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At ABN AMRO we recognise that we have an influence on society.
We take our corporate social responsibility seriously and aim to be a better

bank contributing to a better world.

With that in mind, we have mapped out a sustainability
strategy that focuses on taking action now to secure a
better future for our bank and our clients. While working
internally to achieve sustainable business operations, in
our contact with clients we put their interests centre
stage and build sustainable relationships. Using our
financial expertise for the benefit of society, we help
young people and businesses striving to make a difference.
In our core business — finance and investment services —

we focus on offering socially responsible and environ-
mentally friendly products and services. In all this,
we realise we can only be successful in achieving our
ambitions if we continue to inspire and engage our
employees.

We are committed to achieving success in each of
these five focus areas. Below are some of the steps
we took in 2013.

Sustainable
business
operations

ABN AMRO wants to improve the sustainability of its
business operations and has identified five areas to
reduce its ecological footprint: energy, mobility, paper,
waste and water.

2012

2013

2017

Energy consumption reduced by 16% in 2013.
Target: 20-30% in 2017

In 2013, we cut our overall energy consumption by 16%,
thanks in part to a reduction in power use at our data
centres. By digitising our processes within the bank itself,
and by encouraging clients to change to digital-only
information, we made huge savings on paper consumption.
ABN AMRO has developed various initiatives to reduce
travel by its employees, for example by encouraging them
to work wherever and whenever they want using mobile
technologies.

Underlining our commitment to ethics and integrity,
ABN AMRO in 2013 decided to add conduct to its
compliance function. We drew up eight drivers of good
conduct to encourage the right culture and behaviour in
our organisation. This should help us achieve sustainable

business practices.




Clients’ interests centre stage and building
sustainable relationships

In our contact with clients, we aim to communicate

openly and transparently. By adopting plain language use
in all our communications and enhancing transparency in
our financial reporting, we have put our clients’ interests
first. Our increasing use of social media puts us in direct

In 2013, ABN AMRO set up a Stakeholder Board to
determine which issues our stakeholders consider most
important, without avoiding delicate subjects. We took
actions with regard to issues such as the availability and
security of online banking, mortgage lending and past

contact with our stakeholders.

due loans, animal welfare, controversial weapons, our
presence in tax havens and our remuneration policy.

Our Retail & Private Banking and Commercial & Merchant
Banking businesses integrate sustainability into their
products and services. They are committed to building
lasting relationships with clients by offering expert advice
and assistance. In 2013, our Mortgage Care Team, for
example, helped clients with residual debt and actively
approached clients straining under mortgage payments.

Client complaints were made a high priority in 2013.

Our goal is to learn from complaints and to continuously
improve our service. This has led to enhanced efficiency
of our banking processes and the simplification of

our products, resulting in a decline in the number of client
inquiries and complaints we received in 2013.

Financial expertise for the benefit of society

A key element of our strategy is our
commitment to using our financial
expertise and staff for the benefit of
society. In 2013, ABN AMRO launched
the Social Impact Bond, which helps
young unemployed people return to
school or work. The bank now also
invests its own assets in various types
of social enterprises, such as through
the ABN AMRO Social Impact Fund.

This year, our employees volunteered
11,707 times for a whole range of

initiatives and community projects

sponsored by ABN AMRO Foundation,
and spent a total of 46,175 hours helping .
our social target groups.

ABN AMRO actively supports entre-
preneurs wishing to make a positive
impact on society. We became a founding
partner of Social Enterprise NL and in

2013 set up a coaching pool for social
entrepreneurs — 40 entrepreneurs received
coaching in personal development and in 40 social entrepreneurs received

enhancing their business models. coaching in 2013




Sustainable finance
and investment
services

Sustainability and responsible practices are at the heart

of our business. In general, there is a growing interest in

sustainable investment and ABN AMRO saw a marked
increase in most of its socially responsible investment

Inspiring and engaging
our employees

ABN AMRQ’s Business Principles guide staff in their daily
work and help build a strong culture and corporate identity,
raising company pride and engagement among staff.

The results of the Employee Engagement Survey in 2013
show that employees are increasingly proud of ABN AMRO
and feel more involved with the organisation.

(SRI) funds.

Firmly believing that a diverse workforce will help us to
As part of the bank's environmental, social and ethical achieve the best results for our clients, we focused on a
policy, risk experts at the Sustainability department screen broad range of target groups in 2013. We now have women
the content of applications for loans and other services in 19% of senior management positions and our target for
with a potentially high sustainability risk. Their screening 2014 is 25% women in upper middle-management positions.
As a result, ABN AMRO was named best in class within the

Dutch banking industry in terms of women advancing their

in 2013 related mainly to transactions in agriculture,
mining, the energy industry and the defence industry and
its suppliers. Many of ABN AMRO's other departments careers in 2013.
have their own sustainability experts as well, boosting

commitment to this theme across the bank.

Since 2013, all existing and new clients at Business
Banking and Corporate Clients are screened with the aid
of our Exclusion List as a standard part of the client ABN AMRO reports on its progress in developing and
acceptance procedure. The list sets out the activities implementing its sustainability strategy annually in its
sustainability report. The ABN AMRQO Sustainability

Report 2013 is available on abnamro.com.

ABN AMRO is unwilling to support or be associated with.

If you would like a printed copy or any other information,
please email us at duurzaamheid@nl.abnamro.com.

Contact details

Address
ABN AMRO Bank N.V.
Sustainable Development

Gustav Mahlerlaan 10
1082 PP Amsterdam
The Netherlands

Our risk experts focused explicitly on human rights
in relation to the client's activities in 131 cases

The bank set up an internal Human Rights Working Internet T mo
Group in 2013 to further develop its policy on human abnamro.com/sustainability \/‘LB
rights and human rights risks relating to clients’ activities. abnamro.com/corporatereporting FSC
ABN AMRO is now actively involved in a number of ww,:,',Xg
initiatives in this area. Email respondibie sources
duurzaamheid@nl.abnamro.com _FSC* 005670




