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Joint Message of the Chairman of the Board of Directors
and of the Chairman of the Executive Committee

In 2020, Millennium bcp’s activity was strongly conditioned by the emergence and spread of the Covid-19
pandemic, which limited national and international economic activity and affected the normal functioning of the
financial sector. However, the commercial dynamics of Millennium bcp in the communities we serve in the
geographies where we are present was reflected in the 3.4% growth of total customer funds and 2.6% in loans to
customers, which helped mitigate the negative impact on the bank's accounts of the adverse context and
underpinned the consolidated net profit of 183 million euros achieved in 2020.

In a highly complex environment, Millennium bcp’s consolidated pre-provision profit grew 1.5%, remaining one of
the most efficient banks in Portugal and in the Eurozone, with a cost-to-core-income ratio (excluding non-
recurrent items) of 48%, a trend accompanied by an improvement in the quality of the balance sheet, with a
significant reduction in non performing exposures (NPEs).

Millennium bcp's economic and financial strength, embodied in a capital structure with a CET1 ratio of 12.2%,
above regulatory requirements, and a comfortable liquidity position, with a loans-to-deposits ratio of 85%,
contributed to enhancing the sustainability and resilience of the Bank's business model.

The Bank's consistent path of digital transformation has been crucial for the continuous strengthening of
customers trust and recognition. Our customer base rose to 5.7 million at the group level, with an emphasis on
mobile customers, which grew 22% to 2.7 million, representing 48% of the Group's customer base.

But because we strive to maintain our strong commitment to sustainability and ethical, inclusive and responsible
business practices, 2020 also saw Millennium bcp present alongside people, society and local communities in the
continued creation of social value and the protection of the environment, climate and biodiversity.

We maintained, through the Millennium bcp Foundation and in a context conditioned by the Covid-19 pandemic,
our support for culture, enabling events aimed at various audiences, promoting and recognizing creative merit and
contributing to the recuperation of historical buildings and museological heritage.

Education, science and research are areas in which the Millennium bcp Foundation is also present through support
for multidisciplinary projects and initiatives that are distinguished for their innovation, as well as their social and
environmental impact.

In social support, we strengthened our commitment to the most needy and vulnerable in all the communities we
serve. In Portugal, we maintained our long-standing partnership with the Banco Alimentar, supporting, promoting
and encouraging participation in regular national food collection campaigns, as well as through internal initiatives
in favor of solidarity institutions such as the Gil Foundation, CASA - Homeless Support Center, or the Just a Change
Association.

In Mozambique, highlights included support for and participation in the rehabilitation of the Cardio-Pneumology
ward of Maputo’s Central Hospital of Maputo, and aid for the displaced populations following the attacks in the
Cabo Delgado region, within the scope of the social responsibility programme “Mais Mocambique p’ra Mim.”

In Poland, the corporate volunteering program “Milantrop” made it possible to support projects involving more
than 600 volunteers and benefitting more than 10,000 people.
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In Angola, a highlight is “LOGOS - Geracédo com Valor”, a social transformation project that provides educational
support programmes, with a sporting, social and cultural approach, to around 3,000 children and youths from
disadvantaged communities.

In 2020, amid sudden uncertainty and adversity, Millennium bcp was agile in responding to the challenges,
promptly redefining the priorities for action: protecting Employees and Customers, defending the quality of the
balance sheet and the Bank's solvency, adapting models and business processes to the new normality, contributing
to keep the economy functioning, supporting families and companies, and reinforcing the social support
component to the most vulnerable.

In record time we organized remote working for thousands of Employees, reformulated the service in the branches
to make it safe while preserving operational capacity, and we adjusted to be able to manage the great influx of
digital transactions, simultaneously responding to liquidity needs with the swift implementation of moratoriums
and dedicated credit lines.

Priority was also given to support for the communities we serve, in Portugal, Poland and Mozambique. We
supported, directly or through civil society initiatives, the response of public health services, assistance to the most
disadvantaged and fragile sections of the population, but also sectors affected, severely and immediately, by the
confinement and physical distance measures imposed by the pandemic, such as culture and artistic production. We
also corresponded to the initiative promoted by the European Union, which on an unprecedented scale, managed
to gather and allocate resources for the development, production and equitable and universal access to vaccines,
as well as support for research and development of diagnostic and therapeutic means for Covid-19.

To strengthen our sustainability strategy, Millennium bcp developed a governance model and a sustainability
master plan for 2020-2021 that ensures alignment of the value proposal, business processes and practices and the
support operations with Environmental, Social and Governance (ESG) principles. In implementing this central pillar,
the Bank has also been strengthening the offer of products and services with the inclusion of ESG criteria, in a
dynamic transformation that allows us to respond, in an integrated and coherent way, to the increasing requests
and needs of Customers, positioning us as the protagonist in promoting sustainable, inclusive and resilient models
of economic development.

To ensure accessibility, Millennium offers integrated platforms and innovative electronic banking functionalities,
in particular mobile banking, for the digital marketing of products and services. This approach makes a strong
contribution to the inclusion of citizens in the banking system, and constitutes a distinctive brand attribute
recognized by the Customers of the Group in the geographies in which we are present.

In a world characterized by the continuing accelerated transformation of the banking relationship and the channels
that support it, we also consider the improvement of financial literacy levels a priority in the communities we serve.
Publicly-recognized programmes such as “Financial ABC” in Poland, designed for children in pre-school education,
the “Banking Olympics” in Mozambique, for youths in basic education, or the Money Lab - Financial Education
Laboratories in Portugal, for secondary school students, are some examples of initiatives the Bank has developed
over the years. These programmes reflect the importance of the widespread adoption of knowledgeable banking
behaviour and informed decision-making.
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Microcredit, with which we continue to support entrepreneurship and self-employment and which has benefited, as an
instrument to combat unemployment and poverty, from cooperation with entities close to socially excluded populations,
made it possible to create, in 2020, 154 new jobs. Since 2005, more than 7,100 jobs have been generated by projects
financed by Millennium bcp Microcredit.

It is also worth mentioning, within a framework of equal opportunities, diversity and inclusion, the investment made in the
professional development of the Bank's Employees, a priority that is reaffirmed in the strategic plan. Millennium bcp is
also committed to gender equality, with emphasis on initiatives to support maternity and parenting, reconciliation
between dedication to work and family, professional development and leadership opportunities, which have been
implemented as part of the Plan for Gender Equality 2020-2021 and which resulted in the inclusion, for the second
consecutive time, of the Bank in the Bloomberg Gender-Equality Index. In 2020, Millennium bcp also joined the United
Nations Women’s Empowerment Principles (WEP), an important international platform for the promotion of gender
equality.

In terms of environmental performance, we have deepened the sustainability policy that incorporates and promotes a
culture of responsible consumption and investment with the objective of maintaining a consistent reduction in the Bank's
ecological “footprint” as a way of protecting the environment, preserving natural resources and biodiversity, climate
change mitigation, and adaptation. As a result of this commitment, and despite the uniqueness of 2020 making
comparisons difficult, the Group continued to reduce water consumption (-24.5% vs. 2019), energy use (-30.0% vs 2019)
and electricity use (-10.3% vs. 2019), having also stabilized the emission of greenhouse gases (excluding the credit
portfolio) at around 31,000 tons of CO2.

Millennium bcp remains committed to the 10 Principles of the United Nations Global Compact, which it joined in 2005,
and has invested in measures related to human rights, labour practices, environmental protection and anti-corruption, as
well as pursuing Sustainable Development Goals (SDGs) of the 2030 Agenda, having published, in 2020, its first progress
report on the “Contribution of Millennium bcp to the United Nations SDGs”.

In an environment still marked by uncertainty about the magnitude of the impact of the pandemic caused by the
Coronavirus, Millennium bcp renews its commitment to actively contribute to the sustainable development of the
communities in which it operates.

Ug‘”ﬁ;b% - 4l ‘B
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PRINCIPAIS INDICADORES

SINTESE DE INDICADORES NAO FINANCEIROS

SUSTAINABILITY REPORT 2020 M

Unid.
CLIENTES
Numero total de Clientes Milhares
Namero de Clientes Ativos (1) Milhares

Juros pagos sobre depdsitos e outros recursos

Milh&es de euros

Reclamacdes registadas (2) Nimero
Reclamacdes resolvidas Percentagem
ACESSIBILIDADES

Sucursais Nimero

Atividade em Portugal

Atividade Internacional

Sucursais abertas ao Sdbado

Sucursais com acessibilidade a pessoas com mobilidade reduzida

Internet

NO de utilizadores

Call Center

Ne de utilizadores

Mobile banking

NO de utilizadores

ATM Nimero
COLABORADORES
Colaboradores Portugal Nimero
Colaboradores Internacional Numero
INDICADORES LABORAIS (3)
Distribuicéo por categoria profissional Nimero
Comissao Executiva
Alta Direcao
Direcao
Comerciais
Técnicos
Outros
Distribuicéo por faixa etéria Nimero
<30
[30-50(
>=50
Média de idades Anos
Distribuicéo por vinculo contratual Nimero
Contrato permanente
Contratoatermo
Estagiarios
Colaboradores a trabalhar a tempo parcial Nimero
Taxa de recrutamento Percentagem
Taxa de mobilidade interna Percentagem
Taxa de safdas Percentagem
Livre associacao (4) Percentagem
Colaboradores abrangidos por Acordo Coletivo de Trabalho
Colaboradores sindicalizados
Higiene e seguranca notrabalho (HST)
Visitas de HST Nimero
indice de Acidentes de Trabalho (5) Percentagem
Vitimas mortais Namero
Taxa de absentismo Percentagem
Salério mais baixo e o salario minimo local Récio
AMBIENTE
Emisséo de gases com efeito de estufa (6) tCOeq
Consumo de energia elétrica (7) MWh
Producéo de residuos t
Consumo de dgua (8) m’
FORNECEDORES
Prazo de pagamento e prazo contratualizado Récio
Montante pago a fornecedores locais Percentagem

DONATIVOS

Milh&es de euros

(1) Clientes Ativos: Primeiros titulares com, pelo menos, 1 produto com saldo > 50 céntimos, em valor absoluto e com transacGes em cartdes nos dltimos 90 dias, ou com patriménio financeiro > 100 euros.

Var. %
2019 2018 2017 2016 20/19
6617 5827 5429 5482 0.8%
5598 1,9%
301 327 343 362 -37,5%
136562 108 244 76918 72498 26,4%
92,2% 99,3% 97,7% 93,2% -
1536 1101 1120 1163 -10,2%
505 546 578 618 -5,3%
1031 555 542 545 -12,5%
143 122 118 112 16,8%
875 866 800 828 7.1%
2214885 1980905 1665987 1700114 10,8%
431169 429982 353003 261620 14,1%
2601401 2106289 1520378 1268 804 23,6%
2988 2952 2950 2965 1,1%
7204 7095 7189 7333 -2,7%
11377 8972 8653 8594 -9,3%
28 28 28 26 0,0%
221 178 150 146 -26,2%
2157 1728 1642 1669 -13,1%
10664 9446 9424 9453 -6,7%
4388 3682 3531 3459 -7,3%
1116 1027 1061 1167 12,0%
3350 2393 2235 2225 -15,2%
10648 9318 9498 9820 -7.3%
4583 4350 4103 3875 0,8%
41 41 41 41 0,0%
16840 14685 14668 14876 -5.2%
1681 1376 1168 1044 -19,0%
453 339 208 0 -39,3%
254 215 187 202 -9,4%
12,5% 12,3% 9.7% 8,2% ---
16,3% 16,6% 18,5% 18,0% -
11,9% 11,0% 10,3% 9,1% -
99.7% 99,7% 99,6% 99,6% -
76,9% 78,6% 78,5% 78,9% ---
184 159 376 194 1,1%
2,42 1,99 2,91 2,69 -9,5%

0 0 1 0
4,8% 4,3% 4,2% 4,0% ---
13 1.3 1.1 1.9 0,0%
50714 50588 55683 59864 -38,8%
62527 59664 63131 68055 -5,3%
617 677 2330 2547 24,5%
276460 281666 366872 372409 -24,5%
1 1 1 1 0,0%
91,4% 92,2% 86,4% 91,7% -
2,1 20 1.9 17 -4,8%

(2) Incluiefeito de alteracdo estrutural no processo de tratamento de reclamacdes no Bank Millennium Poldnia, visando a melhoria da experiéncia do Cliente e a otimizacdo do tratamento imediato.

(3) Informacao do ntimero de Colaboradores (e ndo FTE's) para: Portugal, Mocambique, Suica e Poldnia.

(4) Valor reflete as operacGes em que estes regimes séo aplicaveis: Acordo Coletivo de Trabalho - Portugal e Mocambique -, Sindicato - Portugal e Mocambique.
(5) Numero de Acidentes por milhdo de horas trabalhadas. Em 2020 a metodologia de calculo foialterada de acordo com o GRI (Global Reporting Iniciative), tendo-se efetuado o ajuste retroativo dasérie.

(6) Dados nao incluem Mocambique.

(7) Consumo de energia elétrica darede. Nao incluio consumo de energia elétrica da central de cogeracao em Portuaal. nem e consumo de Mocambique.

(8) Dados nao incluem Suica nem Mocambique.
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Introduction

Banco Comercial Portugués publishes every year, since 2004,

Sustainability Reports in accordance with the GRI (Global Reporting Initiative) now in its Standards

version.

Material issue: REPORTING AND COMMUNICATION

Sustainability Report

These reports, already in their 17th edition, are a
complement to the non-financial information
included in the Annual Report of the Bank and
enable an integrated vision of the performance of
Group Millennium in the Economic, Social and
Environmental Areas but also the detail relating to
each one of its operations located in Portugal,
Poland, Switzerland and Mozambique.

Relating to the formats adopted and after the
issuance of autonomous Reports from 2004 to
2008, the Bank decided, in 2009, to include in
Volume | of the Annual Report a brief chapter on
the activities carried out by Millennium in the wake
of Sustainability and to publish the full version of
the Sustainability Report only in digital format.

In 2010, to translate the alignment of the
sustainable development and social responsibility
policies with the business strategy of Millennium
bcp, this Report became part of the Annual Report.
The document Progresses and Targets was also
published, a report that describes the
development stage of the actions envisaged in the
Sustainability Master Plan of the year it reports to.
This reporting method adopted in 2010 continued
to be used in 2011 and 2012.

In 2013, Millennium bcp decided to include a
chapter - Responsible Business - on Sustainability
in the Bank's Annual Report and it published again
- in a separate and independent volume only
available in digital format - a document detailing
the activities developed during the year by the BCP
Group, which it continued to do until 2016.

Within the framework established by DL 89/2017
of 28 July, regarding the mandatory annual
disclosure of non-financial information and
information on diversity by certain large
companies, it keeps, since 2017, a dual format
based on the summary information included in the
Annual Report - Non-financial Statements — and
on the detailed information included in the
Sustainability Report, a format that the Bank
decided to continue to adopt in this 2020 report.

This document, with an international scope,
intends to comply with the expectations of the

Stakeholders of the BCP Group identified by means
of the materiality tests made regularly and of the
ongoing feedback received through the platforms,
channels and available communication flows.

This report was made in accordance with the
principles set forth by the GRI (Global Reporting
Initiative), for the option “in accordance core” and
respective supplement of the financial sector, the
principles  of inclusion, materiality and
responsiveness of the Standard AA1000APS
(2008) and verified by an external entity in
compliance with the principles defined by the
International Standard on Assurance
Engagements 3000.

The scope and methods to estimate the reported
indicators and reporting limits are detailed at the
end of the report - under Methodology -.
Complementary information to that reported,
namely the GRI indicator tables, which includes
correspondence with the Global Compact
Principles, and SASB (Sustainability Accounting
Standards Board), is available for consultation in
the annexes of this report and on the institutional
website of the Bank, at www.millenniumbcp.pt,
Sustainability area.

This report, together with the Annual Report of
Millennium bcp, the CSR Report of Bank
Millennium, the Annual Report of Millennium bim
and Annual Report of Foundations Millennium bcp
and Bank Millennium, discloses information on
several aspects of the performance of BCP Group
in material issues, duly identified in the materiality
matrix available in the chapter Relation with
Stakeholders.

Group BCP, subscriber of the Global Compact of
the United Nations since 2005, also recognises the
significance of Sustainable Development Goals
(SDG) and of the 2030 Agenda of the United
Nations and, therefore, the most direct
contributions of the activity performed by Group
BCP to accomplish those objectives are
highlighted throughout this document.

<
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Sustainable Development Goals (SDG) of the United Nations

The Sustainable Development Goals (SDG) of the United Nations, approved in September 2015, represent the most significant
global voluntary commitment - already formalised by 193 from the five continents - and thrive at improving the quality of life
of the world population - in the social, environmental and economical components - until 2030.

Considering that the accomplishment of its 17 objectives imply a joint effort from the States and the civil society and from
private entities, namely from companies, the Bank assumes the commitment of actively working towards a sustainable
development, featured by social inclusion and responsibility in terms of environment, in all countries where it operates.

The justification for the direct involvement of Millennium bcp in the fulfilment of the SGD can be found, first and foremost, in
the matrix of the Bank, especially in its relation of proximity with people and capacity to add social value but also in the search
for inclusive and innovative products and distribution channels focused at providing the best service to its clients.

BCP acknowledges that the SDG represent an unifying and aspirational reference framework that will enable to produce a new
“social contract” and enhance changes imposed and required by the current economical, social and environmental situation.

Thus, within the scope of an ongoing process with which we intend to establish the relation - and identify the points of
convergence - between the Bank’s activity, its ethical values and corporate culture and the one now set forth by the SDG, this
is the moment to identify and characterize the Bank’s contribution for the accomplishment of the objectives and the way
Group BCP is matching its value proposal in the different countries to the needs and expectations of the interested parties.

BCP identifies, at this stage, as a priority for the implementation of the 2030 Agenda for Sustainable Development, the SDG 1
(End Poverty), 4 (Quality Education), 5 (Gender Equality), 7 (Affordable and Clean Energy), 8 (Decent Work and Economic
Growth), 10 (Reduced Inequalities), 13 (Climate Action), 15 (Life on Land) and 17 (Partnerships for the Goals).

Sustainability Policy

The BCP Group pursues dynamic strategies adapted to the new challenges imposed by the several interested
parties with which it establishes relations. The main objectives of the adopted sustainability policies, which
foster a culture of Social Responsibility, has been to positively influence the organisation's value proposition in
the long term, balanced with the well-being of the people, the company and communities in which it operates,
while preserving natural resources, climate and the environment.

14|



Within this context, it is possible to divide the Bank's intervention into three major areas of intervention:

e  Environment - implementation of measures that foster a fair and inclusive transition into a zero-carbon
economic development model, including the incorporation of the environmental component in the Bank’s risk
models and in the offer of products and services;

e Social - involvement with both the external and the internal communities;

Corporate Governance - integration of the principles of sustainability in the Bank’s decision-making
processes.

Therefore, as an integral part of its business model, Millennium bcp takes on the commitment to create social value by

developing actions to - and with - the various stakeholder groups with the goal of directly and indirectly contribute to the
economic and social development of the countries in which it operates.

Governance Model

In 2020 Millennium bcp revised the Bank’s [ {nrwmttee}
governance model, creating a Sustainability

Commission (Regulations of the Sustainability \ DESC —Dugt: of Econcrui,
Commission). Sustamability Suntainabliy and
Comemi s J L Cryptoaciive studses

This commission, that emanates from the Executive | - ]7
Committee, being chaired by the CEO, is the body Sustainable Finance
responsible for the appraisal, debate and supervision [ Sustanabiity ]
of the implementation, within a corporate Department
standpoint, of a sustainability strategy - that includes
the economic, social, environmental, and climate

changes components - of Millennium bcp, having, in
particular, the following tasks:

Strategic Axis Qperational Axis

e To assist the EC in integrating the principles of Sustainability (Environmental, Social and Corporate
Governance) in the decision and management processes of the Bank.

e To assess and approve the initiatives required to implement the actions defined to materialise the strategic
axes of the Sustainability Master Plan in force, as well as other changes or adaptations necessary to meet the
defined objectives.

e  To follow-up and monitor the progress of approved initiatives, compliance with the respective deadlines and
budgets and the evolution of the results achieved, as well as the key performance indicators of the plan’s
dimensions.

Tax Policy

The social responsibility of the companies requires an increasing adoption of behaviours and the establishment of commitments
with the communities of which we are part of, such as the protection of environment, of social well-being and the quality of
governance of institutions. More recently, a conscious and fair tax behaviour by the companies is becoming increasingly
paramount, playing a key role in the corporate social responsibility of the institutions. The companies face high tax burdens
(taxes, charges, and contributions), a fact that often leads to aggressive tax planning, able of jeopardizing the desired fiscal
responsibility standards.

The payment of a fair amount of taxes by the companies is becoming one of the main challenges of the European Union (EU
(2018) Action Plan for Fair and Efficient Corporate Taxation in the EU) and of the OECD in its recent Report BEPS — (Base Erosion
Profit Shifting) the action of which includes combating tax avoidance behaviours. Within this context, the concept of tax
governance appears as a crucial aspect of the social responsibility of the companies, requiring the adoption by the latter of good
tax governance practices such as (i) timely compliance with their tax obligations; (ii) the management of fiscal risks; (iii) a good
relationship with the Tax Authorities and with shareholders, investors and remaining stakeholders.

The good practices in terms of fiscal responsibility of the companies also comprise the promotion of principles such as tax
transparency, the careful and transparent definition of tax strategies and the disclosure of tax governance practices. Aware of
the relevance of this theme, BCP complies with the tax burden it is subject to and adopted a policy of tax transparency based on
the good practice of disclosing the amount of its taxes and contributions, as stated in notes 6 to 30 of disclosure of the annex
to the financial statements.

It is also through this relevant contribution that BCP assumes itself as an institution that provides a relevant contribution
towards the development of a more inclusive, fair, and sustainable society. (Principles of Millennium bcp on Fiscal Matters)

<
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Commitments

In the wake of the subscription in 2005 of the United Nations Global Compact Principles and re-affirmed in 2018, BCP Group
commits to support its 10 Principles establishing a set of values in what concerns Human Rights, Labour Conditions, Protection
of the Environment and Anti-corruption.

In 2019, within the scope of the “Think tank on sustainable finance in Portugal”, promoted by the Ministries of Environment,
Economy and Finances (within the context of the Route to Carbon Neutrality in 2050) that had the participation from the major
banks that operate in the market, supervisors and sector associations, two documents were produced: (i) “Guidelines to
accelerate sustainable funding in Portugal”; e (ii) “Engagement Letter for the Sustainable Funding in Portugal” - subscribed by
Millennium bep -, that seek to evidence the importance of including environmental and governance risks in the decision-making
processes and in the management of risk in the financial sector.

Within the context of sustainable finance, Millennium bcp was, in 2020, one of the subscribers of the Declaration “Aproveitar a
crise para lancar um novo paradigma de desenvolvimento sustentdvel’ (Take advantage of the crisis to launch a new paradigm
of sustainable development) promoted by BCSD Portugal, joining a collective will to, in this turning point and economic recovery
imposed by the pandemic situation, contribute for the construction of a development model based on five main pillars: (i)
Promotion of growth, (ii) Search for efficiency, (iii) Reinforcement of Resilience, (iv) Corporate Citizenship and (v) Promotion of
sustainable and inclusive development.

In 2020 Millennium bcp also subscribed to the “European Green Capital i =
Commitment”, promoted by the Municipality of Lisbon, that joins more ' ‘2‘ '_
than 200 significant entities of the city, companies, schools and Capitol Verde Eu’ow‘;ggggg
institutions, in a commitment towards more climate actions and targeted

at sustainability and able of fostering a collective dynamics to comply with

the targets defined by the Paris Agreement and accelerate the

achievement of Carbon Neutrality.

Within this framework, Millennium bcp proposes to achieve, until 2030, the DED
»
following initiatives:

A\l
vl
#1 Energy — Install LED lighting in all buildings (completed in 2020); ld: UATLAPIIA W
#2 Energy —Install (more) equipment to produce photovoltaic solar energy () U AQUI CONSIGO
in the buildings more exposed to the sun and with a sufficient area for that
purpose (until 12/2030);
#3 Water — Implement solutions enabling to re-used water (until 12/2021);
#4 Circular Economy — Eliminate the use of plastics re-used only once (until 06/2021);
#5Citizenship and Participation — Disclose materials from the Green Capital to the employees and/or Clients (completed in
2020).

In 2019, the Bank also joined the “Business Mobility Pact for the City of Lisbon”, a joint initiative from the Municipality of Lisbon
(CML) and, WBCSD — World Business Council for Sustainable Development and from BCSD Portugal, that aggregates in a public
voluntary agreement, companies that operate in Lisbon and have as a common goal to improve and transform mobility in the
city, making it more sustainable.

Hence, Millennium bcp is decided to, (i) increase the proportion of electric and hybrid p/ug-invehicles in its operational fleet and

in those for private use and (ii) keep, for the Employees use, a pool of cars able of being reserved and used as necessary for
service travels.
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Millennium bcp also subscribed in 2019 the “CEO Guide to Human Rights” an initiative from the World Business Council for
Sustainable Development (WBCSD) and from the Business Council for Sustainable Development (BCSD, Portugal). The Guide
includes the policies and practices of reference and intends to contribute for the implementation and promotion of the human
rights in the organization and in their value chains.

To further enhance its commitment with human rights and an ethical and inclusive management, in 2020, BCP signed the
“Statement from Business Leaders for Renewed Global Cooperation”, from Global Compact of the United Nations, an
international statement focused on showing the commitment with an ethical leadership, based on good governance practices,
materialised through values, strategy, policies, operations and proximity relations and involvement with all stakeholders. This
commitment also aims at establishing a partnership with the United Nations, Governments, and civil society to contribute for
the straightening of justice and transparency, promoting equality and respect for human rights.

Also in 2020, Millennium bcp joined the “Women's Empowerment Principles” (WEP) from Global Compact of the United Nations,
an important international platform for the promotion of gender equality that translates our long-term view and the will to be
part of - and encourage - a collective dynamics based on cooperation and trust.

Within the scope of the Commitment with Diversity and Equality of Gender - already translated in the corporate policy “Diversity
and Equal Opportunities” -, the Executive Committee approved an action plan for gender equality for 2020/2021, involving the
regular follow-up of its execution by the Human Resources Commission. The initiatives proposed are aggregated in four major
pillars, namely:

e  Strict application of the Remunerations Policy and promotions, considering criteria of equity in merit versus
the group of Employees exercising similar functions, regardless of gender;

e Increased participation of the gender less represented in leading positions in the programmes for the
development of Leadership competences
Recruitment of new employees using diversity and wage equality criteria; and

e  Work-Life balance support.

Millennium bcp is a subscriber of the Charter of Principles from BCSD Portugal - Business Council for Sustainable
Development. This document establishes the principles that are the guidelines for good corporate management, enabling the
subscribing companies to be recognized by their clients, suppliers and by the society in general for the adoption of solid
sustainability commitments.

In Poland, Bank Millennium adopted an Environmental Policy, assuming the commitment to fund environmentally responsible
investments, also aimed at reducing the consumption of energy, while foreseeing sector exclusions concerning the financing
to new mines of coal and new investments with generation of energy from coal sources, exception made to the initiatives

aimed at reducing the levels of pollution.

Bank Millennium is, since 2018, a subscriber of the Letter for Diversity in Poland, a commitment that reaffirms its
determination in respecting and promoting diversity amongst customers and employees.

114

Corporate social responsibility increasingly requires
the adaptation of behaviour and commitment to
the communities in which we operate, such
as environmental protection, social welfare
and the quality of governance of the institutions.
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Partnerships

BCP, aware of the importance of sharing good practices and of an active participation in the pursue of Responsible Business
Principles, is an associate and a member of the corporate bodies of BCSD Portugal — Conselho Empresarial para o
Desenvolvimento Sustentavel.

Itis also member of the Global Compact Network Portugal from the United Nations and, within a logic of proximity and support
to the surrounding communities, of the Programme Oeiras Solidaria (POS).

It also participates in a selected number of working groups and discussion forums on Sustainable Finance, a presence that
should be understood within the scope of the Action Plan from the European Union, the ongoing alterations in the ruling and
regulatory framework and evolution of the risk and business management practices applicable to ESG (Environmental, Social
e Governance) issues, in what also represents an opportunity to re-assess impacts, anticipate trends and project future
transformations.

This way, it is part of the Working Groups on Sustainable Finance from (i) APB — Associacdo Portuguesa de Bancos, (ii) EBF -
European Banking Federation, (iii) BCSD Portugal and (iv) AEM — Associacdo de Empresas Emitentes de Valores Cotados em
Mercado. BCP is also a member of the (v) Technical Debate Group for Sustainable Finance in Portugal from the Ministry of
Environment, (vi) the Technical Sub-Commission on Sustainable Finance ISO/TC 322 from APEE — Associacdo Portuguesa de
Etica Empresarial and from ISO - International Organization for Standardization and (vii) the Task Force on ESG Taxonomy
from APB.

Environmental and social risk management

Aware of the impact of environmental and social risks on the planet and the Bank, BCP defined in its Sustainability Master Plan
an approach to environmental and social risk management based on three areas of activity: the integration of ESG risk in risk
management procedures, the identification and classification of customers with greater environmental and social risks and
the awareness of clients in sectors of activity with greater exposure to environmental risks.

BCP has been integrating environmental and social risks into the risk analysis process, incorporating policies, standards and
procedures for their management. We integrate environmental risk analysis into the evaluation processes of clients in the
granting of credit and project finance, taking into account not only the risks associated with the sectors of activity of
operations, but also the ESG performance of our Clients. We are developing and implementing ESG risk scoring processes for
Large Corporate clients and defining sectoral financing and investment policies for industries with high exposure to
environmental risks (positive and negative screening).

BCP also meets the needs of investors who consider it relevant to contemplate, in their investments, social and environmental
risk factors, making Responsible Investment Funds available for subscription. We assess the ESG risk of each of the managed
portfolios and in the construction of portfolios we integrate information on the ESG risk.

Finally, the BCP also recognizes the existence of sectors of activity or projects that do not meet the defined Environment Policy,
preserve the environment, promote sustainable development, combat climate change and preserve biodiversity. This
recognition resulted in the definition of an Exclusion List for sectors of activity not financed by the Bankin Poland, and a similar
list is being defined in the Portuguese operation.
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Evolution of Non-Financial Reporting

The approach to sustainability by Group BCP is based on the most important national and international reporting and
performance trends on environmental, social and governance issues.

Thus, in its Sustainability Master Plan, Millennium bcp defined several goals to face the most recent trends in terms of
sustainable finance and disclosure of non-financial information, such as the subscription to the Responsible Banking
Principles from the United Nations (UNEP FI) - to be carried out in 2021 -, the compliance with the targets defined within the
scope of the Sustainable Development Goals, the adaptation to the new guidelines of the EU on non-financial reporting,
including the recommendations issued by TCFD - Task Force on Climate-related Financial Disclosures, the alignment with the
Taxonomy Regulations or the Sustainable Finance Disclosure Regulation (SFDR) or the definition of Science Based Targets in
line with the Paris Agreement.

The Bank considers that it plays a relevant role in the compliance with the European and international commitments and
recognises the importance of the involvement and alignment of the financial sector in the transition into a sustainable
economic development model. In terms of climate changes, the Bank assumes the commitment established within the scope
of the Paris Agreement and the objective of limiting global warming below 1,5° degrees Celsius. In what concerns an ethical
and responsible leadership, we must emphasize the commitment assumed by Group BCP with the principles of Global Compact
defined by the United Nations, which comprise 10 Principles within the scope of Human Rights, Working Conditions,
Protection of the Environment and Anti-corruption.

In terms of reporting guidelines, the Bank develops its Sustainability Report in line with GRI Standards, also publishing SASB
indicators, namely those associated with the financial sector, as well as the recommendations from TCFD and, in Portugal,
from CMVM — Comissao de Mercado de Valores Mobiliarios.

On issues related with Sustainable Finance, the Bank monitors the evolution recorded in terms of regulations for the financial
sector (namely the Plan of the European Commission for Sustainable Finance, the guidelines defined by the European Central
Bank and by the European Regulatory Authorities, among other) and, as mentioned before, participates in several work groups
on this theme.

The communication of information related with sustainable finance (pre-contractual information on products and services
and periodical disclosures on the alignment of the bank’s portfolio), namely through the observance of the requirements on
sustainability-related disclosures in the financial services sector (Regulation EU 2019/2088) and the classification system for
sustainable activities, i.e. an EU taxonomy (EU Regulation 2020/852), will represent a key component for the promotion of
transparent information.

In addition, the Group wishes to ensure an increasingly greater alignment between offer, business procedures and operations
of the financial sector and the ESG themes (Environmental, Social and Governance), by means of the inclusion of social and

environmental issues in the activities performed by the company, from risk management to offer and management of internal
activities.

(11

In 2020, Millennium bcp signed the "Statement from Business
Leaders for Renewed Global Cooperation”, an international
declaration of the United Nations Global Compact that attests
to its commitment to ethical and value-based leadership.
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Main Events 2020

Banco Comercial Portugués carries out, every year, several social and environmental actions, and
initiatives within the scope of its sustainability strategy and social responsibility policy.

JANUARY e Fundacdo Millennium bcp supports the

Subscription to the European Green
Capital 2020 commitment - Climate
Action 2030, contributing for a collective
dynamic to help the environment and
towards sustainability;

Inclusion, for the first time, in the
Bloomberg Gender-Equality Index, joining
the group of companies that, in the world,
stood out in terms of implementation of
practices and policies on gender equality,
diversity and inclusion;

Bank Millennium in Poland was included in
the index WIG-ESG of the Warsaw Stock
Exchange as a recognition for the work
developed in environmental, social,
economic, and corporate governance
issues.

FEBRUARY

Participation in an international paper on
Financial inclusion promoted by EFMA -
European Financial Management
Association, gathering experiences and
good practices of Corporate Social
Responsibility and a group of world banks;

Attribution of the award Rui Osério de
Castro Award/ Millennium bcp by
Fundacdo Millennium bcp (4th edition),
distinguishing the development of
innovative projects and initiatives in child
cancer.

MARCH

Launching, within the context of the
pandemic, of solutions to support
individuals and companies, promoted by
the Portuguese Government and by APB;

Millennium bcp was also part of the
movement Portugal #EntraEmCena, that
joins artists, public and private companies,
in the support to Culture.

13th edition of the StartUp Programme
from Junior Achievement Portugal (JAP),
encouraging the entrepreneurial spirit of
university students;

e Fundacdo Millennium bcp supports the
launching of the “Line to Support Families”
from CERCICA with the purpose of
respond, in Cascais, to the aggravation of
the social isolation of people mentally
disabled due to the Covid-19 pandemic.

APRIL

e Support to the National Health Service
(NHS) through initiatives such as the
campaign "United for Survival”, the
rehabilitation of Hospital Curry Cabral and
the construction of the Contingency
Hospital in Lisbon;

e Fundacdo Millennium bcp supports the
Food Emergency Network of the Food
Bank, increasing its its annual
contribution;

e The foundation Bank Millennium, in
Poland, donates 500.000 PLN to the Bio-
organic Chemistry Institute from the
Polish Academy of Sciences (ICHB PAN) of
the city of Poznan for the development of
the first Polish tests for Covid-19;

e Bank Millennium in Poland, one of the
leading companies in the management of
Corporate Social Responsibility policies
and practices, is once again in 2020, part
of the top 10 ranking of Socially
Responsible Companies of the Responsible
Business Forum;

e  Bank Millennium, in Poland is recognised
at the contest TOP CDR Technologically
Responsible Company, for its project
“Banking without barriers” in the
categories Digitalisation and Public’s
Choice.
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MAY

Participation at the conference of donors,
being part of the Portuguese contribution
for the initiative of the European Union
aiming at developing a vaccine and a
treatment for Covid-19;

Millennium bim, in Mozambique, cancels all
the initiatives to celebrate its 25th
anniversary to support Mozambique in its
fight against the pandemic Covi-19,
donating 15 million meticais Ffor the
purchase of equipment for Hospital Central
de Maputo, namely of protective equipment
for health professionals;

Fundacdo Millennium bcp supports the
conservation and restoration of the Saint
Vicent panels of Nuno Goncalves, which can
be seen at the Portuguese Museum of
Ancient Art (MNAA);

Confirmation of Millennium bcp in the index
of the 200 more sustainable companies in
Europe, in accordance with the sustainability
index “Ethibel Sustainability Index (ESI)
Excellence Europe”;

Millennium bcp subscribes to the manifest
"Aproveitar a crise para lancar um novo
paradigma de desenvolvimento sustentavel"
promoted by BCSD Portugal.

Fundacédo Millennium bcp supports, within
the scope of the project “Shared Art” the
exhibition “Manuel Amado Pintura sem
Alibi” at Fundacdo Arpad-Szenes Vieira da
Silva, in Lisbon;

Millennium bcp, provides once more its
support to the campaign “Portugal Chama”,
an initiative from the Portuguese State

JULY

aiming at contributing for the prevention of
forest fires and increase public awareness
for all risk behaviours;

Fundacdo Millennium bcp continues to
support the programme GOS - Gestdo de
Organizacdes Sociais, developed by AESE
Business School in a partnership with
ENTRAJUDA (Courses 19th and 20th, in
Lisbon and Porto).

12th edition of Festival ao Largo, which
every year presents on stage, this time at
Palacio Nacional da Ajuda, and only with
Portuguese artists, a series of shows with the
best of opera, ballet, and symphonic music.

Fundacd@o Millennium bcp supports the 5th
edition of Carpe Diem Art and Research,
namely the Contest “Young Art Fundacédo
Millennium bep 2020” for students of visual
arts;

AUGUST

66

Publication of the 1st Progress Report on the
contribution of Millennium bcp for the
Sustainable Development Goals (SDG) of the
United Nations, within the scope of the
Bank’s Sustainability Master Plan;

Bank Millennium in Poland was awarded for
the 5th time with the “POLITYKA CSR Silver
Leaf 2020”, an award attributed to
companies that implement Corporate Social
Responsibility policies and practices in their
daily activities.

Fundacao Millennium bcp supports the 12th
edition of Festival TODOS — Caminhada de
Culturas 2020, an initiative of the
Municipality of Lisbon that promotes an
intercultural city, through the contemporary
performing arts;

During the year 2020, Millennium bcp was, as
always, at the side of people, society and local
communities, in protecting the environment, the
climate and biodiversity.



SEPTEMBER

Subscription of the "Statement from
Business Leaders for Renewed Global
Cooperation", an international statement
from Global Compact of the United Nations
that shows the commitment with an ethical
leadership, based on values and good
governance practices;

“Financial ABC”, a financial education
programme of Fundacdo Bank Millennium
addressed to pre-school children, which has
been adjusted to the social distancing rules
imposed by the pandemic and publication of
a new manual “How to teach finance to
children” in a digital format, providing their
parents with a number of videos on this
specific theme with a psychologist;

Millennium bim, in Mozambique, supports
the programme “Clube de Raparigas” (“Girls
Clubs”) from the Clube Empresarial da
Gorongosa, an initiative the purpose of
which is to fight against the significant
number of early marriages and school drop-
outs by the promotion of activities
addressed to girl’s education and training.

OCTOBER

Donation, following a campaign of migration
of paper bank statements to digital ones, of
50.000 Euros to the project eco-ethics from
Assisténcia Médica Internacional (AMI), to
rehabilitate 5 hectares of land affected by
the 2017 fires in the Leiria pine forest, where
5 thousand trees were planted;

Millennium bim, in Mozambique, supports
the creation of a new service of cardiology-
respiratory diseases at Hospital Central de
Maputo, strengthening the Hospital's
capacity to help the local population under a
pandemic context.

NOVEMBER

“Millennium Solidario - Natal 2020,
campaign for the collection of donations,
included in the international movement
“Giving Tuesday# in favour of Fundacao do
Gil, of CASA — Centro de Apoio ao Sem
Abrigo and Fundacéo Just a Change;

Fundacdo Millennium bcp supports, within
the scope of Associacdo World Monuments
Fund Portugal, the conservation of the
interior of the Jer6nimos Monastery.

DECEMBER

Millennium bim, in Mozambique provides
support to misplaced families in Cabo
Delgado by offering 1.000 construction kits
and food to those who were forced to move
to Nanjua, District of Ancuabe, due to the
terrorist attacks in Cabo Delgado;

Election of Bank Millennium in Poland as the
bank with the best performance in the
ranking " Climate Leaders Poland 202 7" from
the magazine Forbes, obtaining the 2nd
place amongst the Polish companies in the
list related with the reduction of greenhouse
gas emissions;

Millennium bcp participates this time in the
effort of communication and appeal for the
participation in the regular campaigns of
food collection promoted by the Food Bank;

Millennium improves its evaluation in the
2020 edition of "Carbon Disclosure Project"
(CDP), returning to the classification "A-"
and to the performance category
“Leadership";

Subscription to the Women's Empowerment
Principles \WEP) from Global Compactof the
United Nations, an international platform for
the development of gender equality policies
and practices.

Through the Millennium bcp Foundation, even
in a context very conditioned by the pandemic
caused by Covid-19, we maintained the
support to culture, education and science.

<
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Relation with Stakeholders

The BCP Group defines strategies and pursues policies adjusted to the new challenges imposed by the interested parties with
which it relates, materializing a business model based on an ongoing and transparent dialogue enabling to understand and
comply with the expectations of its Stakeholders.

Material issue: 'MANAGEMENT OF STAKEHOLDERS

Identification and integration of expectations

The most recent survey to stakeholders was made in the 2nd half-year of 2019. This process involved, through representative
sample, the main interested parties, namely (i) Qualified shareholders, (ii) Clients from all Bank’s segments, (iiij) Employees, (iv)
Community, (v) Suppliers and (vi) Media, obtained a response rate of 66%, enabling to update the identification of themes with
greater relevance and impact on the Bank’s activity, included in the new Materiality Matrix and in the 2021 Sustainability Master
Plan.

The strategy of Millennium bcp in terms of Sustainability is translated in the Sustainability Master Plan (SMP), a plan of
commitments that aggregates several actions to be carried out by the Bank. The guidelines and the definition of the actions
part of the SMP are based on a balanced relation between the identified relevant material issues, the Bank's available resources
and the economic and market framework existing at the time.

After defining in 2009, for the triennial 2010 - 2012 (afterwards extended to 2013), its first SMP in Portugal, the Bank drew up
and approved in 2013 the new SMP for the two-year period 2014 - 2015, which was then deemed pertinent to extend until 2018.
In 2020, the new SMP 2021 was developed and approved. Its process for identifying material issues included: consultation of
stakeholders, consultation and analysis of studies - financial sector trends -; more relevant and frequent issues — Analysts -;
SMP Millennium bcp 2018; consultation with the areas directly intervening in the issues included in the Sustainability policies.

The strategy of Millennium bcp in the wake of sustainability is defined, in all its components, in the 2021 Sustainability Master
Plan.

(11

The 2021 Sustainability Master Plan
incorporates the sustainability strategy
and the axes Millennium bcp's operations.
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MATERIALITY MATRIX

Relative importance of the topic to stakeholders

1 —Sustainability Governance Model

2 — Economic performance, business and sustainability
strategy

3 -Management of the brand and reputation

4 - Ethics and Conduct

5 —Fight against corruption and money laundering

6 — Risk Management

7 — Quality of service, customer satisfaction, and easy
submission of claims and complaints

8 —Safety in information and data protection

9 —Transparency in the information provided to custom-
ers on products and services

10 —Innovation

11 —Development and training of human resources

12 — Capture and retention of talent

13 - Diversity and equal opportunities

14 — Occupational health and safety

15 —Conciliation between professional and personal life
16 — Respect for Human Rights

17 —Investment in the community

<
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Relative importance of the topic to Millennium BCP

18 — Corporate volunteering

19 - Financial Literacy

20 - Climate changes, energy efficiency and alternative
energy sources

21 —Eco-efficiency

22 —Environmental awareness and education (employees,
clients and community in general)

23 —Products/services with social benefits and providing
support to companies

24 —Products/services with environmental benefits

25 —Financial inclusion

26 —Accessibility to individuals with a reduced mobility
27 —Integration of environmental and social criteria

in the analysis of credit risk and investment management
28 — Preventing over-indebtedness

29 —Responsible management of suppliers

30 - Digital transformation in banking and its impact

on sustainability

It is within this context that the identification and the ongoing follow-up of the themes considered material by the
Stakeholders of Millennium bcp — such as the one carried out in 2019 and planned to be carried out once again in 2021 - has
been enabling the Bank to know the areas that show better performances in terms of Sustainability, but also enabled it to
rapidly detect improvement opportunities representing a strong contribution for the adoption of an appropriate sustainability

strategy adapted to new realities, challenges and requirements.

The Sustainability Master Plan (SMP) 2021, is an instrument of integration which, through a close, transparent and consequent
relation, intends to meet the main expectations identified during the regular surveys made to the Bank's main Stakeholders and
foresees, in its different aspects, the following initiatives and actions:
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Material issue:

STRATEGY AND RESULTS

SUSTAINABILITY MASTER PLAN (SMP) - 2021

Size Actions

Governance Model

of Sustainability and Corporate
Policies

- Implement a governance model of the Sustainability Area that allows multidisciplinary action, transversal
to the organization, including, whenever justified, the international operations;

- Revise and update the Group’s corporate policies;
- Revise the Group’s assessment and remuneration policies.

Training on Sustainability

- E -Learning on Sustainability (and Sustainable Finance).

Management of the brand and
reputation

- Reinforce the positioning of Millennium bcp in sustainability indexes;
- Subscribe to sustainability principles and commitments;

- Define the positioning of BCP concerning the SDG;

- Include sustainability in corporate events;

- Reinforce communication and disclosure of micro credit;

- Improve reporting and communication on sustainability.

Risk management, ethics
and conduct

- Foster a culture of compliance and of a strict management of risk;

- Ensure the integration of environmental and social risks in the risk assessment process.

Information Safety
and data protection

- Guarantee the Employees management and information

Quality of Service and customer
satisfaction

- Optimize service levels;
- Foster a culture of ongoing improvement;
- Creation of a Customer Charter.

Responsible Management
of suppliers

- Formalise compliance with social and environmental requirements in the relationship established with
Suppliers.

Innovation

- Foster a culture of innovation.

Policies and regulations on
sustainable financing

- Follow up the development of the Action Plan for sustainable finance of the European Commission.

Transparency in the information
provided to customers
on products and services

- Include in the communication with clients of items on the sustainability of the proposed investments.

Risk management

- Include ESG risks in the risk management procedures;

- Promote climate changes awareness with corporate clients developing their activities in sectors more ex-
posed to risks and environmental regulations;

- Identify and classify Corporate Clients with greater environmental and social risks.

Offer of inclusive and
sustainable products

- Promote and launch products that observe social responsibility principles and cope with the new environ-
mental challenges;

- Develop an offer of products “ESG”, that promote the transition of the economy to a sustainable model.

Accessibilities

- Improve the implementation of differentiated working schedules for customer servicing;

- Improve digital accessibility of clients.

Capture and retention of talent

- Support to the adoption of healthy lifestyles;
- Improve the mechanisms ensuring a greater proximity between the Employees and top managers.
- Promote balance between work - family.

Volunteer Actions

- Making and approval of a Volunteering Policy;

- Volunteering programme.

Conscious Business Project

- Conscious organization.

Human Rights

- Analyse and communicate positioning in the human rights risk management.

Financial Literacy

- Programme of financial literacy;
- Implement social and/or environmental awareness actions common to the entire Group;
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Investment in the community

- Develop campaigns together with non-governmental organizations and charitable institutions to foster
a sustainable development;

- Reinforce association with Fundacao Millennium bcp;

- Reinforce and systematize partnerships with entities that promote and develop Entrepreneurship near
local communities;

- Develop social responsibility actions;

- Measure the impact on the community.

Climate changes, energy
efficiency and alternative
energy sources

- Contribute to limit global warming to 2°€ (Paris Agreement).

Environmental performance

- Minimize the environmental impact of the operations.

We shall present, in the following chapters, the most relevant initiatives carried out during 2020 together with the results
obtained and the performance reached by the Bank in the several material issues identified in the materiality matrix. The 2020
Annual Report presents the performance of the BCP Group in the following issues: Governance Model, Risk Management and
Shareholding Structure in the respective sections — Governance (and Corporate Governance Report), Risk Management and BCP

Share.

This report, together with the Annual Report ensures, this way, the disclosure of the most relevant information on the
performance of the BCP Group in the material issues identified by its main Stakeholders.

MAP WITH ENVIRONMENTAL PERFORMANCE EVOLUTION BY LOCATION

PORTUGAL

POLAND:

Training hours 250,050

Trainees: 12.874 (8.405 M, 4.469 H)
Donations: € 324,525
Volunteering work hours: (*)
Number of Volunteers: (*)

Training hours 409,801

Trainees: 6.831(3.887 M, 2.944 H)

Donations € 1,360,472 i

Volunteering work hours: (*) Switzerland

Number of Volunteers: (*) Training hours 1,269

(Not applicable) It was not possible to
carry out volunteer actions due to the

Covid-19 pandemic

Trainees: 165 (42 M, 123 H)
Donations: € 22,152

MOZAMBIQUE
Training hours 24,727
Trainees: 2.589 (1.332 M, 1.257 H)

Donations: € 292,198
Volunteering work hours: (*)
Number of Volunteers: (*)

|29






RESPONSIBILITY




M

Economic Responsibility

BCP Group has been developing its activity in a responsible manner towards Employees, Customers, Shareholders, Suppliers and
remaining Stakeholders, always guiding its performance by the compliance with internal principles of rigour, the applicable
legislation and the regulations issued by the supervision and regulatory authorities:

Millennium network

Millennium bcp is a bank with its decision-making centre in Portugal; it is the largest Portuguese private bank, serving, in 2020,
approximately 5.7 million Customers with a network of 1,380 branches. The international activity of Group Millennium is carried
out by banking operations headquartered in affinity markets and in countries with a recognized growth potential — Poland,
Switzerland and Mozambique -, where it operates, under the Millennium brand, with 902 agencies.

Active Customers Branches breakdown
(thousands) (Nr. of Branches)

2.402

Poland /02

Poland

2.446
Portugal

478
Portugal

[ g

1 199
) 856 Switzerland Mozambique

Switzerland ~ Mozambique

Active clients: First holders with, at least, 1 product with a balance > 50 cents, in absolute value and with card transactions in
the last 90 days or with financial assets 2 100 euros

(11

In 2020, Millennium bcp registered 5.7 million
active customers, of which 2.4 million in Portugal.
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Group BCP also ensures a presence in the five continents by means of representation offices, branches, business protocols and

business promoters.

MILLENNIUM
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The BCP Group is constantly seeking to be near its customers by means of diversified distribution channels — Branches, Internet,
Call Centre, Mobile Banking, ATM and POS - to efficiently respond to the contact requirements of the Customer and of the Bank.

REMOTE CHANNELS AND SELF-BANKING

Internet Call Centre Mobile Banking ATM (¥) POS (*¥)
Portugal 650,488 219,096 867,654 2,036 75,682
Poland 1,786,578 218,832 1,771,010 479 660
Switzerland 656 - - - -
Mozambique 15,833 54,041 576,000 507 7,945
TOTAL INTERNATIONAL 1,803,067 272,873 2,347,010 986 8,605
TOTAL FOR THE GROUP 2,453,555 491,969 3,214,664 3,022 84,287

Note: Are considered active users those that used internet, the call centre or mobile banking at least once in the last 90 days. Does not include clients from AtivoBank.

(*) Automated Teller Machines
(**) Point of Sales (information SIBS)
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In the wake of its social commitment, it promotes accessibility to disabled persons in the several channels used to contact the
Bank: i) the Branches are accessible to individuals with a reduced mobility. In Portugal and in Mozambique, as in the remaining
Group operations, the Bank promoted a policy of prioritized service in the entire Branch network ii) internet with functions that
observe the recommendations issued by the Web Accessibility Initiative (WAI). In Poland, Bank Millennium was the first bank to
be awarded with the certificate ‘Internet site without barriers”; and iii) POS with equipment for blind customers such as mobile
phones and keyboards that are programmed to give vocal instructions. The Call Centre, available 24 hours per day in several
languages, and the Mobile Banking for the rapid and easy access that they represent, are also privileged access channels for
disabled or blind persons.

In Poland, the programme “Bank without barriers” is still one of the main social programmes undertaken by Bank Millennium.
The idea of a bank with no barriers, with products and services able of being used by all, without exception, is not only a
Corporate Social Responsibility programme, but also represents the philosophy of the organisation and a relevant component
of the Bank’s business strategy. It is within this reference framework and the use of innovative technological solutions that Bank
Millennium has been trying to eliminate the infrastructural barriers, digital and physical, in the access to financial and non-
financial services.

The mobile banking solutions which, in the universe of Group BCP already have more than 3.2 million users, represented in 2020,
due to the Covid-19 pandemic, an important channel of products, services and financial transactions.

The Branches continue to represent a relevant contact channel for many clients. Thus, the bank in the several countries where
it operates, diversifies the servicing hours in an attempt to guarantee and respond to the accessibility needs and requirements
of its Clients. Within this scope, one must highlight the Branches that give access to individuals with a reduced mobility, which,
in Portugal, already correspond to 88% of the total network and to 57%, in the remaining countries, showing an improvement
versus the figures recorded in 2019. In Portugal, 200 branches have differentiated office hours going from 8.30 a.m. to 7.00 p.m.,
Poland has 85 branches with these office hours and Mozambique has 30.

Branches acessibilities

We must also mention the opening of Branches on Saturday, (Number of branches)

extended working hours that, abroad, can be found at a total of
167 branches, versus the 143 recorded in 2019, and even
represent, as is the case in Mozambique, more than 1/3 of the
branches of this operation.

In Portugal, Millennium bcp continues to revolutionize its branch
network. The Customer Branch Experience 2.0 of Millennium bcp
is an innovative approach focused on the client, made through a
cultural change, the re-design of products and processes and the
integration of digital channels.

1,536

In this new generation of Branches, paper is no longer used and 79
the formalization of agreements is replaced by digital signatures
through tablets; the treasury activity will be available 24 hours a
day with the new smart transaction machines, the first to allow 115
the automatic payment of cheques at any time, as well as
withdrawals and deposits of coins. This equipment can also be 167

used without a Multibanco card. The client only has to use the
multichannel code provided by the Bank.

Besides the technological innovation, the Branches also make 2018 2019 2020
available spaces especially devoted to customers with areas
lounge, free wi-fi, wireless chargers and areas for digital
experiences with access to the Bank’s apps. The communication
with the client is also innovative, with a digital price list and
electronic advertising panels.

. Total

—@— With access to People with reduced mobility
—®— Open on Saturday

—@— Differentiated schedule

Within this context, the Bank already inaugurated 44 branches with this new layout in the entire country, a process that, within
the context of the global renewal and modernization of the Branch Network, will be pursued during the next few years.

34|



Information security

Material issue: = ELECTRONIC SAFETY

The information security programme implemented at the Bank is oriented towards the protection of information, taking into
account confidentiality, integrity and its availability in accordance with legal and regulatory requirements.

Information is protected in a manner that is consistent with its importance, value and sensitivity so as to increase the Group's
resilience and ensure the protection of stakeholders, reputation and the activities for the creation of value.

The information security policy sets forth the guidelines for the implementation and maintenance of the information security
programme of Millennium bcp. It is based upon a structured number of policies, procedures and standards, aligned with good
international practices, namely the regulation ISO/IEC 27001 - /nformation security management systems — Requirements and
with the guidelines EBA/GL/2017/05 - Guidelines on ICT Risk Assessment.

The information security programme is oriented towards the management of the information security risk and is based on a
number of key general principles that aim to protect information, namely the governance of information security, the security
of human resources, the awareness on information security, the classification, protection and processing of information, the
systems and communication safety, the control on accesses to the information system, the supervision and response to security
incidents, the assessment of information security risk and the capacity to recover.

In order to prevent, detect and mitigate intrusion attempts, the practice of illicit acts and new threats to security, the Bank
invested strongly on a 24x7x365, with the implementation of a Safety Operations Centre and a service of Threat Intelligence in
the incident response procedure, as well as as on routine procedures to regularly assess the risk of business supporting
information systems. In spite of the high number of security events which are detected every day, in 2020 there wasn't any
serious security incident nor signs that the information systems are compromised.

Considering that Information security is a responsibility of all, Millennium bcp promotes a regular process of information
security awareness addressed to all employees and Customers of the Bank, covering a set of relevant items, namely the main
information security policies and the risks and threats we are all subject to on a daily basis, within an approach based on practical
examples of e-mail, Internet and phishing.

Still in 2020, Millennium bcp continued to implement the cyber-security strategic plan, approved by the Executive Committee
for the three-year period 2019-2021, with the purpose of putting newly identified safety solutions into practice and enhance
the existing ones and mitigate the existing risks, consisting in the following macro-initiatives - Cyber Risk, Strategy & Assets,
Organization & People, Governance & Cybersecurity by Design, Cloud & Infrastructure, Application Security, Digital Identity,
Data Privacy & Protection, Cyber Defense and, within this scope, implemented the project /ntegrated Cyber Defense Platform
(ICDP) that added a large set of tools that contributed to increase the resilience of information security in information safety,
safety against threats and management of information security.

To reinforce the existing monitoring mechanisms, Millennium bcp joined the paltform BitSight. This platform collects and
analyses, in an ongoing manner, data on security behaviour and the implementation of the security measures of the associated
companies, identifying signs of compromise (e.g. Infected machines, inappropriate configurations, incorrect behaviour by the
users), to determine the BitSight security rating.

The companies are classified in a scale from 250 to 900, the classifications are updated daily and remain available on the BitSight
platform. The higher the classification is, more efficient is the company in the implementation of good practices in cybersecurity.
The BitSight security rating enables obtaining an indication on global cyber-security performance of the Bank and to compare
it with the one from the Portuguese banking industry. During 2020 the period of time under analysis, Millennium bcp kept, in a
consistent manner, one of the best safety ratings of the Portuguese banking industry.

<
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The evolution recorded by the BitSight security rating of Millennium bcp throughout 2020 was the following:
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Additional reference to the business continuity management system implemented by the Bank, enabling to ensure the
availability of processes and systems to support the most significant business.

Innovation

The relation of clients with its Bank or with the banking industry in general has been significantly changing. This change has
several causes and explanations, of which we point out technology and the surging of new players that open new possibilities to
bank clients.

The cost of not making part of this evolution, serving the clients of the different segments with several needs, continues to be
perceived as being too high to be ignored by the banking industry.

In Millennium bcp, the mobilisation of talent and the Bank’s digital transformation, crucial pillars of the strategic plan defined
for 2018-2021, has been able to provide the Bank with tools, knowledge and new working methods that, combined, enabled us
to act and respond swiftly and efficiently to the challenges that we face on a daily-basis that, in a year such as the one of 2020
where we collectively faced unprecedented adversities, ensured the maintenance of levels of excellence in the quality of the
service provided to the client and reinforced proximity and trust.

This vision on the digital transformation of the Bank includes different priorities, notably:

e The transformation of the customer experience in the relation and use of the services and products made
available by the bank in digital channels. We include herein a new form of participation of the customer in the
design of the product, either through customer research or recurrent tests with customers;

e  Theuse of a new approach for the development of products and services, adopting the agile as a principle for
the functioning of the teams, demanding multidisciplinary, new competences and, above all, a time to market
more adjusted to the times we live in, launching pilots and testing solutions, creating value in a recurrent
manner and using best in class design abilities;

e The re-design of the main end-to-end client events, particularly those handling business deemed as key
(e.g. personal loans, investments, etc.);

e NextGen Ops as a new platform for the automation of bank services, resorting to state-of-the-art
technologies, focused mainly on automation, Robotic Process Automation (RPA), Optical Character
Recognition (OCR) and Natural Language Processing (NLP). It willinclude also the re-engineering of processes
through new work flow solutions;
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e  New solutions on analytics, using models with machine learning, that are giving the bank the possibility to
leverage significantly in areas where it seeks to meet its client’s needs;

e  Anew approach to the distribution model, focused on convenience and on the migration of transactions into
digital channels, allowing the physical network to focus on the relation with the clients and on the satisfaction
of their most complex needs;

e A strategic plan for the re-definition of the IT function, adopting new approaches more appropriate to the
current needs, of which we may emphasize, as main pillars, the use of cloud, the design of API for internal and
external consumption, an architecture based on the use of micro services and an increase in investment in
cyber-security.

Hence, and to exemplify the developments already made within the scope of the described strategy, we point out (i) the new
home loans simulator denominated “How much may | ask”, available on the App and on the website that allows Customers and
non-Customers to assess the amount of credit they may request against pre-assessment of their risk profile, (ii) the new
campaign for the subscription of funds on the App that enables comparing the yield and sustainability ratings of several
products, application of severalfilters, providing all the information required for investing; and (iii) still in investment solutions,
the bank also launched a sew service to support the investments addressed to Prestige Clients, provided at the Branches by a
Manager certified in investment advising, which ends by the issuing of a recommendation based on the Client's objectives and
investor profile.

We must also emphasise the increased automation of banking services in internal processes,
continuing a project started in 2019 that has been reinforcing the installed digital work

capacity, currently based on RPA, OCR and NPL tools. This digital workforce was crucial to

support, in due time, our corporate clients within the scope of the lines Covid-19, enabling to, odis
in a short period of time, to process the granting of around 2.3 billion euros in credit. Y ;Q*

In Poland, Bank Millennium assesses the market trends related with innovation. The Bank’s . ® -9 2
experts prepare, every year, the report “Millennium Index — Regions’ Innovation Potential" that P

describes and explains the discrepancies recorded in terms of innovation in the different regions

of Poland.

This report is made by experts of Bank Millennium and represents a contribution for the public
debate on factors that promote and inhibit the development of the different regions of Poland,
contributing also to reduce the gaps that exist between them. In 2020, in the fifth edition of the
report, the contents were further developed with the inclusion of comments from an extensive
number of corporate experts and scholars.

Indeks Millennium 2020

Shareholders

Millennium bcp provides a space to its shareholders, the “Shareholder’s Club”, through which it intends to be closer to those
who own stakes of its share capital. With the “Shareholder’s Club” the individuals’ owners of shares of Banco Comercial
Portugués deposited in Portugal may communicate in a close manner with the Bank wherein they invested and also access
products and services of the Bank under preferential conditions and to a set of benefits agreed between Millennium bcp and its
partners.

In 2020, 469 discount vouchers were issued, within the scope of the 184 established partnerships, of which 7 are new ones,
involving 13 offers.

The access to the space “Millennium bcp Shareholders” is free of charge and the same is a specific area of the website
millenniumbcp.pt enabling also to access highlights on events and activities of Group BCP and information addressed to
investors. It has a newsletter specifically produced for Shareholders.

<
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Employees

Material issue: WORKING CONDITIONS AND HUMAN RIGHTS

Group BCP guarantees a fair treatment, with equal opportunities to
its Employees, promoting meritocracy in all stages of their
professional path, defining their remuneration in accordance with
the category and degree of fulfilment of the defined objectives and
the wage ratio of 1:1 between men and women with similar
functions, levels of responsibility and equivalent professional
careers.

The general principles ruling the BCP Group contain values and
performance guidelines applicable to all employees resulting in an
express orientation so that, regardless of their hierarchical level or
responsibilities, all Employees act in a fair manner refusing any
discrimination but also in the reaffirmation of the alignment with
the ten Global Compact Principles, according to which the Group
recognises and supports the freedom of association and the right
to the collective negotiation of work contracts and rejects the
existence of any form of forced and mandatory work and of child
labour.

GRI 405-1

In line with the Sustainable Development Goals (SDGs) of the United Nations.

Breakdown by gender

(Percentage)

45%

mMen

®\Women

In the Human Rights area, the BCP Group prevents the risk of violation of these rights, among other mechanisms, through
mandatory adherence by its employees and business partners to the Code of Ethics, in which this issue is regulated, and also
allowing anonymous communication of violations in this regard. On the other hand, the relevance of this issue for the Group
justifies its inclusion in the Organisation's Risk Management, namely in Operational Risk, in the categories of Employee Relations
(R3), Breach of Work Health and Safety Regulations (R4) and Discrimination over Employees (R5). In 2020, and as in previous
years, the results of the Operational Risk Self-Assessment show the low level of exposure to these risks (level 2 on a scale of 1 to

5), in its main geographies.

The commitments undertaken by the BCP Group within the scope of human rights, labour conditions and equal opportunities
are also enshrined in the corporate policies, of which the policies on (i) Human Rights, (ii) Diversity and Equal Opportunities and
(iii) Occupational Health and Safety are an example. These policies are available for consultation on the Bank’s website, in the

Sustainability area:

https://ind.millenniumbcp.pt/en/Institucional/sustentabilidade/Pages/cod_internos.aspx

Age breakdown by gender
[Fercentage)

]

<30

62%

B Man EWoman

Professional category by gendear

Percentage

Tatal

Other

Technickns

Commeerdal

Management

Senior Management

Information about the number of employees (not FTE's « Full Time Eguivalent] for: Portugal, Mazambigue, Switzerland and Polanc.
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Within the scope of gender diversity. in the Board of
Directors, in 2020 and in Portugal, 23.5% of these functions
were performed by women.

Within the scope of gender diversity in management
functions (Executive Committee/Senior Management and
Management) in 2020, globally, 44% of these functions were
performed by women — 22% in Portugal, 59% in Poland and
27% in Mozambique. In commercial functions, this figure
increases to 61% in the Group, i.e. 48% in Portugal, 75% in
Poland and 61% in Mozambique.

In 2020, the Bank, in Portugal, published a reviewed version
of its plan for gender equality, a document that describes a
number of specific actions and practices to implement until
the end of 2021 in order to foster diversity and inclusion.

Millennium bcp also signed the “Commitment Agreement of
the Organisations for Equality Forum (IGen)”. This Forum,
promoted by the Commission for Equality in Labour and
Employment (CITE) intends to encourage its members to
implement specific and tangible actions to ensure gender
equality.

In Poland, Bank Millennium, re-affirming its commitment to
respect and promote diversity both in Clients and Employees,
is one of the companies that joined the Charter for Diversity
of the European Union, coordinated locally by the
Responsible Business Forum.

In 2020, Millennium bcp joined the “Women's Empowerment
Principles” (WEP) from Global Compact of the United
Nations, an important international platform Ffor the
promotion of gender equality that translates our long-term
view and the will to be part of a collective dynamics based on
cooperation and trust.

Millennium bcp had subscribed in 2019 the “CEO Guide to
Human Rights” an initiative from the World Business Council
for Sustainable Development (WBCSD) and from the Business
Council for Sustainable Development (BCSD, Portugal). The
Guide includes the policies and practices of reference and
intends to contribute for the implementation and promotion
of the human rights in the organization and in their value
chains.

Already in 2021, BCP was also included, for the second time,
in the Bloomberg Gender-Equality Index, joining to the group
of companies that, in the world, stood out in terms of
implementation of practices and policies on gender equality,
diversity and inclusion.

The presence in this index, that puts together companies
from 44 countries is a landmark that shows the Bank’s
commitment with the development of its Sustainability Plan
and the recognition of its commitment on matters related
with equality of gender and a clear and transparent non-
financial reporting.

In 2020, the processes for the management of People were
marked by the prevention and control actions developed in
the wake of the Covid-19 pandemic declared by the World
Health Organisation (WHO) on 11 March, that led the bank
to trigger its Contingency Plan, with two clear objectives: (i)

M

protect people, employees and all the surrounding
community; and (ii) keep the Customer service levels.

Within the scope of inclusion and diversity, in 2020,
Millennium bcp gave its contribution in terms of ideas and
development of solutions in the Inclusion Labs, a new way to
involve the community promoted by the Inclusive
Community Forum (ICF) from NOVA SBE. It is with a strong
sense of responsibility that Millennium bcp is participating in
this pioneering group, specifically in the training on social
skills and employability for disabled individuals. Five
Inclusion Labs (work sessions) were held and 4 interim
meetings, totalling 24 hours.

The goal of this partnership, established within the
commitment assumed by Millennium bcp in complying with
law 4/2019, that establishes the system of employment
quotas for disabled persons (with a disability equal or above
60 per cent), is to help the Bank to respond to the challenge
that the inclusion of disabled people represents for all, being
mainly a way to benefit from the opportunities offered by
such inclusion. By being more inclusive the bank is (i)
ensuring a greater variety of points of view and an
organization that is increasingly more diverse and
sustainable and (i) new ways to increase the number of
talented employees.

Our view is based on the assumption that looking at the
disabled person based on his/her potential and on what
he/she is able of doing.

We believe that the path to follow is to approach candidates
looking at their skills and their competences and not their
limitations imposed by their disability, whatever this one may
be. If the skills to perform a task exist or are able of being
developed in the short/medium term, we shall carry out the
necessary adjustments so that their limitations are
attenuated or even eliminated.

In Poland and in Mozambique, together with the offer of
products and services addressed to women, are also being
developed initiatives, such as sessions of debate and
reflection on the role of women in the economy and in companies.

Since Employees constitute one of the strategic pillars of the
BCP Group, their level of satisfaction with the service
provided by the different internal areas - with direct relation
and reflection on the quality of the guaranteed Customer
service - is an important endogenous indicator to assess the
Bank's effectiveness and perceived efficiency.

Thus, the Bank continued to make, in 2020, the annual survey
on the satisfaction with the internal services near the
Employees in Portugal, which obtained a global value of 80,6 i.p.,
above the one recorded in the previous year (79,8 i.p.), being
even the best result ever, a fact that, within the pandemic
context that we are going through, is particularly appreciated.

The Bank carried out other 26 surveys to Employees, with
specific purposes, ones with the objective of improving the
operational procedures but, mostly, related with the Covid-19
Contingency Plan, which allowed a close and efficient
monitoring and management of issues related with the
pandemic (Covid-19 Tests, Vaccination, Disinfectants, the
use of masks in Branches, ...)
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In Poland, the value recorded in 2020 was 89 i.p., translating
an improvement of 2 ip. versus 2019 (87 ip.). In
Mozambique, the value recorded in 2020 was 70 i.p.,
reflecting a decrease versusthe 73 i.p.recorded in 2019, and,
in Switzerland, the 71 i.p. registered in the reporting year
compare with the 73 i.p. obtained in 2019.

Covid-19 Contingency Plan

In 2020, the health and well-being of the Employees within
the context of Covid-19 pandemic was one of the priorities
of the organisation that, adopted, at each moment, the most
appropriate responses, based on the guidelines issued by the
public authorities and on the available scientific knowledge.

Protect the health of the Employees, Clients and of all those
that contact with us, remained our primary concern.

In that sense, the Crisis Management Cabinet that
monitored the themes related with the pandemic, approved
the implementation of the several proposed and more
relevant measures so as to guarantee a management
adjusted to a reality that is constantly changing.

The Human Resources Division, together with the Medical
Services has been accompanying the Employees in

everything related with the pandemic and has been able to
find solutions for the risk situations that occurred, as
foreseen in the Contingency Plan.

The Managers of Human Resources remained even closer to
the several areas of the Bank playing an active role in the
follow-up of suspicious cased and in the work organisation
that is required in each cases situation.

Together with this follow-up and within a prevention
perspective, we must mention the bank’s investment in
regular testing to Covid-19, as well as the active role played
in the acceleration of vaccination for the prevention of
seasonal diseases such as the flu and pneumonia, stressing
its concern with the health and well-being of the Employees.

These initiatives and the proximity achieved during this hard
times resulted in the trust and expressive recognition by the
Employees translated in the replies to a specific survey on the
themes related with the Covid-19 pandemic.

Together with the governmental guidelines, the guidelines
issued by the health authorities and the demands fest the
Human Resources Division promoted the communication of
the useful and necessary information in due time and
developed, with swiftness and rapidity, measures and tools
that it placed at the disposal of the Employees, enabling
Millennium bcp to ensure it full functioning.

11

BCP reinforces its commitment with the ten Principles
of Global Compact from the United Nations.

Material issue: | CLOSENESS AND TRUST

Within the scope of the strengthening of the mechanisms for bringing the Employees and top managers closer together, besides
the visits made by the Executive Committee to branches and central services and the establishment of regional meetings with
Employees, were also carried out regular television interviews with the Chairman of the Executive Committee wherein the
Employees have the opportunity to raise questions on the Bank's life.

Training GRI 4041

The development of the personal and professional competences of the Employees is one of the Bank's priorities considering the
need the ensure its ongoing alignment with the strategic goals defined by the organization. Seeking to promote excellence in
the relations established with Customers, the Bank recognises the importance of ongoing training to ensure business
sustainability and endeavours to provide its Employees with the tools necessary for the execution of their activities.

In overall terms, 3,670 training actions were ministered, corresponding to over 685 thousand hours of training, with an average

of 40 training hours per Employee. During 2020, the training effort kept its focus not only on the commercial areas, but also on
technical, operational and compliance areas and on team management
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In Portugal, in spite of the pandemic context, 2020 saw a significant
investment on the development and training of the Employees and the
Bank was able not only to maintain the training hours at high levels
(409,801 hours), but also to pursue with the development programme

s. This training dynamics that enabled to carry out 445 actions - 64 of
which face-to-face - was focused on several areas of knowledge,
notably Hygiene and Safety at Work, Finance Management, Corporate

<

Management and also Insurance Techniques, Information Technology, r'.l'] | LL EN N | U M

Compliance, Audit, Legal, Regulatory and Safety. EA H I'{I HG
The Millennium Banking Academy (MBA), created in 2016 by Millennium bcp

in what would be the first internal academy for a Bank in Portugal, AEAD Efll'llll.qlfl
adapted to a context imposed by the Covid-19 pandemic, transforming

behavioural training, initially planned for face-to-face sessions, into live
web courses using the Teams platform.

Due to this context, training through e-/earning in Portugal increased
enormously and new courses were developed, recording a growth in
training hours from 2019 to 2020 exceeding 200%.

We also carried out two e-learning trainings aimed at preparing the Employees for the exercise of functions within a context
featured by the security measures imposed by the pandemic: the Teleworking Guide and Return Safe and with Trust. The purpose
of the Teleworking Guide, launched by the beginning of April, was to present the main challenges of remote work, suggest
approaches, methods and tools to follow-up and control activities and suggest performance rules to remain efficient in
teleworking. The overall objective of the course Return Safe and with trust launched in May was to disclose the measures
necessary for the protection of all in the workplace.

Continuing this training strategy, the Bank launched in October 2019 the Digital Academy that came from the Bank’s will to
reach a leading position in digital in the market, a will that required a complete cultural and technological transformation,
appropriate for the different groups of employees of the Bank : the Tech — of the areas of development, architecture, cloud,
safety and data -; the Business — from the areas that develop new business solutions —; the Ingenious — young people from
technical areas —and the Millenniums - all Employees —.

The behavioural and technical training, supported on different methodologies and channels, was also enhanced. Hence, to
broadly increase digital literacy, the Bank launched (i) the item “Digital Shots”, video contents with 1 minute on technological
themes, (ii) e-learning courses on how to use and take advantage of digital tools currently available (Smartphones, MS Teams,
Office 365) and (iii) tailor-made training actions addressed to fulfil specific needs of the different technological and business
areas for the construction and development of a more resilient and digital culture able to respond to current and future
challenges.

TRAINING

2020 2019 2018 VAR.% 20/19
NUMBER OF PARTICIPANTS "
In person 18,231 (W 62,0%, M 38,0%) 31,043 42,906 -41.3%
E-learning 376,977 (W 65,4%, M 34,6%) 311,211 158,845 21.1%
Remote 61,648 (W 45,6%, M 54,4%) 59592 63,512 3.5%
NUMBER OF HOURS
In person 128,153 (W 62,5%, M 37,5%) 319,236 298,361 -59.9%
E-learning 421,190 (W 55,6%, M 44,4%) 343,403 121,634 22.7%
Remote 136,504 (M 45,9%, M 54,1%) 184,544 205,998 -26.0%
PER EMPLOYEE 40 (W 55%, M 45%) 46 39 -13.2%

 The same employee may have attended several trainings.

(11

In 2020, the average number of training hours
per Employee was 40.
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In the first quarter of 2020, 74 employees participated in the
programme DAE-Desfibrilhacdo Automdtica Extern, the
purpose of which was to teach the participants on how to use a
defibrillator. The sessions of this course, part of a DAE
Programme, licensed by INEM, focused on practical items and
lasted one day.

In the segment Prestige, was lectured a new training program
for new Prestige Managers, with the objective of increasing the
behavioural and technical competences required for the
exercise of the function of Prestige Manager. 2 editions took
place — in January (in person) and in October/November
(remote) — comprising a total of 67 Managers. The total of
training hours/Manager is 30 hours divided between contents
with a behavioural nature, of product and service and
commercial systematics.

In the Retail Network, the training “Sempre Préximo”, carried
out from April to May and addressed to all Employees of Retail
Mass Market in teleworking had, as main objectives: to be
closer to the Employees; sharing of good practices to be closer
to the Client and take advantage of the current context to fine
tuning techniques able of improving the service of excellence.
The training included 163 Employees and was carried out
through the Teams application.

In the second half-year, we carried out the training Teams with
Attitude addressed to all Mas Marke, Prestige and Business
Branch Managers. The purpose of this training was to enhance
key-concepts to improve a Service of Excellence for the Client
and reinforce the role played by the leader and the systematic
as critical factors for success, within a pandemic context. 583
Employees participated in this training, via Teams.

We also continued the Fface-to-face training “Vender
Solucdes” and “Encantar Clientes” addressed to Commercial
Managers Mass Market in Lisbon and Porto. It had the
participation of 58 Commercial Managers.

The Programme #1 Experience resumed the training
addressed to Retail teams. These quarterly sessions,
denominated training #1, were assisted by a trainer specialised
in communication, the specialist on Portuguese language, Ms.
Sandra Duarte Tavares, to approach behavioural themes with
impact on the Client experience and the success of the sale,
through videos, quizzes and challenges with the involvement,
as a team, of the entire commercial structure.

With the purpose of contributing to the well-being of the
Employees through personal and emotional development
actions all the Bank’s employees were invited to enrol in
e-learning courses on the following themes (i) From Stress to
Well-Being; (ii) Discover Body Language; (iii) Personal
Efficiency.

Around 1.000 accesses were made available to Employees and

the course Personal Efficiency became part of the Prestige
Onboarding Training.
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The publication of the Regulations 6/2019 of 3 September
brought new demands in terms of Insurance certification and
implied an enormlous effort to ensure certification and the
update of knowledge on Insurances of all Employees exercising
functions of PDEAD-Pessoa Diretamente Envolvida na
Atividade de Distribuicdo de Seguros e Fundos de Pensées.
(Person Directly Involved in the activity of distribution of
Insurances and Pension Funds).

This way, in 2020 were carried out 135.214 training hours and
2.164 achieved their certification in insurances. Also regarding
the Prestige Segment, more than 600 Branch Managers got
their certification via an online exam (exceptionally authorised
by CMVM due to the pandemic context) for the provision of
Financial Counselling within the scope of MiFID Il resulting in
around 30.500 training hours.

With the purpose of reinforcing written communication skills,
in the components: language rigour, clarity and persuasion and
respond to the needs of the different areas of the Bank, was
developed atraining with the collaboration of the Portuguese
language specialist Ms. Sandra Duarte using a webinar format
on Language Rigour, open to the entire Bank and two more
session using the same format, one for employees from the
central areas — Writing with Clarity and another for employees
from the commercial areas — Writing with Persuasion. Another
15 practical sessions were held via Teams, adapted to each one
of the areas involved, comprising 320 trainees.

In Portugal, in 2020, due to the Covid-19 pandemic the
training on-job was not a priority and the training
actions were channelled to weblive training sessions
(18.386 training hours and 5.720 trainees).

In 2021, and pursuing a strategy able of always
providing more and better training, but also adjusted to
teleworking, our goal is to increase the number of
training hours provided through this format in more
than 5%.

The Training Academy continued to develop specific training
paths of the different functions of the Commercial networks,
automatically making available to each through the training
platform, courses necessary for the performance of their
duties.

Every year, all the employees have the opportunity to
contribute for their professional development by filling in a
form and having a session with the person directly in charge of
his/her area.

In Poland, the bank continued to invest in the training of its
employees always with the purpose of developing technical
and behavioural competences, able to improve quality and
efficiency in the work developed and in the compliance with
the goals of Bank Millennium.



It is within this context that the Employees participate,
every year, in training actions, external and internal, on
specific themes, and also on conferences and congresses.

Due to the restrictions imposed by the Covid-19
pandemic, all training sessions, since March 2020, are only
available through electronic means.

Bank Millennium continues to organize training
programmes and coaching that include all the employees,
with actions focused primarily on the response to
regulatory requirements, internal and external, such as
those on health and hygiene at work, data protection,
information safety, also promoting training programmes
on leadership, management and holding several
conferences.

In 2020, the bank carried out 3,114 training sessions, in a
total of 250.050 hours, investing significantly in issues
related with Client service, products, compliance, risk, and
leadership. Thus, the bank continued to provide
commercial training addressed to the retail network that,
including the preparation of new employees, also includes
carrying out workshops on Client servicing, sales, credit
and investment and also e-learning courses on products -
new or improved -, procedures, bank apps and digital
channels.

In the Prestige network, webinars on the current situation
of the financial market were carried out by external
experts and were addressed to Prestige Managers. For the
newly-recruited consultants, the Bank continued to
provide them with the certification programme Prestige
Advisers, that includes training contents on financial
markets and investments.

Regarding Companies, the bank implemented a similar
programme, through e-learning courses and workshops
given by external companies. Reference must be made to
the course on sales efficiency and stress management,
wherein the consultants and products experts were
invited to participate in a 2 days training, under a
storytelling format, where they developed methods to
make a catalogue of their own sales episodes.

The Company Consultants Advisers were also trained by
an external company on the financing of national and
regional projects and investments with EU support funds.

In 2020, the Bank organized online workshops on
teleworking. The Employees with leading position
reinforced their competences in coaching and remote
management of teams and developed methods to
increase the work efficiency of their team members.

In 2020, we continued to carry out lectures within
the scope of the programme Campus. This programme
that aims to support the growth of an organization

focused on innovation, intends to create a reflection
space based on science and business.

Seeking solutions and answers for a reality under a
constant change, inspired on a bold and creative
experimentation able of representing a long-lasting
competitive advantage for Bank Millennium, is the main
objective of the online lectures, synchronous or recorded,
carried out within the context of the programme.

3XM(ille)

MilleLokalna grupa rozwojowa

In Poland, we must point out an initiative especially
addressed to the women of Bank Millennium, the 3xM
(ille). This project consists in the regular making of
conferences with inspiring women of the organization
and a special guest. The meetings are followed by
debates and networking that, by allowing the exchange
of contacts and experiences, help to broaden horizons
and personal objectives. Two meetings were held in
2020, one of them on internal motivation. This cycle of
debates counted with the participation of 140 women
employees of Bank Millennium.

In 2020 Bank Millennium, trained 12.874 individuals
(8.405 Women and 4.569 Men). On risk-related issues,
613 Employees received specialized training and 122
employees received training on human rights.

Also in Switzerland, whose training actions virtually
include all its Employees, the actions developed, in a
total of 1,269 hours, addressed commercial and
leadership issues. Reaching 81 Employees, 95% of its
staff, they primarily consisted in training sessions
especially designed to cope with the needs identified in
this operation.

Beside specific programmes, depending on the
individual needs of each employee, the trainings
transversal to the organisation have the purpose of
reinforcing the corporate vision and culture. In 2020,
due to the pandemic, the managing staff received
training on virtual and management tools.

We must refer, in this country, the reduction in the work
hours for employees close to retirement, preparing the
organisation for their departure and ensuring a period of
personal adjustment to a future lifestyle.

<
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In Mozambique, the year is marked by the third year of
activity of the Millennium bim Academia (MBA).

The mission of this training academy, the first of a bank
institution in Mozambique, is developing, within an
environment of continued learning and sharing
of knowledge, professionals with ethics, a technique of
excellence and rigour in the activities they exercise.

Based on three main pillars: i) ensuring training per
functions for the Retail Employees; ii) providing diversified
and consistent training to support the Employee's main
needs; iii) Creation of a training curriculum per employee,
it provided in 2020, a total of 24,763 of general and
specialized training hours to 2,589 employees (1,257
women and 1,332 men).

In a year when the major highlights of the training offer
were themes such as Leadership, Technical Training, IT
Training, Behavioural Training, Compliance, Training
addressed to the commercial network, the Bank continued
t the Leadership Programme “Lider Millennium bim 4.0”.
This programme, launched in 2018 with the purpose of
aligning the leadership practices of the bank with the 8
core competences defined for Leader Millennium bim,
comprised the Executive Committee and all heads of the
group, being planned for 2021, its extension to the 2nd
and 3rd structure lines.

To strengthen operational rigour practices, we must
emphasise the training actions on the Prevention and
Fight against Money Laundering and Terrorism Financing
addressed to all Employees. These actions are reinforced
in the course of the year through retraining and awareness
actions during the commercial cycles.
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Talent management

Managing individuals is one of the strategic pillars of the
competitiveness of the BCP Group. Simultaneously with
the valuing of general and specific skills, it is crucial, in an
organisational enhancement perspective, to identify
Employees with potential and talent, so that in future they
can perform duties of higher complexity and
responsibility.

The development programmes used in the different
countries where the Group operates are especially
designed for employees showing high performance levels
and potential and provide: i) a more transversal vision of
the business and of the Organization's best practices to
the newly-admitted employees; and ii) addressed to
employees with experience, the opportunity to acquire
crucial competences enabling them to, in the future,
exercise functions with a higher degree of complexity and
responsibility.

Within a perspective of the bank’s sustainability and the
ongoing objective of upgrading and develop the
Employee’s skills, Millennium bcp tries to identify those
with potential and talent to assume functions with
increased responsibility and complexity.  The adverse
context of the pandemic forced the Bank to reassess the
entire training process, face-to-face until this date and
transform it into a remote one appropriate to the existing
need and enabling to maintain the same proximity, always
focused on the development of the Employees.

In Portugal, in 2020, the bank resumed the programme M
Power, already adjusted to the new format, but with the
same ambition of continuing preparing the Ffuture
leadership of Millennium bcp. The current scenario
reinforced the need to prepare and mobilise the leading
staff to think and act in an adaptive manner within a
challenging context, improving their resilience and
reinforcing competences such as emotional intelligence,
cooperation, power of persuasion, empathy and creativity
so that they become the engine of the ongoing cultural
transformation within the organisation.

Millennium bcp, aware of the importance of investing in
the management of talent for the success of the
organisation and ensure a competitive advantage in the
market, continues to be focused on the value proposal of
the programme inGenious. The training programme for
young talents, working in technology and analytics areas,
tries to prepare them to face the increasingly complex
challenges that they have to face and develop their critical
thinking, increase teamwork and cooperation.



We must once again point out another edition from the
inGenious Trainees Academy that consisted in the
integration of a group of 46 young individuals within the
culture and strategy of Millennium bcp, providing them
with training on core business issues, with a strong
technical and behavioural component and involvement in
appealing projects which are fundamental for the bank’s
activity.

INCENINIICD

In Poland, we continued to cooperate with student’s
associations. In 2020, we focused on the cooperation with
the Scientific Circle of Statistic Students, pursuant to a
protocol signed in 2017.

Bank Millennium is also an official member of the SGH's
Partners Club, through which it participates in the
development of strategic projects and educational plans
proposed to the students.

In 2020, the bank was distinguished with the Training High
Quality Certificate due to its traineeships.

In 2020, Bank Millennium faced the global challenge of
Covid-19 and re-organised its activities to attract talent to
be able to ensure the highest level of safety for its
employees and remaining participants, an example being
the digital Week with Career Counsellors organised by the
Faculty of Economics of Warsaw wherein the students had
the chance of meeting the career opportunities in the Bank
and also the regular attendances (4 in 2020) at job fairs

with the purpose of bringing closer the potential work
specifications of the candidates and the career
development possibilities offered by the Bank.

To reach branch professional groups, the Bank uses
efficiently the social media Linkedin and Goldenline,
actively promoting its brand as an attractive employer and
successfully communicating with potential candidates.
Regarding IT and digital, the communication via Linkedinis
the most used by the candidates.

Bank Millennium, concerned about its Employee’s
experience, launched the on boarding project for the IT and
central services areas, within a project to be
extended to the commercial areas that comprises a
welcoming pack for the new employees and a e-guide with
information for managers.

In 2020, Bank Millennium received for the 7th consecutive
time the award Reliable Employer (Solidny Pracodawca).
The distinction of Reliable Employer is a special award for
the best employer in Poland, featured by their reliable
employment policy, solutions especially envisaged for their
employees and fair and inclusive human resources
processes.

Bank Millennium, in a partnership with the Law School od
Warsaw created the first Centre of Coworking for Start-
ups. The objective of the Centre is to put together students
and graduates who created or are in the
process of create their own start-up and wish to compare
their ideas with the business reality.

It is a place to hold meetings, carry out online work and
debates/conversations  with  specialists from the
University and from Bank Millennium.

In Mozambique, considering the additional challenges
imposed by Covid-19, the bank implemented changes in
the recruitment process with the introduction of the
technological component and re-designed the experiences
of the new employees.

In 2020, at Millennium bim, were also consolidated the
partnerships  established with the major most
important  universities of the country and signed
cooperation protocols to attract the best graduate
students.

<
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e GRI 404-3
Assessment and recognition

At BCP Group, the individual performance assessment  Promotions

models, based on a process of counselling and guidance  (Number of Employees)
towards the development of skills, gives rise to
opportunities of dialogue between the senior staff and
their Employees, enabling the further deepening of a
culture of personal accountability for the development of
their careers. Switzerlan
0

Mozambique
499

Portugal
924

The performance evaluation cycle, completed in 2020,
maintained a level of involvement of the participantsin all
the countries where Group BCP operates and evaluators
and evaluated, in line with the figures of past years
(100%) and the results regarding the satisfaction with the
process show an increasing trend versus previous years,
namely in the segment of the evaluated who are very
satisfied.

Poland
In Portugal, the 3rd edition of M Desenvolvimento 1,650
reached an end; this is a programme that enables the

employees to share, voluntarily, their professional aspirations and contribute in an active manner for their fulfilment. The
Employees may, if they feel the need to develop any specific skill or intend to do any special training may express that will in the
Personal Development Plan. 62% of the Personal Development Plan made by the Employees in 2019 M Desenvolvimento were
satisfied and it was possible for the Bank to attend 64 requests to change the function and organic unit.

Together with a permanent attitude of incentive towards the development of the Employees and the adoption of practices of
excellence, the BCP Group maintains a policy of recognition of the merit and of the commitment shown by each Employee by
means of: i) an incentive system applied throughout the Bank; ii) a plan of professional development due to merit; and iii) specific
awards attributed to Employees that were excellent in the exercise of their functions.

This incentives system is specifically applied to the Commercial Networks (Retail, Private, Companies, Corporate, Large
Corporate and ActivoBank) as well as to employees from other Divisions of the Bank who comply with the established criteria
(Investment Banking, Treasury, markets & International, Credit Recovery, Specialized Recovery, Real estate Business and
Specialized Monitoring) and consists in the attribution if a variable remuneration based on a contribution above expected for
the results achieved.

In addition, and together with the incentives systems of the commercial networks associated with business results, Millennium
bcp has a transversal recognition programme, denominated Millennium People. In its different components and individual and
collective categories, this programme enables recognising, per year, more than one thousand Employees, by means of an
evaluation matrix that joins attitude and results and ensures recognition, visibility and sharing of good practices. In 2020, the
main annual categories became five, with the creation of a new award that intends to distinguish the best trainers (Millennium
Trainer); a distinction aiming at rewarding the significant contribution given by many Employees of the Bank for the
development others, which has a particular meaning at a moment when the enhancement of competences and the acquisition
of new ones is on the agenda.

The recognition model of Millennium bcp is transparent and has clear rules, which may be easily consulted by any Employee on
an online platform - and the intention is that the same is an inclusive one. Thus, and within the scope of the annual categories
(Millennium Lider, Millennium Impacto, Millennium Exceléncia, Millennium Formador and Millennium Equipa), the programme
enhances the interaction with the award winners through a system that is similar to the social networks.

In Millennium bim, in Mozambique, the performance evaluation and management process is based on a culture of meritocracy,
namely of high performance. For the Employees who distinguished the most in the performance of their functions, there is a
special moment, at the annual objectives meeting, when these performances are recognised. In 2020, 16 employees were
distinguished with the award Excellence, in five categories, namely: Young Talent, Best Trainer, Backstage, Customer Servicing
and Best Team.
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In Poland, the Bank launched the 4th edition of the programme IMPakt, an innovative initiative

wherein the Employees appoint and vote for their colleagues. In this programme, 55 Employees
were recognised for their performance. Quality, Ethics and responsibility, Efficiency and
Innovation.

In this operation, 12 Employees were also recognized with a distinction awarded by the
Chairman of the Board of Directors for their participation in key projects.

Bank Millennium implemented in 2020 a new technological tool to manage the evaluation of
employees and the process of bonus granting. The implementation of the new system enabled ! f\/‘\ PAKT
reviewing the evaluation processes and criteria and promote their standardisation and 20 19

simplification.

In Switzerland, the Bank launched the Programme "Mores" that invites the employees to play an active role in the internal
changes processes, be through the “More Voice”and the possibility of, with external advisers, express their opinions on the
internal processes and projects, the “More Recognition” to emphasise a particularly positive attitude or action of a co-worker,
the ”More Debate”, for the sharing of experiences on themes related with customer interactions, or within the scope of the
“More Green”, in which a team of volunteers discloses, every month, ideas, suggestions and good practices to protect the
environment and nature.

The BCP Group continues to bet on the ongoing improvement, believing in the value that can be generated by the innovation
processes, stimulating creativity and the sharing of experiences by all Employees.

The internal programmes for the generation of ideas — Mil Ideias (One thousand Ideas) , with 20 suggestions in Portugal, - Call 2
Action -, in Poland and the recent programme - Ideias que Contam (ldeas that Matter) in Mozambique are based on the
recognition that the Employees are a creative force that generates ideas of value, representing a means to value and increase
their individual abilities through the direct participation with an idea and indirect through comments or votes.

In Mozambique the “Férum - Ideias que Contam” (Ideas that Matter), a space for sharing and discussing ideas which, throughout
the year, counted on the participation of 574 Employees, was responsible for more than 925 ideas, two of them were adopted
in 2020, and 110 are being implemented.

These programmes, which are being reassessed in all the countries where the bank operates, are the basis for the continuous
improvement of the internal processes of the organization, for the increase not only of the value of the products and services
offered to Clients but also the ability to make a swift adaptation to new realities, namely functional, and represent an
opportunity for the identification of good practices that can be extended to the entire organization

Staff

In 2020, the number of Employees of group BCP decreased 6.7%, (1,250 Employees less vs. 2019), mostly justified by the
rationalisation of the operation in Poland due to the purchase of Eurobank in 2019. Around 60% of the Employees of the Group
worked in the international business and 40% in Portugal.

<

EMPLOYEES

2020 2019 2018 Var. % 20/19
TOTAL IN PORTUGAL 7,013 7,204 7,095 -2.7%
Poland 7,645 8,615 6,270 -11.3%
Switzerland 82 82 77 0.0%
Mozambique 2,591 2,680 2,619 -3.3%
TOTAL INTERNATIONAL 10,318 11,377 8,966 -9.3%
TOTAL FOR THE GROUP 17,331 18,581 16,061 -6.7%

Note: does not include the employees of Millennium bcp Bank & Trust.
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In Portugal there was a reduction in staff, with less 191 employees versusthe previous year. 132 new employees were admitted
to service (52% were women) mostly for the performance of technical functions in digital banking (54%) and for commercial
ones (39%) and 322 employees left the Bank, 73% by mutual agreement and/or retirement plans and 18% by initiative of the
employee. Among the Employees who left, 53% worked in the commercial areas and 22% in management functions.

In Poland, the number of Employees fell around 11% (less 970  Employees turnover and mobility
employees vs. 2019) due to the reorganisation of the operation  (Number of Employees)
motivated by the purchase of Eurobank, achieving a number of

7.645 employees, of which 67% are women. 2,299
1,112

In Mozambique there was also a decrease in staff (-3.3% versus 1973

2019), with the engagement of 45 new employees, 56% for the
performance of technical functions. 130 employees left the Bank,
51% of which performed commercial functions.

The BCP Group sees mobility as an opportunity for the Employees o 2,389
to develop their professional careers and their skills, and therefore 1,759
and whenever possible, encourages their contact with different o
realities of the Bank. In that sense, the Employees internal mobility

processes assume a strategic importance for Millennium. 3037 3,580
2,662 ’

1,977

In 2020, 20.6% of the Group's Employees were involved in internal
mobility processes, particularly in Portugal and Mozambique
where, respectively, 25.1% and 41.0% of its Employees moved
from their areas/ departments. 2018 2019 2020

= Recruitment mmmmm Internal mobility —®— Leavings

Ethics and professional conduct

Material issue: | VALUES, ETHICS AND CONDUCT

The BCP Group considers that the respect for its defined mission and values and also the compliance with its strategy depends,
first and foremost, on each Employee and therefore it fosters a culture of rigour and responsibility, based on permanent
information disclosure, training and monitoring mechanisms able to ensure strict compliance with the established rules of
conduct.

Compliance Office

The Compliance Office's mission is to assure that all the management bodies, the functional structures and all the Group’s
employees comply with the legislation, rules and requirements (internal and external) that guide the activities carried out by the
Bank and its subsidiary companies in order to avoid the risk of the institution incurring in legal or regulatory sanctions, financial
losses or negative effects in terms of reputation, resulting from non-compliance with the laws, codes of conduct and good
business practices and duties that bind the company.

Within the scope of the detection and prevention of situations of money laundering and terrorism financing (ML/TF), the
Compliance Office developed its activity based on a risk approach, adjusting its procedures and information systems to the best
practices in terms of prevention of ML/TF and complying with its legal and regulatory requirements, continuing to promote an
improvement in the efficiency of allocation of resources in the assessment of the risk factors associated with the business
relations. Within this context, we emphasise:

e  Reinforcement of the account opening processes and filtering of transactions, in order to guarantee the

compliance with the sanctions and embargoes declared by the national and international competent
authorities, as well as their monitoring to detect and prevent potentially irregular situations;
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e  We must also point out the development of new solutions, more efficient, based on automated processes, to
analyse the risk factors inherent to new business relations and the development of existing ones;

e Implementation of new AML/CTF in determined commercial processes;
Strengthening and specialisation of the teams of the Compliance Office within the scope of AML/CTF and its
several components.

In 2020, the Bank revised and updated its regulations on governance and
compliance policies, a process that, partially, already intended to achieve
compliance with the provisions of Notice 3/2020 published by Banco de
Portugal on 16 July, 2020 that defines the minimum standards upon which the
organisational cultural, the governance and internal control of financial
institutions must be based upon. In that sense, the Bank updated the Code of
Conduct, the Policy for the Prevention and Management of Conflicts of Interests
and the Policy for the Appointment of the Statutory Auditor and for the
engagement of services other than audit ones.

The reviews and updates of rulings related with governance and compliance
policies, mentioned above, originated several initiatives implemented with the
purpose of strengthening prevention measures, anti-corruption and report of
irregularities, of which we point out:

e  Reinforcement of the mechanisms to monitor conflict of interests by developing a new platform for the
registration of transactions and entities;

e  Reinforcement of the sub-contracting process in what concerns the identification of situations of conflicts of
interests;

e Revision of the recruitment process to include a statement of conflict of interests by the employee involved
in the selection and recruitment process;

e  Launching of an e-learning course on The Prevention of Money Laundering and Terrorist Financing for all the
Bank’s Employees.

This Code of Conduct is directly applicable to the members of the management and supervision bodies, all employees of the
Group, with or without a permanent work contract and to the companies providing outsourcing services to the Group.

To this extent, it works as a general main guideline to face potential ethical conflict and help in the making of an appropriate
decision.

The Code of Conduct and a set of compliance rulings and policies that rule the bank’s activity are available for consultation on
the website, governance area.

https://ind.millenniumbcp.pt/en/Institucional/governacao/Pages/normas_regulamentos.aspx

In 2020, the reinforcement of the culture of compliance was one of the priorities of the Bank, either through the normal
development of the Training Plan or through proximity communication programmes addressed to all areas of the bank,
especially the commercial networks. The “100% Compliance”, the “Compliance A to Z” and the "Culture of Compliance “are the
most visible faces of the transformation initiated in 2019 where, through regular actions it tries to convey information, explain
and provide support on the most important aspects to consider in the component of financial crime risk and in all the remaining
compliance and regulatory compliance risks, with a simple but informative and formative language. In addition, the bank
continued to publish a monthly newsletter with a modern and appealing image approaching practical and current issues related
with the management of compliance risks and with the rules of good conduct. Together with the Communication Division
Bank - Sustainability Area and within the scope of the 2021 Master Sustainability Plan, were also developed a number of
communication actions on issues related with the Code of Conduct.

Regarding the most significant training actions, we must point out the following:
e Launching of an e-leaning course on the Code of Conduct for all the Bank’s employees;

e Innovative communication and training initiative focused on specific AML/CTF risks addressed to the Bank’s
Commercial networks, under the themes Trade Finance and Law 58/2020;

<
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e  Training of the Employees of the Compliance Office:

)] Holding of internal and external training sessions aimed at reinforcing and update the knowledge
on regulations, legislation and internal regulations on themes related with the functions performed,
from among which we point out the Advanced Training in Compliance, Prevention of ML/TF and the
Notice 3/2020, among other;

ii) The employees of the Macau Branch received training on AML/TF.

e Integration training and programme InGenious: participation in the programme for the training of newly
admitted employees and young talents in the areas of analytics and technology, wherein 103 employees
received training on compliance issues.

TRAINED EMPLOYEES ©

AML/CTF, Market Abuse, Internal Control, Monitoring of Transactions and Legal Issues. GRI406-1

2020 2019 2018 VAR.% 20/19
Activity in Portugal: 25,828 5,798 30,300 345.5%
International Activity 28,507 20,733 2,219 37.5%
TOTAL 54,335 26,531 32,519 104.8%

W Attendance in training sessions.

The Compliance Office continued to play its role in the governance of the process for the development of new products, namely
validating the compliance with the requirements set forth by the Service Order that regulates the process, the sending of
creation proposals, alteration, re-introduction and elimination of products/services.

It promoted the review of the regulation on the approval of new products/services and management of conflicts of interests.

Pursuing the alignment of strategies and priorities in risk management of the Group’s subsidiary companies, apart from the
update of several Group Codes published and monitoring of their application in the several international operations, the
Compliance Office reinforced its compliance function regarding the activities of those operations by implementing a number of
initiatives, namely:

e Implementation of new management structures for the follow-up and monitoring of risk ML/TF, denominated
ML/TF International Commissions, with the participation of several management and compliance bodies of the
subsidiary companies aiming at assessing and monitor the specific risk factors in terms of compliance of each
country, as well as of the business segments that exist in each operation;

e Development of joint Compliance Office projects with teams from branches and subsidiaries abroad with a view
to analysing and improving the effectiveness of existing controls to mitigate the main risks in the area of ML /TF;

e  Definition of a new ML/TF risk assessment for the Group’s subsidiary companies.
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In 2020, the Bank joined the Work Group AML from Associacdo Portuguesa de Bancos (Portuguese Banking Association),
wherein it contributed for the identification and development of several initiatives and actions aimed at strengthening the
ML/TF prevention system of the Portuguese Market. We must especially mention the development of innovative proposals of
partnerships with public and entrepreneurial entities to enrich the cooperation ecosystems to increase the efficiency of the
ML/TF preventive controls.

In addition, and given the importance of maintaining an internal communication on compliance issues, the Bank continued to
regularly publish contents on the BCP Group’s intranets with information able of contributing for the exercise of the activity,
observing the duties of honesty, solvency and financial integrity foreseen in the Code of Conduct; non-compliances and
breaches are sanctioned in accordance with the internal regulations in effect.

Relations of cooperation and loyalty have also been maintained with the judicial authorities and with national and international

conduct supervision authorities. Within this scope and by its own initiative, it made a total of 1,925 communications to local
Judicial Entities and replied to 3,124 requests.

COMUNICATIONS TO LOCAL JUDICIAL ENTITIES

2020 2019 2018 VAR.% 20/19
OWN INITIATIVE
Activity in Portugal: 338 306 432 10.5%
International Activity 1,587 2,196 352 -27.7%
RESPONSE TO REQUESTS
Activity in Portugal: 241 103 364 134.0%
International Activity 2,883 3,359 2,038 -14.2%
TOTAL 5,049 5,964 3,186 -15.3%

Internal Audit

The Audit Division is a component of the internal control system of Banco Comercial Portugués and its main mission is to assess
the effectiveness and adequacy of the organizational culture, of the risk management process, the internal control system and
of the governance models.

The mission of the Audit Committee is exercised by means of the adoption of audit principles that are recognized and accepted
worldwide, issuing recommendations based on the results of the assessments made, focused on the improvement of the
efficiency and effectiveness of the internal control system, adding value to the organization and contributing to the
accomplishment of its strategic goals.

The exercise of the internal audit function plays a crucial role in the competences of the Audit Division and has an independent
and permanent nature.

<
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The internal audit function adopts integrated/ end to end methods in the carrying out of audits to processes. The audit
programmes include the assessment of behavioural issues, the compliance with the legislation and with all the remaining rules
and codes of conduct, the proper use of the delegated competences and the respect for the performance principles in force in
what concerns the relations established with the Clients, internal and external.

Throughout 2020, as part of the execution of its Activities Plan, the Audit Division also assessed the issues related with the
management of environmental and social practices resulting from or related with the object of each audit in particular.
Especially in what concerns the audit programmes addressed to networks, we must point out the procedures for the prevention
and detection of practices eventually showing signs of money laundering.

The prevention and mitigation of the risk of fraud as well as the detection and investigation of fraud attempts or situations,
internal or external and the execution and monitoring of the consequent eventual disciplinary or judicial proceedings are also a
priority in the distribution of resources allocated to the Audit Department. Furthermore, all the claims, complaints or
denouncement of situations that show socially inappropriate behaviours by the Employees, either among themselves or relating
to Customers, are also assessed and investigated and will originate disciplinary proceedings whenever deemed justified.

DISCIPLINARY PROCEEDINGS DUE TO RULES INFRINGEMENT = ° %"

2020 2019 2018 VAR.% 20/19
Activity in Portugal:
Internal Rules 32 27 13 19%
External Rules 0 0 6 0%
TOTAL 32 27 19 19%

In 2020, the preventive controls carried out and the subsequent individual assessments of potentially irregular situations as well
as of situations reported by other organic units of the Bank originated 157 preliminary investigation proceedings. That same
year, 32 disciplinary proceedings brought against Employees of the Bank in Portugal were completed. By the end of the year
there were 19 proceedings underway. None of the cases involved situations of corruption.

The Coordinating -Manager of the Audit Division is also the individual in charge for coordinating the internal audit function in
all the subsidiary companies of Group BCP, with its own audit team. He participates in the respective Audit Commissions,
appraises their proposals for the Activities Plan and executes a regular monitoring of their execution and implementation of the
recommendations issued based on the audits made, promoting the harmonisation of procedures and analysis criteria and
sharing of knowledge, namely by cooperating in the preparation and execution of audits on matters that are common to the
several institutions.

The standardization of the practices in force in the internal audits of the several operations of the Group increased throughout
the years either by the adoption of joint approach methods, safeguarding eventual differences due to local regulations or by the
setting up of audit teams, at Group level, responsible for the execution of audits relating to specific issues in any of the countries
where the Group operates

Within this context, in 2020, the Bank’s Audit Division carried out audit actions in all subsidiary companies, selecting their scope

in view of the most relevant themes and risks for the bank, for which he gets the support from joint audit teams from the Bank
and from its subsidiary companies.

Service quality

Material issue; = SERVICE QUALITY

The quality of service is ensured by the ongoing implementation of initiatives that contribute to achieve an enhanced rigour and

control of execution, ensuring that the operational and business processes function in an efficient and reliable manner, being
continuously monitored and perfected, thus contributing to a progressive increase of customer satisfaction.
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In Portugal, Millennium bcp continues to focus on the model of assessment of Customer experiences. 24 hours after interaction
with the Bank, the Customer is invited to answer a brief questionnaire to assess Customer satisfaction with this experience with
the Bank and the corresponding level of recommendation.

In 2020, the indicator NPS (Net Promoter Score), that translates the level of recommendation of the Bank recorded, in the case
of Prestige Clients, an increase to 66,1 points, 1,2 points than in 2019; the Mass Market segment, that improvement showed an
increase of 2.4 points, to 74.1. Regarding the NPS of Business Clients, it also recorded an expansion, improving to 64.3 (62.4 in
2019). Based on these results per segment, the global NPS of Millennium bcp stands at 71,8 points, an indicator that has been
recording a positive performance since the process was initiated in 2013, reaching, this year, the highest value ever (69,8 points
in 2019).

Another issue dealt with was the recommendation of the service provided by the Employee / Account Manager. This indicator
also recorded the highest NPS value of all times in all segments and, consequently, the NPS Global Servicing with 83,4 points in
2020, reached the best score ever, continuing to record an ongoing positive evolution.

The Bank assessed over 120,000 experiences of Clients who visited Branches of Millennium bcp or were contacted by Client
Managers.

Apart from the experiences of Clients with Branches and/or Client Managers, where the indicators mentioned above are based
upon, Millennium bcp also assesses other Client experiences namely (i) Account Opening, (ii) handling of Claims, (iii) interaction
with the Contact Centre, (iv) mortgage loans and (v) the moment when the Account is closed - to be able to assess why the Bank
lost those clients, (vi) the use of Internet banking and (vii) the utilization of new Millennium Transactions Machines (MTM).

Globally, in 2020, the Clients evaluated more than 215.000 experiences with Millennium.

In 2020, only two of the four actions of the “Mystery Customer” foreseen for the Mass market Branches, took place. The 1st
wave was carried out until March, involving 421 visits to branches of Millennium bcp and a global result of 74%. The study was
interrupted due to the pandemic and only resumed in October with the carrying out of 432 visits to Branches of Millennium bcp,
recording an improvement of the global result to 76%. Also 60 branches from other institutions were visited, reaching an
average result of 69%, a fact that reinforces the positioning of Millennium bcp in the application of best practices in Customer
servicing.

In order to be able to assess branches servicing during the pandemic, the bank carried out in August a sample study on 127
branches (50 Millennium bep and 77 from other institutions) and Millennium bcp obtained a result of 78%, comparing with the
the 75% average reached by the remaining evaluated institutions.

The bank also carried out, in November, a study on the quality of the phone servicing of the branches Mass Market with 44
contacts to branches of Millennium bcp and 204 to other institutions. Millennium bep achieved a result of 70%, which is quite
positive if compared with an average result of 48% in the remaining institutions.

Toimprove the Employee’s competences and the service provided
to the Customer, the Bank continued to implement the
“Programme #1” extending the same to the business sector. In
the THY of 2020 the Bank made made a complete diagnosis of the
segment and defined an action plan to be implemented in 2021.
In the segments Mass Market and Prestige, we re-designed the
“Programme #1” and called it “#1 no Coracao do Cliente” (#1 in
the Customer’s Heart).. The customer service behavioural training
launched in the last quarter is now composed of quarterly training
modules made by external experts.

We continued with the project “Moment #1”, that intends, in a
simple manner, to transmit practical knowledge with a direct
impact on customer servicing. We make and disclose every week
short videos on practical issues related with products
characteristics, use of tools and best customer service practices.
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The Bank carried out 21 surveys, using different approaches, for monitoring the satisfaction of the Clients with the several Direct
Channels and Business Networks.

The remote channels satisfaction levels remained high. An example of this are the 89% of the user clients who replied that they
are happy or very happy with the Internet Banking - Companies, of which the 80% of Mobile Banking Companies are an example.

The Bank carried out other 26 surveys to Employees, with specific purposes, ones with the objective of improving the operational
procedures but, mostly, related with the COVID Contingency Plan, which allowed a close and efficient monitoring and
management of issues related with the pandemic (Covid Tests, Vaccination, Disinfectants, the use of masks in Branches).

Millennium bcp participated in an international scientific project coordinated by ISCTE Business School the goal of which is to
supply to the community and to each one of the participating banks, relevant information on the management of human
resources within the current pandemic scenario. This integrated research intends to assess the type of relation and effects
between the several components of the organizational behaviour of the banking sector, within the current “new normal”
context.

With the objective of enhancing the measurement of the satisfaction and loyalty
of the several Customer segments, Millennium bep continued to follow-up several
external market studies made by specialized companies so as to get indicators
enabling to position the Bank in the sector and assess, in an ongoing manner, the
market's perception in what concerns the quality of the service provided, the
Bank's image and the products and services it trades.

One of these studies is the CSI Banca, carried out by Marktest. It is a reference
study for the banking sector, made in 2 annual stages, based on an econometric
model that aims measuring the satisfaction and loyalty of the Customer and its
perception of the quality of the products and services pursuant to a benchmarking
rationale.

Millennium bcp continues to show a very positive performance in the index CSI
Banca, reaching the highest score ever in the 2nd half-year of 2020 (78,6pts),
placing itself above the average of the sector (75,8pts), and becoming the leader
in the group formed by the 5 largest banks operating in Portugal.

Experiencia Cliente

The CSI Banca index is a result of two indexes, one which intends to evaluate the satisfaction of the Clients which prefer to use
the Banks' branches (Index CSI Branch) and another which intends the evaluate the satisfaction of the Clients who prefer to use
internet banking solutions (CSl Internet Banking Index). In these indexes, Millennium bcp ranked 3rd in the ranking of the Clients
that use Branches and 1st in Clients using Digital channels where it also reached the best score ever, and also above the sector.

On the other hand, the BFin, made by DataE, focuses on the characterization of the banking industry in Portugal, according to
the companies’ perspective, concerning the products and services made available by the Banks. In the 2020 survey, Millennium
bcp was once more considered the Main Bank for companies in Portugal. It is also referred to as the "Banco Mais Préximo dos
Clientes Empresariais” (the bank closest to corporate customer), as the “Banco com os Produtos mais Adequados as Empresas”
(the bank with the most appropriate products for companies) and as the “Banco Globalmente Mais Eficiente” (the globally more
efficient bank).

In 2020, Millennium bcp was once again recognised, in the wake of its digital channels, with the awards Global Finance "World's
Best Digital Bank Awards", in the categories “Best Consumer Digital Bank in 2020” in Portugal and, “Best Corporate/Institutional
Information Security and Fraud Management 2020, in Western Europe. Millennium BCP was also distinguished in “Best
Homebanking website” in Portugal, within the scope of the awards “Leitor PC Guia 2020.”
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Millennium bcp was once again elected as the “Best Digital Bank”, for the 3rd consecutive year, with 66% of nominations in the
total of Clients of the study Brand Score, another study that we follow, carried out by Scopen, whose primary objective is to
assess the impact of the Brand and Communication in terms of notoriety, image, customer loyalty and attraction of new
customers. In this study, Millennium bcp € is also recognised as the “The Best Bank for Companies” (with 39% of nominations),
by all ages and by the Segment Recent Customers.

We must mention that Millennium bcp has been once again distinguished in Portugal as “the Consumer’s Choice 2021”, in the
category “Large Banks”, by Consumer Choice, with a general satisfaction notation of 85,59% and a satisfaction index of 8,57
(From zero to ten). Millennium bcp was also the Bank that obtained the highest recommendation index (to a family member or
friend), with 8.52 (from zero to ten).

All these results translate the Client’s recognition of the ongoing effort made by Millennium bcp to provide a service of
excellence, focused on modernisation and simplification of products and services, the proximity with the Clients, swift
operations and in the sustainability of its value proposal.

Internationally, the global satisfaction index did not change and remained at 81.5 index point (i.p.).

In Mozambique, where the value recorded was 74,0 i.p., several  ~octumers satisfcation
studies were carried out to know to opinion, needs and  (index points)
expectations of the clients, of which we point out:

e  “Research on the Satisfaction of Corporate
Clients of Millennium bim”, that, with a variation
of 1pts versus 2019, reaches 70 points. The
repurchase intention maintained the same level
recorded in 2019, 75 points. Regarding the level
of recommendation of the Bank, the same
decreased 2 i.p. versus2019., reaching 72 i.p.;

e  Satisfaction Research for Customers from the
Companies Network” that confirms the increase
in the satisfaction of these customers with the
Bank’s service (+3pts versus 2019), reaching 2018 2019 2020
now 71 i.p. Repurchase and recommendation
also recorded increases versus2019 (3 and 5 p.i., .
respectively), both indicators reaching 74 i.p.;

e  “Satisfaction Research for Prestige customers”,
an online survey with the purpose of identifying
improvement opportunities in the quality of the services provided, increase cross-selling and enhance customer
attraction and loyalty in Prestige customers. Global satisfaction increased 2.i.p. If compared with 2019, reaching
77i.p. The intention of repurchase and the Bank’s level of recommendation recorded an increase of 5 i.p. both
standing at 79 points. The satisfaction with the Client Manager stood at 78 i.p., a 2 i.p. Increase versus2019;

e  “Evaluation of the Satisfaction of Prestige Customers”, a phone survey made to measure the satisfaction of the
Customers with the interactions they have with the Bank and the segment’s degree of recommendation. The
degree of global recommendation reached 86 points, based on a sample composed of interviews with 654
Customers. The evaluated interaction moments were: (i) Account Opening; (ii) 6 months after the opening of the
account; (iii) Contact/Visit made by the Manager; (iv) Financing process (Refused and Granted); (v) Management
of Claims; and (vi) 6 months after the transfer into the Prestige Segment.

80,0 81,5 81,5

Information not available for Switzerland.

Regarding internal Clients, in 2020 the following Researches were carried out:

e The bank made the “Suppliers Satisfaction Survey” with the purpose of assessing the quality of the services
provided by the outsourcing companies, that recorded a response rate of 62%, and enabled identifying
improvement opportunities in the services provided.

e Inits 9th edition, the bank launched once again the “Internal Customers Satisfaction Survey” with the purpose of
contributing for the improvement of internal service by identifying the main obstacles faced by the Employees
that depend on other areas of the bank to perform their functions. This survey recorded a high participate rate of
89%. The global level of satisfaction with the services provided by all the Divisions of Millennium bim was 70
points, +1pts more versus2019.

Continuing with the goal of assessing the satisfaction and commitment levels of the employees with the Bank’s objectives, the
Bank carried out the online survey “Organizational Environment Questionnaire”, which is one of the most important instruments
of the Employees Satisfaction Management Systemthat had a record participation rate of 87%. The results show a favourable
evolution in allindicators of satisfaction and motivation, with satisfaction with the Bank reaching 76% and motivation 79%. The
way in which the Bank managed the pandemic, namely its focus on people - Employees and Customers - was also clearly
recognised in this questionnaire.
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In Poland, Bank Millennium also benefits from robust processes and instruments to assess the quality of the service rendered to
Clients. In 2020, with 89 i.p. of global satisfaction, the internet banking and mobile banking channels reached 95% and 97% of
positive reviews, respectively. Also branch servicing showed a very positive evolution, showing 94% of satisfaction.

This operation, apart from the regular satisfaction surveys addressed to the Retail (NPS of 53), Prestige (NPS 30) and Business (NPS

31) and Companies (NPS 48) segments, also carries out "Mystery Client" actions by means of an outsourcer.

Bank Millennium, materializing an holistic approach and aware of the impact that the popularity of the new digital channels is
having in the behaviour and needs of the clients - an impact which is not only seen in electronic banking but also in traditional
channels, namely the branches, -, has been making evaluations which, with the use of innovative techniques, enabled to improve

the service space and choreography.

The Actions carried out by Bank Millennium were quite appreciated by the market, as
shown by the awards granted to the bank at Bank Stars 2020 or Institution of the Year
contests. In 2020, Bank Millennium won the first prize in the category Claims from Clients,
in the category Awards in the category Awards from the European Customers Centre.

The monitoring philosophy of Customer surveys in all business lines is based upon two
pillars: moments of truth and closing of the cycle. Following this approach i) we measured
the Customer experience in carefully selected moments; ii) We follow the client, selecting
the method and moment of the evaluation; iii) we concentrate on strengthening the
relation with the client; iv) we look for opportunities to improve processes, procedures and

products.

Claims

Concerning claims on products and services, one of the priorities of the BCP Group is to ensure the ongoing improvement of its
management in the countries where it operates, either by optimizing, simplifying and accelerating the reply procedures or by the
regular assessment and monitoring of the satisfaction of the claimants with the solution presented to them. The identification
and assessment of the origin of the claims aiming at their correction are also part of an unequivocal orientation of the Bank for

Client servicing.

o

EUROPEAN

CUSTOMER CENTRICITY t

\, 2020

2020 2019 2018 VAR.% 20/19
CLAIMS RECORDED
Activity in Portugal: 44,474 32,811 26,648 35.5%
International Activity 128,200 103,751 81,596 23.6%
CLAIMS SOLVED
Activity in Portugal: 32,245 28,706 24,296 12.3%
International Activity " 128,123 97,185 83,157 31.8%

(1) Includes justified claims due to disrespect for Client’s privacy in Poland (106) and in Mozambique (10) due to operational incidents while

processing personal data.

In Portugal, the claims are managed by the commercial areas and by the Customer Care Centre (CAC). In this operation, the total
number of claims recorded an increase versus2019, with a total of 44.474, mostly explained by claims related with cards, namely
for the purchase of products and services through the digital channels. The effort to rapidly solve the claims has been a constant

concern of the Bank, which has been able to improve the average response time from 6 to 4 business days.
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In Poland, were recorded 113.182 claims, showing an increase of 30,2% versus 2019, mostly due to the mortgage loans, current
accounts and transactions with cards. To improve the measured satisfaction with the claims resolution, Bank Millennium has been
developing a programme for the continued improvement and simplification of this process and the average resolution deadline
reached 6 days.

In Mozambique, the number of claims stood at 15.017, representing a decrease of around 10% in comparison with the same period
of last year, mainly due to a decrease in the number of sundry claims. The average resolution term worsened from 5 to 7 days.

The clients of Millennium bcp may submit claims or complaints for actions or omissions by bodies and employees of the Bank to
the Ombudsman. All the claims addressed to the Ombudsman Office are firstly handled and managed by the Bank’s concerned
areas and the Ombudsman Office is exclusively responsible for analysing and issuing a final opinion to claims received in
connection with prior claims presented by the Clients that obtained an unfavourable decision.

The Ombudsman’s Office, regulated by its own Regulations, is a body independent from the BankQ's hierarchical structures,
defending and upholding the rights, guarantees and legitimate interests of Millennium bcp’s customers that address it.

CLIENT OMBUDSMAN’S OFFICE

Activity in Portugal: 2020 2019 2018 VAR.% 20/19
RECORDED CLAIMS 2,670 2,339 1,848 14.2%
Claims 2,249 1,776 1,342 26.6%
Requests 364 512 458 -28.9%
NEW CLAIMS 57 51 48 11.8%
Concluded 56 49 45 14.3%

Upheld 20 25 22 -20.0%

Not upheld 36 24 23 50.0%
Average Response Time (days) 12 11 14 9.1%

Thus, and looking at the activity developed in 2020, the Ombudsman Office received 2,670 claims (2,339 in 2019), a figure
representing, in accrued terms and year over year, a 14.2% increase versus2019.

The Ombudsman Office analysed 2,249 Claims (1,776 in 2019), that were forwarded to the Customer Care Centre, the area
responsible for ensuring the analysis and final response to the claimants; 364 Requests (512 in 2019), were forwarded to the
respective services of the Bank which are responsible for ensuring the claims assessment and final response to the claimants and
57 Appeals (51 in 2019) which, for their nature, were analysed and replied by the Ombudsman Office.

The acceptance rate regarding Appeals was 36% and the average response time was 12 days (11 days in 2019).

Theissues - from a product or financial standpoint - that raised the greatest number of claims from the Clients, were those related
with “Deposit Accounts” (33% vs 25% in 2019) “Servicing” (13% v5.13% in 2019) and “Cards” (13% vs 14% in 2019).

When one assesses the business areas with a greater number of claims, the one showing the highest number is Retail Banking,
with 87% followed by Activobank with 8%.
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Social Responsibility

The BCP Group's strategy is the promotion of a culture of social
responsibility, developing actions for and with several groups
of Stakeholders aiming at, directly and indirectly, contributing
to the social development of the countries where it operates.

Itis in this context of proximity to the community that its policy
of social responsibility has developed, giving priority to its
intervention on cultural, educational and social initiatives.

In 2020, as a result of the Covid-19 pandemic, the Corporate
Social Responsibility initiatives, especially those including
volunteering work on the field were, for public health reasons,
significantly reduced and the majority was rescheduled to an
opportune occasion, in all countries where Group BCP
operates.

Within this conjuncture, we proceeded with the necessary
adjustments, namely the use of electronic means, to develop
the solidarity initiatives that, and responding to the needs
enhanced by the sanitary, economic and social crisis

Donations allocated per intervention area
(Percentage %)

Other
21% Culture

40%

24%

Social
15%

Education

experienced in 2020, would enable us to carry out actions able of adding social value, show a spirit of citizenship, collective
and individual, active and participative, with impact on People but, most of all, showing a true commitment with causes and

values.

In 2019, the number of volunteer hours reached 1.202 in Portugal and 2.939 in the Group. In 2020, and as a consequence

of the Covid-19 pandemic, a significant number of the planned volunteering actions did not take place.

Thus, the objective of achieving a 10% growth in the volunteering hours in Group BCP was not fulfilled.

In 2021, if the public health conditions so allow, we will continue to materialise a strong social commitment that will

enable us to (always) remain close to the communities and People and we propose to increase in 5% the number of

volunteering hours in Group BCP.

Participate and sharing

PARTNERSHIPS WITH NGO/PUBLIC CHARITABLE

Material issue:
ORGANIZATIONS AND VOLUNTEER WORK

The BCP Group's strategy is the promotion of a culture of social responsibility, developing actions for and with several groups
of Stakeholders aiming at, directly and indirectly, contributing to the social development of the countries where it operates.
It is in this context of proximity to the community that its policy of social responsibility has developed, giving priority to its

intervention on cultural, educational and social initiatives.

Within this context, the Bank has also been organizing, supporting and following up internal solidarity actions that promote
a culture of proximity and add social value and are also a significant contribution for the materialization of its Social
Responsibility Policy in Portugal. Among these initiatives, which received a special boost from the Direct Banking, Retail
Marketing, Corporate Marketing,Operations/COM and Quality and Support to the Network Divisions, we highlight:

e  “Millennium Solidario — Natal 2020”, a campaign for the collection of donations that within the scope of the
international movement Giving Tuesday, we initated in December 2020 and extended until January 2021,
established an association with Fundacdo do Gil, ao C.AS.A - Centro de Apoio ao Sem Abrigo and with
Associacdo Just a Change, with the objective of aiding those who place themselves at the service of the most
vulnerable, needy and fragile. This campaign involved donations from the Bank to each one of the beneficiary
institutions but also the solidary support from may employees, making possible, in a particularly challenging
year when the work developed by these institutions assumed, if that is possible, an increased criticality, to raise
funds to maintain the social skills addressed to children with incapacitating diseases, homeless individuals at

risk of social exclusion;
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e  Withinthe scope of the six-month campaign for the collection of food
of the Food Bank, in 2020, since it was impossible to ensure the usual
participation of volunteers from Millennium, we participated by
resorting to the communication corporate platforms of the Bank , in
the national campaign of disclosure and appeal to the solidary
participation of our employees, clients and social media followers;

SEMPRE JUNTOS

Material issue: SOCIAL AND ENVIRONMENTAL AWARENESS

Millennium bcp also carried out a number of supporting actions to institutions and
initiatives able of generating social value, of which we highlight:

e Regularsupporttoinstitutions through the donation of IT equipment and office furniture that is no longer used,
butisin condition to be reused. In this context, the agreement established with Entrajuda, has been maintained.
The Bank donated over 1,058 items of IT equipment and furniture to 25 institutions during 2020.

e Pursuant to the termination of PNCB - Plataforma de Negociacdo Integrada de Crédito, the bank delivered IT
equipment and other goods to Associacdo EPIS, which will deliver the same to schools and social institutions
included in the initiative Jovens Especiais (Special Young People), aimed at developing the professional inclusion
of young people with special needs.

e  Culturally speaking, we must point out the 12th edition of Festival ao Largo, which every year presents on stage,
this time at Palécio Nacional da Ajuda, and only with Portuguese artists, a series of shows with the best of opera,
ballet and symphonic music. The purpose of this action is to take art to increasingly inclusive audiences, thus
contributing for the cultural enrichment of Portugal.

e  Support to external solidarity initiatives, namely the project “Vela Sem Limites”, an initiative from Clube Naval
de Cascais which enables 60 disabled individuals to regularly practice sailing and many other to have their first
sea experience.

e  Millennium bcp participates once again in the campaign "Portugal
Chama", a prevention campaign launched by the Portuguese State to
avoid forest fires, protecting the people, the forest and minimising the mubmla%poos

environmental, economic and social impact of fires;

e  Were also carried out, within a logic of proximity, some internal sector IN(ENDIOS H'ORBTAIS

corporate social responsibility campaigns, of which the Solidary Day Sustentablidade
promoted by ActivoBank, an monthly initiative wherein the Bank gives 1 i
euro for each sharing of the post on the beneficiary entity published on  M{@):g4¥[cT:\ &
its facebook (Ex. Academia do Johnson, Missdao Pais, among other

organisations, is a fine exemple). CHAMA

POR TODOS

e  The Bank disclosed and promoted by resorting to its communication
channels, initiatives from the programme Oeiras Solidaria (POS), an
organization of which it is a member, but also from entities of the social
sector, such as CERCI Oeiras or CERCICA;

e The Bank, pursuing a usual practice, also disclosed through its corporate communication platforms, the
possibility of assigning 0.5% of the income tax to a charitable organisation directly chosen by the taxpayer,
suggesting around 25 social institutions of the most varied types,with which the Bank established partnerships
or cooperation relations.

In 2020, Millennium bcp also gave its contribution in terms of ideas and development of solutions in the Inclusion Labs, a
new way to involve the community promoted by the Inclusive Community Forum (ICF) from NOVA SBE. This is an initiative
devoted to the lives of disabled people with the purpose of promoting a more inclusive community.

It is with a strong sense of responsibility that Millennium bcp is participating in this pioneering group, specifically in the
training on social skills and employability for disabled individuals. Globally, from 21 February to 11 December, five Inclusion
Labs (work sessions) were held and 4 interim meetings, totalling 24 hours.
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Concerning the qualification work developed, the Bank created a training programme denominated “Vencer no Mundo do
Trabalho”, wherein the following Associations are represented as beneficiaries: Novamente, Somos Nés, Pais em Rede and
Centro de Medicina de Reabilitacdo de Alcoitao.

The development of the training plan implied obeyed 4 stages:

Construction of contents with the making of a standard training module and response to the challenge
considering the diagnosis made, the objectives and the target-audience;

Tailor-made solutions, with their presentation to those in charge of the association and holding of a prior
session with technicians to adequate the exercises to carry out;

Promotion via Teams by two Employees of Millennium bcp, with training sessions carried out from 16 to 23
November, totalling 4 hours for pairs (9 disabled individuals and 7 technicians);

Post- training exercises with the provision of two textbooks containing exercises to be made together with the
technician between sessions and one month after the training session, for consolidation of concepts.

The pandemic was herein also a challenge in terms of development of technology and place it at the service of the community,
allowing reaching participants from numerous associations located throughout the country.

In Poland, Bank Millennium continues to carry out a significant number of actions within the scope of culture and
volunteering, notably. Amongst these initiatives, we must point out:
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Since 2013, every year at Christmas the Bank organizes a solidarity auction for the sale of handicraft. This
auction, where the offers are made through the intranet, gathers several hundreds of items created and
produced by the Bank Employees. The sale proceeds are used in the treatment of disabled children related to
the Employees. In 2019, this initiative enabled to raise around 19 thousand euros;

Within the scope of education, we must emphasise the attribution, within a pluri-annual partnership with the
University of Warsaw and Instituto Camdes, of scholarships to the best students in Portuguese Studies;

Within the scope of culture, was once again attributed, with the support from Bank Millennium, the “Golden
Sceptre”, an annual award organized by the Polish Foundation for Culture that aims at distinguishing the Polish
artists able of standing out in the musical area;

Bank Millennium provided, once again, support to the modern music festival Sacrum Profanum, this time,
online, on the platform Play Krakow. The employees who wished to participate also had the opportunity to
access e-tickets and participate at home and free of charge in the 9 concerts;

Bank Millennium, in a recognition of its cultural
promotion activity, was distinguished with the
award Golden Lifter of Culture. The award was

attributed by the Krakéw Festival Bureau (KBF) for Fostiwal
the aid given to the festival Sacrum Profanum, as 'l'ﬂ":zu
festival that the bank has been supporting on an

sacrum

ongoing basis since 2012;
profanum
Bank Millennium was once again a partner of Docs #miodosé

Against Gravity, the biggest and more global AR )
festival of documentary films in Poland; ——




Joining the action #stayhome, the bank shared, free of charge,
during the lockdown period, the films from the festival Millennium
Docs Against Gravity shown at previous editions and online versions
of the theatre performances broadcasted some years ago by the
Polish television (TVP) as part of the programme "Millennium Pearls;

17th edition of this film Ffestival, supported by an intense
communication campaign and by a number of debates, workshops
and side events was held in 2020, in 7 Polish cities, with more than
60.000 spectators in the 150 documentaries and associated events,
all organized online and in accordance with the sanitary

requirements;

Ny

W FORMIE HYBRYDOWE)
- -
kino + online!

The strategy for inclusion and reduction of barriers defined for accessing banking services is also extended to
the events supported by the Bank. In the case of Docs Against Gravity, an App with audio contents is made
available and these contents allow people with special needs to better understand the films exhibited.

In Mozambique, the Bank's social commitment is embodied in the "Mais Mocambique pra Mim" programme, one of the
references of the BCP Group under Corporate Social Responsibility aimed at tightening relations with local communities,
which, even under a pandemic context, continued to focus on projects in the area of health, education, culture and
community development:

“Mais Mocambique pra Mim” - intervention to improve the
attendance and internment conditions of Hospital Central de
Maputo, notably by means of the purchase of hospital
equipment and works to rehabilitate the ward of cardio-
respiratory diseases;

Clube Empresarial da Gorongosa - Millennium bim started to
give a direct support to the programme “Clubes de
Raparigas”, an initiative aimed at preventing the high number
of early marriages and school abandon by promoting
activities approaching the education of girls and their
personal safety, nutrition and access to family planning;

“Millennium bim Solidério” support to the displaced persons
of Cabo Delgado — development of several initiatives to
support the displaced persons due to terrorist attacks that
occurred in the region. From among these, we must point out
(i) the launching of a digital campaign - “Um Like, Uma
Esperanca” - that enabled more than 20.000 Mzn, an amount
donated, in the meantime, donated to the Platform Makobo,
for acquisition of food, hygiene material, among other needs
of the refugees; (ii) the promotion of self-assessment in a
partnership with the Chamber of Commerce Portugal
Mozambique (CCPM), through the offer of sewing machines
and sewing kits, containing several material for the beginning

of activity and (iii) in the offer of construction and food products, this time within a partnership established with
the Insurance Company impar, to the families re-allocated in Nanjua, district of Ancuabe.
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In Portugal, where the initiative was held for the
first time, Millennium bcp joined the internal
campaign "Millennium Solidario 2020", in Favour
of Fundacdo do Gil, of C.A.S.A and Associacao
Just a Change.

In 2021, the goal is to, in articulation with the
entity responsible for its organization, to extend
the Giving Tuesday to Millennium bim, in
Mozambique and involve once again the Bank

Millennium in Poland.

In Switzerland, Millennium Banque Privée implemented an
internal Volunteering programme under an association
established with iAlaya. The Alaya is a platform that promotes
the involvement of the employees through social and
environmental me/initiatives and through which the employees
of Millennium Banque Privée have access to several
programmes that promote volunteer actions, donations and
goods-raising. Although within a context of a pandemic, it was
possible to organize a raising of Christmas gifts for children and
donation of clothing.

To promote and support this programme, the employees of
Millennium Banque Privée dispose up to 2 work days per year,
benefiting also from an additional half day of vacations per
each day of volunteer work.

Lastly in  Angola, we must mention the programme
“Partilhamos Valores para a Vida”, a programme of corporate
volunteering from Banco Millennium Angola (BMA), initiated in
2018, which has also helped many thousands of people and
involved hundreds of volunteers of the Bank, ensuring many
thousands of hours of social work.

We must also mention the programme “LOGOS - Geracdo com
Valor”, a social transformation project of Fundacdo BMA that
provides daily support to around 3.000 children and young
people from the poorest communities.



Financial literacy

In all its operations, the BCP Group assumes as one its strategic goal the increase of financial literacy. An example of that
commitment are the actions that the Bank has been developing on an ongoing manner to increase the financial knowledge
of the individuals, namely young people, always bearing in mind the importance of a generalized adoption of responsible
banking behaviours and of a clear, balance and informed decision-making process. Within this context, the Group promoted
a diversified group of initiatives throughout 2020, among which we highlight in Portugal:

e  The promotion, in its institutional website, of the following instruments — Savings Centre, Finance Managers
and the Kit for unexpected expenses which, despite being independent tools, have the same purpose: helping
the client balance his/her personal budget. In the M Videos area of the website it is also possible to find tutorials
and savings suggestions;

e InPortugal, the Facebook page “Millennium bcp” continued with the regular sharing of contents related with
financial planning, a practice extended to all operations of Group BCP;

e  Also with the goal of stimulating saving habits, the ActivoBank launched a live streaming video App on its
Facebook page, called "Conversas Activo” (also available in Youtube), on issues that contribute for an increased
knowledge of the subjects related with the provision of financial services.

e  The Bank also participated in the Work Group of Associacdo Portuguesa de
Bancos (Portuguese Bank Association), together with several financial
institutions and Instituto de Formacdo Bancéria (Banking Training Institute),
whose mission is to develop and support initiatives for the promotion of the
financial education of all citizens.

e  From the activity developed in 2020, we must point out another edition of the
European Money Week, a digital competition promoted by the European
Banking Federation to test the financial literacy of Europe's young people, aged
between 13 and 15 years old. In Portugal, PBA ensured the participation of
around 2.000 students from 48 schools throughout the country.

WEitna wavesrons ]
e Already in the second half of 2020, was launched the “Manual de Literacia i

Financeira para a Europa”, a joint work made by the European Bank Associations ¢, ..ol inclusion:
and EBF that consisted in a collection of data on the financial literacy initiatives Now ambitions for 2020
promoted by the European Banking sector. 35 associations of European banks
participated in this publication which, together, promote more than 125
financial literacy initiatives at an European level and where Millennium bcp also
participates;

e Millennium bcp participates in an international paper on Financial Inclusion
promoted by EFMA - European Financial Management Association (within a
partnership established with Wavestone and Ecole des Ponts Business School),
that was able to gather experiences and good practices from a group of world
banks.

Still in Portugal, to provide support for the publication and disclosure of contents on Sustainability issues, especially on
Sustainable Finance, the Bank supported the launching of the project ECO Capital Verde. Among the initiatives carried out
and materials published, we must point out the presence of Millennium bcp at the “Green Economy Forum 2020” and the
Webtalk on the 2021 Sustainability Master Plan (SMP).

The Bank also joined, with the same objective, the project of the newspaper Jornal de Negdcios on Sustainability. From the
activity developed in 2020, we must emphasise the participation of Millennium bcp in the Webinareson “Communication on
Sustainability - What feedback”, “Well-being and Sustainable Cities - How will we live in 2030” and “Sustainable Finance -
New Financing Paradigms in the Markets”.

<

|65



M

In Mozambique, the pandemic Covid-19 prevented the carrying out of a number of face-to-face initiatives, of which we may
point out the traditional ones aimed at celebrating the World Savings Day and the programme“Olimpiadas Bancarias
Millennium bim”, whose 11th edition will be carried out as soon as the sanitary conditions so allow.

In 2020, Millennium bim significantly enhanced the publication of financial literacy contents in its pages on the social
networks, providing information on new types of transactions, disclosing of good practices on credit and investment and
warnings on the importance of maintaining saving habits.

In Poland, we must point out the “Financial ABCs”, a financial literacy
programme of Foundation Bank Millennium whose purpose is to give basic
financial concepts to pre-school children. In 2020, and since it was
impossible to carry out in-person workshops, the bank provided new digital
training contents available at the social networks of Foundation Bank
Millennium, such as the “How to teach finance to children — A guidebook
for parents”, a multimedia content that was able to achieve more than
420.000 views.

The Foundation Bank Millennium presented the result of a survey on
financial education carried out with the participation of the parents of pre-
school children. In accordance with this survey carried out for the
Foundation by Instituto de Investigacdo GfK, the ideal age to start learning processes on finance is between three and seven
years of age. These results enable to prove that concentrating the education on financial literacy, at a national level, on pre-
school children is the correct thing to do.

This programme has the Honorary Sponsorship of the Ministry of Education and of the Ombudsman for Children, in 2019,
was awarded by the "Golden Banker” with the 1st prize in the category “Socially Responsible Bank *;

Within the scope of the cycle of counselling on financial education, the
Foundation of Bank Millennium also produced a cycle of interviews with a
psychologist on issues related with the financial education of children of pre-
school and their specific themes. This content was especially conceived for the
lockdown period imposed by Covid-19. The conversations with the specialist
are available on the Youtube channel of the Foundation.

In this operation, we must point out the Finance Manager, a free of charge
online service that enables to make a follow-up of the family budget through the automated classification of the entries
made in the current accounts and of the use of credit cards and the possibility of creating budgets for the control of expenses.
Apart from that, the Bank continued to maintain a consolidated practice of disclosing information on this issue to its Clients.

The “Millematy” videos are also available on YouTube to and showcase concepts on bank products and services in a simple
and straightforward manner.

(11

The BCP Group's strategic objective is to increase levels of
financial literacy. To this end, it develops actions on an
ongoing basis to increase citizens' financial knowledge for
making informed decisions.
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Millennium bcp Foundation

Culture, Science and Social Solidarity are the three main components of the
activities performed by Fundacdo Millennium bcp. By supporting projects in
these three areas, the Foundation aims at developing society, in its several

components, and promote the activities developed by the supported entities
so that these are able to increase their innovation and sustainability potential.

In the development of its activity, the Foundation tried to favour policies and
initiatives able to respond to the challenges placed in aspects such as the

social, environment and governance, aligning its performance with the main

guidelines of the Sustainability Master Plan of Banco Comercial Portugués, Bcp
especially in the areas of influence of the Foundation.
Culture

Inthat sense, it provided support to projects oriented towards the development of national museums, the recovery of national
architectonic and art heritage and the disclosure of modern art and of new artistic talents.

These contributions are part of the strategic line of action of the Foundation that has been actively seeking to contribute for
the safeguard, disclosure, promotion and enjoyment of the national cultural heritage and for the disclosure and promotion
of Portuguese artists.

In the course of the year, a number of actions were carried out that will enable that, from 2021 onwards, a significant effort
is made in the disclosure of significant art and archaeological assets of Banco Comercial Portugués, with the purpose of
sharing them with the community.

From amongst them, we may point out the intervention in Museu do Chiado, in MNAC - Gallery Millennium bcp, creating the
required conditions to give practical expression to the cooperation protocol signed with the General-Directorate of Cultural
Heritage articulating, namely, the Collection with the exhibition projects of the Millennium bcp Gallery.

Also came to an end the preparations for the re-opening of the Archaeological Nucleus of Rua dos Correeiros (ANRC),
classified as a National Monument, considering the remains of pre-Roman and Roman times.

After deep renovation works in the museum, which were made throughout the year with a project from the art studio Briikner,
the ANRC should re-openin 2021 as a place of excellence for the exhibition and enjoyment of the archeological, cultural and
art assets of the Bank.

In terms of Culture, the Foundation provided support to the following initiatives:
Conservation and Disclosure of the Bank's Art Assets

e  Continuance of the rehabilitation works of the Archeological Nucleus of Rua dos Correios (NARC), closed for
that specific purpose on 1 June 2019; the architecture and design project that is currently being implemented
has been developed by the art studio Briikner;

e  Within the scope of the project “Shared Art” the Foundation inaugurated, on 26 June, the exhibit “Manuel
Amado Pintura sem Alibi” which could be visited until 20 September at Fundacéo Arpad-Szenes Vieira da Silva,
in Lisbon. It welcomed 2.030 visitors;

e  Concerning the disclosure of the Bank’s art heritage and its own cultural initiatives, the Foundation maintains a
partnership with the General-Directorate of Cultural Heritage (DGPC) and with the Fine Arts College from the
University of Lisbon. This partnership is focused on the promotion and disclosure of the art heritage and cultural
activities of the Museu Nacional de Arte Contemporanea (MNAC) (Portuguese Museum of Modern Art). This
partnership will enable the Foundation to carry out exhibits in a space from MNAC- Gallery Millennium bcp -,
and the museum will remain in charge of programming and curatorship.
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Museum Activities:

e Museu Nacional de Arte Antiga (MNAA)
(Portuguese Museum of Ancient Art) - support
to the conservation and restoration of the Saint
Vicent panels, in accordance with the Triennial
Patronage Protocol to be in force from 2020 to
2022, signed by the Museum, Grupo de Amigos
do Museu Nacional de Arte Antiga, the General-
Directorate for the Cultural Heritage and
Fundacéao Millennium bcp;

e Museu Nacional de Arte Contemporanea -
Museu do Chiado (MNAC) - support to the
museum activities;

e Museu Nacional de Arqueologia (Archeology
National Museum) - Support for the making of
the inventory and upload in the registry of the
collection of item found in the archaeological
excavations made in the NARC.

Restoration of Heritage:

e Palacio Nacional da Ajuda: support to the
conservation and restoration works of
the Throne Room;

e Associacdo World Monuments Fund Portugal -
support to the 3rd stage of the conservation
project of the Jerénimos Monastery.

e  General-Directorate of Cultural Heritage -
Mosteiro dos Jerénimos — Support to the
conservation of the cloister involving treating
the white limestone walls of the exterior vertical
plans, of the two galleries and walls.

e  Museu Nacional dos Coches - support for the
conservation and preservation of all the vehicles
exhibited in the museum;

e  Church of Santa Clara — Church conservation
and restoration works;

e Museum of Caramulo - support for the
rehabilitation of a terrine in the shape of Budai
Heshang;

e  Church of the parish of Sao Tiago de Custoias —
support for the construction of the organ and
restoration of the church's main door.

Other Cultural Initiatives:

e AILR 351 - (Art Residences) - project for
welcoming national and international artists in
Portugal (visual arts) for the establishment of art
residences; Since the beginning of its
programme, the AiR 351 welcomed more than
32 artists and curators from 18 nationalities;

Architecture Triennial - 6th edition 2022 -
support granted for the preparation of this 6th
edition of this initiative, expected to take place
in 2022;

Church of Séo Cristévdo (Mouraria-Lisboa) -
Restoration of the triumphal arch and of the
painting — “Retrato de Cristo por Sdo Lucas”;

ACEGE - Associacdo Cristda de Empresarios e
Gestores: support to the activities of the
community of Christian business leaders in
promoting the dignity of people.

AlCAA. - Association of Art Critics -
AICA/MC/Millennium awards of Visual Arts and
Architecture attributed every year in Portugal to
one plastic artist and one architect.

Publication of a book on the Monastery of Santa
Maria de Celas - support granted for the
launching of the book “Santos, Herdis e
Monstros” dedicated to the cloister of the abbey;

Book store Lello - support to an initiative aiming
at the development of children literature;

DSCH - Associacdo Musical - Festival e
Academia Verdo Classico - 2020 Edition -
support to the making of the festival and
production of the Beethoven album by pelo
DSCH - Schostakovich Ensemble; Within the
scope of the Academy, the Masterclasses
recorded a participation of 200  young
musicians, 100 of them Portuguese and 100
coming from more than 20 countries;

Tiago