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Stakeholder Dialogue on integrity, trust and responsible tax

In order to further facilitate the development of ABN AMRO's sustainability
strategy to function as ‘a better bank contributing to a better world’, ABN
AMRO and VBDO facilitated a multi-stakeholder dialogue about integrity,
trust and responsible tax (as a concrete example of acting in accordance
with the spirit of the law). The results of this stakeholder dialogue will help
ABN AMRO to take actions regarding these topics in line with stakeholders’
expectations.

Integrity, trust and compliance are at the core of a banks’
long-term relevance

Integrity, trust and compliance are at the core of a bank’s operations. As a
result of the financial crisis, trust of society in the financial sector has faded.
Regulators are trying to prevent this from happening by issuing more and
more regulations. The expectations of society towards the role of banks
are shifting from financial gain towards responsible behaviour. Upright
behaviour of employees is key in restoring trust as well as putting the
client’s interest first. ABN AMRO aims to gain insight in stakeholders’
considerations regarding those topics.

“There is one truth about integrity and trust:
don’t tell it but show it.”
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ABN AMRO aims to gain insight in its stakeholders’ views...
This stakeholder dialogue was organized in order to deepen the debate and
to define possible improvements regarding integrity, trust and responsible tax
(as a concrete example of acting in accordance with the spirit of the law).

...by inviting a representative as well as expert group of
external stakeholders

The stakeholders that participated, vary from clients, government repre-
sentatives and NGOs to several experts in the area of integrity, trust and
responsible tax from both public institutions as well as private companies. This
enhanced a lively debate including a variety of perceptions. Recommendations
that followed from the debate are described on the next page.
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Stakeholder Recommendations
The recommendations below are a result of stakeholders’ visions and
opinions.

Recommendations

1. To increase integrity, stakeholders recommend

ABN AMRO to:

- Stimulate and reward openness and vulnerable behaviour
shown by employees;

- Steer less upfront in order to motivate employees to use
their own ethical judgement;

- Share integrity examples and dilemmas with internal and
external stakeholders. This embeds behavioural change,

e.g. by celebrating the good examples, discussing ethical
dilemmas and giving substance to the core values;

- Be transparent when integrity incidents happen (e.g. when
fraudulent behaviour of bank employees was a cause of the incident).
Stakeholders expect ABN AMRO to: 1) proactively engage with
relevant stakeholders 2) acknowledge what went wrong and
3) take responsibility. Clear communication about all points is vital;

- Make choices explicit, transparent and show what the bank’s
considerations are prior to making a decision, in order to be able
to explain these decisions in the future;

- Be a frontrunner by anticipating on regulation. This could lead
to asking for regulation instead of following it.

2. To increase trust, stakeholders recommend ABN AMRO to:

- Treat clients in the most personal and empathic way possible.
This includes building personal relationships with clients, for example
by appointing clients a fixed contact person within the bank;

- Build long-term relationships with clients by being there for them
in good and bad times. Building long-term relationships will be
amplified by admitting that something went wrong in the service towards
a client and apologizing in a such a way that the client feels
acknowledged;

- Show external stakeholders what to expect from ABN AMRO by
communicating clearly about ABN AMRO’s principles, ambitions
and goals.

3. To increase responsible tax behaviour, stakeholders
recommend ABN AMRO to:

- Be a critical sparring partner of clients regarding responsible tax
practices and give responsible tax advice to clients. ABN AMRO does not
accept clients with tax evasion structures, and stakeholders agree that tax
evasion is not acceptable. The bank should extend its role as a sparring
partner to advise about responsible tax practices. Stakeholders suggest to
include questions regarding responsible tax in the due-diligence process,

- Publish the reasoning and practice behind the existing tax principles of
ABN AMRO. For example: how did the principles make a difference last
year? This can be substantiated by cases and numbers;

- Deploy a country-by-country report that includes transparency of all
assets per country. This way, stakeholders are able to see whether the
amount of taxes paid is fair in relation to the amount of assets held in
each country.
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Interesting Remarks

“Each organisation should determine what integrity means for them.
In this regard the definition of integrity would for example be different
for Triodos than for ABN AMRO.”

“Trust comes as a bonus: it is impossible to force it”

“ABN AMRO should be a critical sparring partner regarding tax.”
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The stakeholder engagement
process of 2015

“ABN AMRO should continue to be in dialogue with its
stakeholders, conform these dialogues”

In order for ABN AMRO to be ‘a better bank contributing to a better world’,
ABN AMRO and VBDO organized multiple stakeholder dialogues in 2015.
These dialogues build upon the themes identified during the stakeholder
engagement process of 2014. The following stakeholder events were
organized in 2015:

e Environmental and social impact of lending activities and

investment services (June)
e Security, privacy, and stability of financial transactions (September)
e |ntegrity & compliance (November)

Next to this, ABN AMRO organised a Human Rights Conference in December.
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About ABN AMRO

ABN AMRO is an all-round bank serving retail, private and commercial banking
clients. ABN AMRO offers a full range of services to its clients, not only in the
Netherlands, but wherever their business takes them. Based on the engagement
with stakeholders, ABN AMRO draws up a plan of action, monitors progress and
reports the results in their annual report. Additional information about sustainable
banking is posted on www.abnamro.com/en/sustainable-banking.

For further inquiries about stakeholder engagement, please contact Lea
Zeemans, Stakeholder Manager (lea.zeemans@nl.abnamro.com).

About VBDO

The Dutch Association of Investors for Sustainable Development (VBDO)
works to create a sustainable capital market, a market that considers not
only financial criteria but also non-financial, social and environmental criteria.
VBDO’s vision is to increase sustainability awareness among companies and
investors. Stakeholder dialogues organised by VBDO are open, value-driven,
multi-stakeholder engagement processes. These processes enable orga-
nisations to inform their stakeholders on their strategy, discuss dilemmas
and receive feedback.
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