
houses and falling house prices in the Netherlands. On the other hand, the quality of new inflow in the portfolio is
improving due to stricter acceptance standards and a higher share of mortgages covered by the National Mortgage
Guarantee.

Regulators

The pressure exerted by regulators on banks was further intensified in 2013. During that year the recovery plan for the
bank, the Basel Il migration plan, the regulatory stress test, the evaluation of the Risk Appetite Statement, the ICAAP
and the ILAAP were completed and work began on the Asset Quality Review for the ECB. Additionally, SNS Retail Bank
is on track to meet the Principles for Effective Risk Data Aggregation and Risk Reporting (PERDARR) as drawn up by
the Basel Committee (see also section 13.6.1).

Risk management organisation

Further improvements were made to the risk management organisation in 2013. Roles and responsibilities were more
clearly defined and separated where required. The bank is thus further defining the 'three lines of defence'. (See also
section 22.2)

Property Finance

In 2013, Property Finance performed an in-depth portfolio analysis on the largest part of the portfolio of real estate
projects and real estate financing. This analysis was intended to produce a report on the situation of the portfolio,
defining new exit strategies and exit data for all complexity relations and to perform a scenario analysis for future
developments.

Due to the unfavourable developments in the Dutch and international real estate markets, it has proved necessary to
foreclose collateral Property Finance had received. This resulted in the de facto control by Property Finance over several
real estate projects that were recognized on the balance sheet of Property Finance.

13.1.2 Developments in risk management for the Insurance activities

Risk criteria

In 2013, as preparation for the new standards known as Solvency 1.5 (such as the Theoretical Solvency Criterion) and
Solvency Il, internal management reports had already been extended by the risk criteria based on these standards in
anticipation of this new legislation. The risk management of the insurer is guided by the Solvency | framework, but the
impact of these new risk criteria is (also) taken into account at the same time.

Earnings models

The insurer’s earnings models were subject to further analysis in 2013. The contraction in the life insurance market
continued as a consequence of the changes to the tax regulations and in customer behaviour. The risk management
departments of the insurer were expressly involved in the analyses of these earnings models. Group Risk Management
also took part in these discussions on the basis of its second-line role and in continuous dialogue with the Business Units
and the Board of Directors. An important conclusion is that the Dutch insurance market is expected to undergo
consolidation of which REAAL will be involved. This is also set out in the restructuring plan approved by the European
Commission.
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Solvency

The solvency of the Insurance activities came under further pressure during 2013. In July 2013, France was downgraded
by Fitch, as a result of which it is no longer included in the ECB AAA Curve used to value the insurance liabilities. This
led to downward shift in the ECB AAA yield curve and, accordingly, a fall in solvency. Solvency was also adversely
affected by the update of parameters (including the impact of the additional structural allocation of Group expenses),
methodologies and models. These negative factors were partly compensated for by the development of the interest rate
and credit spreads. REAAL has focused closely on the development of solvency and has put mitigating measures in
place to maintain the solvency level. (See also section 13.3.2).

Balance sheet management

Solvency pressure leads to a dilemma in the balance sheet management. REAAL seeks to manage the balance sheet on
economic grounds, but the current low capitalisation level results in regulatory solvency being the leading metric when
managing the balance sheet. In particular, using the Ultimate Forward Rate and the surrender floor value under Solvency
I make both the value and the sensitivity of the insurance liabilities different from what would be the case under economic
principles. Due to the pressure on the regulatory solvency, REAAL could not place as much emphasis on economic
value as desired.

Risk management organisation

Further improvements were made to the risk management organisation in 2013. Roles and responsibilities were more
clearly defined and separated where necessary. The insurer is thus broadening the way it implements the 'three lines of
defence'. (See also section 22.2)

Unit-linked insurance policies REAAL

Since 2008 there has been widespread public attention for the costs and risks related to unit-linked insurance policies
and the question whether insurance companies adequately informed their (prospective) customers in that regard. In
response to this, REAAL (just like other insurers) have concluded a compensation scheme with consumer organisations.
Based on this scheme, the costs that have been — and will be — withheld until the maturity date will be redeposited into
the insurance policy, in so far as these costs are higher than the maximum percentage specified in the compensation
scheme. The compensation scheme has been implemented.

The costs of the compensation scheme and flanking policy are substantial and are recognised in the financial
statements. Current and possible future subsequent legal proceedings could have a substantial financial and reputational
impact. However, it is not possible at this time to make reliable estimates of the number of expected proceedings,
possible future precedents and the financial impact of current and possible future proceedings. REAAL, therefore, did not
record a provision.

13.2 Future developments in financial risks

13.2.1 Banking activities

* The CPB Netherlands Bureau for Economic Policy Analysis anticipates a slight economic rebound in 2014. House
prices are expected to fall less sharply or even stabilise, which will result in increased house sales. Since the
recovery in unemployment is lagging behind the economic upturn, SNS Retail Bank will also take a further increase
in the number of defaults into account in its risk management in 2014. The initiative taken already in 2013 to provide
customers with payment difficulties with faster and better assistance remains important.

* When setting the (mortgage) rates, it is important to focus on achieving the right balance between the pricing of the
risks and healthy returns. Special attention will be paid to this in 2014 because, following the nationalisation and the
accompanying capital injection, new production is once again possible and mortgage rates have gone down.
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¢ SNS Bank NV was able to demonstrate in the Basel lll migration plan and the regulatory stress test that it is
currently robustly capitalised. The most recent projections justify the conclusion that SNS Bank NV, with its retail
bank earnings model, is expected to meet all capital and liquidity ratio criteria in the years to come. The retail
funding level is currently higher than in 2012, and the prospects of gaining access to the capital market were
improved by the separation of Property Finance.

For more information see Chapter 23 Financial risk management Banking activities.

13.2.2 Insurance activities

* The earnings model of both the Life and Non-life insurance operations is facing downward pressure owing to
contracting and more competitive markets, the transition to other (less profitable) products, exemption from taxes
and more rational customer behaviour.

¢ Market risk, the commutation risk for life and the longevity risk are manifesting themselves in movements in interest
and share prices, unforeseen changes in commutation expectations and unforeseen falls in mortality risks, amongst
other things. The scope of these risks - in addition to that of other (less tangible) risks - affects the level of capital
required under the Theoretical Solvency Criterion (TSC) that came into effect on 1 January 2014 and will also be
playing a major role under the Solvency Il regime, with effect from (as is currently expected) 2016.

¢ Social unrest concerning public discontent with investment based insurance contracts is hindering the transition
throughout the entire insurance sector.

¢ Changing legislation and regulations (Solvency Il, TSC, etc.) and evolving insight as to how to interpret them (e.g.
tax changes, changes to the Ultimate Forward Rate) could lead to unforeseen changes to the financial position.

For more information see Chapter 24 Risk management financial risks Insurance activities.

13.3 Capitalisation

Following the nationalisation in February 2013 and the related capital support from the Dutch State and expropriation of
the subordinated debts, the capitalisation of SNS REAAL improved considerably in February 2013. SNS Bank NV's core
Tier 1 ratio improved immediately despite a substantial impairment on the real estate portfolio of Property Finance. Since
the Insurance activities did not receive any capital support, the nationalisation measures did not directly affect the
solvency of the Insurance activities.

The double leverage of SNS REAAL amounted to 115% at year-end 2013, compared to 130% at year-end 2012. The
double leverage fell nominally from € 985 million to € 668 million. The main reasons for this decrease were the Dutch
State's capital injection of € 300 million and the expropriation of the subordinated loans (€ 386 million). The decrease
was partly compensated by the conversion of a subordinated loan of € 150 million provided to REAAL NV into share
premium on 16 July 2013.

During the second half of 2013, a number of measures were also put in place to strengthen the capital position of the
Insurance activities (REAAL NV) and reduce the interdependency between SNS Bank NV and REAAL NV. The
measures are in line with the commitment to gradually eliminate the financial relationship between the bank and the
insurer and were approved by De Nederlandsche Bank (DNB). All the measures relate to a reallocation of available
capital and funding within SNS REAAL. The measures include a reduction of the exposure of SNS Bank NV to REAAL
NV to € 250 million, an extra capital contribution from SNS REAAL in REAAL NV of € 250 million and a dividend payment
from REAAL Schadeverzekeringen to REAAL NV of € 250 million. The exposure of SNS Bank NV to REAAL NV will be
allocated a high risk weighting and the exposure to SNS REAAL will be deducted in full from the regulatory capital of
SNS Bank NV.
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13.3.1 Capitalisation Banking activities

The capitalisation of SNS Bank NV significantly improved in 2013. In addition to the positive operational results, this can
be attributed mainly to the measures taken in the context of the nationalisation. The negative impact on the capital as
result of additional impairment on the real estate portfolio was mitigated by the capital injection of the Dutch State and
the expropriation of the subordinated debts. Of the total capital injection of € 2.2 billion for SNS REAAL, € 1.9 billion was
contributed as a share premium to SNS Bank NV.

The impairment on the real estate portfolio reduced the risk-weighted assets (RWA) upon nationalisation by
approximately € 2 billion and the separation of Property Finance on 31 December 2013 resulted in a further decrease of
€ 5.5 billion. As the separation Property Finance had not yet attracted any financing of its own at year-end 2013, the
entity is currently being financed by SNS Bank NV. This financing is guaranteed by the Dutch State and therefore does
not result in RWA.

Although the overall mortgage portfolio decreased by approximately € 2 billion, the RWA on the residential mortgages
increased by € 1.4 billion. This latter increase is attributable to the characteristics of the models that take account of
declining house prices and several securitisations transactions that were terminated. This was the case regarding
Hermes 8, 14, 16 and 17, with a collective volume of nearly € 7.3 billion. Taking into account for the RWA release of the
notes for own account, the RWA effect of these calls totalled in excess of € 0.6 billion.

Intercompany transactions also caused the RWA to increase. Although the exposure to REAAL NV has decreased, the
loan of € 250 million from SNS Bank NV to REAAL NV has a higher risk-weighting of 500%. This has caused an increase
of RWA of € 1.25 billion.

The core capital rose on balance by approximately € 1.1 billion in 2013, and the RWA fell by € 6.0 billion, which caused
the core Tier 1 ratio to rise from 6.1% at year-end 2012 to 16.6% at year-end 2013.

13.3.2 Capitalisation Insurance activities

Regulatory solvency (Solvency I) of the Insurance activities at REAAL NV level was 172% at year-end 2013, compared
to 176% at year-end 2012. This solvency is slightly below the internally set target of a minimum of 175%. We expect
market conditions to remain challenging in the insurance industry. As a result, profit and solvency at the Insurance
activities are likely to remain under pressure. REAAL NV is currently investigating all possible alternatives to strengthen
and protect its solvency in anticipation of the divestment.

In 2013, a number of significant developments took place which had an impact on the solvency of the Insurer. The
solvency ratio was negatively impacted by the downgrade of the credit rating of France by Fitch in July 2013. As a
consequence French government bonds were excluded from the ECB AAA curve used to calculate regulatory solvency.
The subsequent downward movement of the ECB AAA curve had a negative effect on the solvency ratio of 29
percentage points. In addition, a negative effect of 21 percentage points was caused by using more prudent parameters,
mainly by adjusting the cost parameters (including the effect of the additional structural allocation of group expenses),
the use of more conservative mortality tables, an increase in the number of homogeneous portfolios and adjustments in
the risk margin used in the solvency calculation.

The negative impacts were to a large extent offset by a capital injection of € 250 million by SNS REAAL (positive effect of
18 percentage points) and by the conversion into share premium of € 150 million in subordinated debt issued by REAAL
N.V. to SNS REAAL NV (positive effect of 10 percentage points). This subordinated debt could not be included in the
regulatory capital of the Insurance activities because the total amount of subordinated debt exceeded the maximum as
set by DNB. Finally, the movement of interest rates, credit spreads and the underlying net result had a positive effect.

The Solvency | ratio after (market)stress is calculated monthly by using shocks on interest rates, credit, equities and real
estate. At year-end 2013, the solvency after stress is 114% and also below the internal threshold of 125%. As a result of
these developments the Executive Board decided to analyse the capital position under various scenarios and define
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possible management actions to strengthen and protect it. In this context, a base case projection of the solvency ratio
under different capital regimes, amongst other Solvency | and Solvency Il, was carried out. Subsequently, the impact on
the base case of four stress scenarios was calculated. These scenarios are more severe than the regular monthly market
stress calculations. They are severe stress scenarios on underwriting risks (including increased commutation and
longevity), market risks and operational risks (profitability). As part of the analysis the recovery capacity in the coming
three years has also been examined.

The conclusion is that in severe stress scenarios analysed, the Solvency | ratio at REAAL NV level remains above 100%
for the test period of three years. Solvency |l requirements and the interpretation thereof are still in development. The
pressure on the capital position under this regime is most evident in the most severe stress scenarios tested. However,
based on current insights, the Solvency Il ratio shows sufficient recovery under these scenarios.

The capital injection, the conversion of subordinated debts and a dividend payment of € 250 million made by REAAL
Schadeverzekeringen NV, resulted in a reduction of the double leverage at the level of REAAL NV from 135% (€ 1,013
million) at year-end 2012 to 122% (€ 566 million) at year-end 2013.

Mid-2013 it became clear that the interest rate sensitivity of the solvency exceeded the internal limit, partly due to
methodology and model changes. Subsequently, adjustments were made to the investment portfolio in the third quarter
which brought the sensitivity of the solvency to a parallel interest shift of 1 percentage point back in line with the limit as
set by management. The sensitivity decreased to 7 percentage points at year-end 2013.

13.4 Liquidity

In 2013, SNS Bank NV maintained a high liquidity position in connection with the tightness on the (interbank) money and
capital market and the higher liquidity requirement of (future) regulations. The liquidity position fell slightly throughout the
year, from € 11.5 billion at year-end 2012 to € 11.6 billion at year-end 2013. The increased outflow of savings in January
2013, just before the nationalisation, gave cause to activate SNS Bank NV's Liquidity Contingency Plan. The relatively
high liquidity buffers and the effectiveness of this plan proved to be sufficient to absorb this outflow (see section 23.6.2
Liquidity management policy and 23.6.3 ILAAP).

The capital contribution under the nationalisation (€ 1.9 billion) contributed significantly to the recovery in consumer
confidence. Following an outflow of € 1.3 billion in January, retail savings rose steadily throughout the remainder of 2013.
This caused the retail savings portfolio to grow in 2013 by € 0.5 billion net. The liquidity position at year-end 2013 was

€ 11.6 billion, of which € 5.3 billion in cash. As the separated Property Finance had not yet attracted any own funding at
year-end 2013, the entity is currently being funded by SNS Bank NV. The Dutch State has guaranteed this funding. The
separation has not affected the liquidity position at year-end 2013. When Property Finance will attract independent
external funding, the liquidity position will first rise. This rise will subsequently be used to repay the LTRO.

13.5 Non-financial risks

13.5.1 Management of non-financial risks

The social discussion on the financial sector continued unabated in 2013. For SNS REAAL, this was particularly so in
view of the nationalisation on 1 February 2013. SNS REAAL was also confronted with a sizeable fraud at Property
Finance. There remained as much political and social focus as ever on investment-related insurance products in relation
to vulnerable target groups. In addition, SNS REAAL and its customers faced cybercrime more frequently than in the
past. Ethical behaviour and integrity in business operations remain vital to restore confidence in the financial services
sector. SNS REAAL puts customers’ interests first in its mission, core values and strategy. The foundation for integrity
and control in business operations is and remains compliance with legislation, regulations and internal rules and the
maintenance and promotion of integrity in business culture. SNS REAAL has a code of conduct and a set of measures to
guarantee integrity in the conduct of its business. Signs of breaches of integrity are always investigated.
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13.5.2 Development in the management of non-financial risks

In 2013, the management of non-financial risks continued to develop in the following areas:

* 2013 once again saw the implementation of another Group-wide integrity survey. This was performed as part of the
annual financial audit to assess the quality of the soft controls. This also covered the impact of the nationalisation of
SNS REAAL on how integrity is experienced among its employees. The survey showed that the climate of integrity
and compliance at SNS REAAL had continued to improve throughout the Group as compared to the previous
survey in 2011.

* In 2013 SNS REAAL also faced threats resulting from cybercrime. SNS REAAL consistently puts appropriate
measures in place, both independently and in cooperation with the Netherlands Bankers' Association (NVB) and the
Electronic Crimes Task Force (ECTF) in order to also protect the interests of its customers. SNS REAAL closely
monitors developments in cyber security.

¢ A start was made with rolling out a Group-wide risk appetite dashboard for non-financial risks within all of the
Group's business units.

¢ Several awareness campaigns were pursued in 2013, including a workshop on ethical and controlled business
conduct, a 'train the trainer’' module and an e-learning course on the code of conduct 'Common Sense, Clear
Conscience'.

* The policy on ethical and controlled business conduct has been further evaluated in an annual process set up for
that purpose. Additionally, new policy was formulated in the area of execution-only service and FATCA.

* SNS REAAL's executive management and the Board signed the moral ethics statement in 2013, declaring they
would perform their responsibilities with integrity and due professional care and that they would diligently balance
the interests between all stakeholders, putting the customer’s interests first.

* The measures in the context of the restructuring gave rise to additional stress on the organisation.

* The vision on operational risk management was evaluated and recalibrated. This will be followed up in 2014 and
thereafter.

For more information, see Chapter 26: Risk management non-financial risks in the financial statements.

13.5.3 Property Finance

An investigation into possible conflicts of interest at Property Finance was started in 2012 and continued in 2013. This
investigation also looked into the reports identified in the previously initiated forensic investigations. The investigation
comprises two components:

a the reports related to the alleged conflict of interests and irregularities concerning invoices and expense reports of
external Property Finance personnel;

b the detailed investigations to establish whether there were any misappropriations in projects and divestments of
Property Finance. This involves a risk-based selection of these projects and divestments based on the available
reports.

The investigation has revealed irregularities at Property Finance and has resulted in the termination of the employment of
18 external Property Finance employees, including a former director and some members of the management team. In
2013 SNS REAAL filed four reports on suspicions of criminal offences against several individuals, including offences
committed