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I&T as a key enabler to execute the banking for better strategy

Effortless and proactive customer 
experience through client and data focus

 Continuous flow of new features 
enhancing our strong digital position

 Extending our lead in video banking 
through fundamental shift in operating 
model, tools and skills

 Developing business models beyond 
traditional banking, by working with 
partners and through innovation

Future Proof Bank

Structure, capabilities and culture for 
competitiveness and compliance

 IT transformation on track, focus on
rejuvenation, automation, and sourcing

 Streamline product portfolio and
consolidate work to accelerate further 
digitalisation

 Enhancing data/AI capabilities to 
engage with clients and to meet next 
wave of regulatory requirements 

 Continued acceleration of remediation 
activities related to AML and building a 
strong foundation for the future 

Support our clients’ transition to 
sustainability as a business case 

 Digital tools and data capabilities to 
support dialogue with clients on their 
transition towards sustainability

 Developing business models for 
sustainable urbanisation with 
companies and municipalities

 Lead by example, e.g. sharing 
knowledge on environmental 
improvement of buildings

Customer experienceSustainability
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Reinventing customer journeys through client and data focus

Create new offerings and experiences

Sharpen value propositions for key client segments, 
allowing us to reduce complexity

 Continue to extend self-service features 
augmented by Chatbots

 Extending leading position in digital advisory & 
sales; 39% of Retail clients now on-boarded 
online

 Eliminating physical documents and wet 
signatures in all key processes

 Real-time data-driven engagement, increasing 
proactivity and client interactions through 
marketing automation

 Continuous focus on cyber security and privacy 
also through deployment of BehavioSec solution

Extend strong digital position step-by-step

‘Zoom out’ to identify key customer experience 
points and new business opportunities

 Launch of Kendu; an investment app using robo
advice, leveraging challenger bank technology

 Redesigning SME lending proposition from 
scratch based on New10

 Development of next generation video banking, 
giving access to expert advice anytime anywhere

 Innovative solutions Tikkie & Grip to drive loyalty 
and engagement with clients and prospects

 Leveraging on partners to deliver more revenues

Reinvented
Customer Experience

Step-
by-Step Reinvent






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Business models beyond traditional banking

 First bank in the Netherlands to 
deliver open banking i.e. PSD2 
API based financial services 

 Digital and automated accounting 
solution for SME clients co-
developed with Lyanthe

 Simplification and digitalisation of 
rental agreements co-developed 
with Stibbe

 Establish new partnerships and 
ongoing fintech investments 
through Digital Impact Fund

Leveraging on partners
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Further digitalisation and automation of IT processes

Journey towards the sweet spot on track Unlocking potential for digitalisation

Right-sizing the IT spend by continuously managing the balance of efficient and 
sufficient IT investments 

IT C/I1)

Ratio (%) 
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Type I
More technology & 
automation?

Type II
How to leverage IT spending?

Type III
Do we overspend?

Type IV
Is this sustainable?

‘Sweet 
spot’

2017
Q1 2019

(indicative)

Simplify product portfolio and consolidate 
work to create synergies and scale

 Streamlining the product portfolio by 
>50% through top-down and bottom-up 
review

 Centralise, standardise and automate 
mid-office and back-office processes

 Accelerate digitalisation and strengthen 
central expertise to improve customer 
experience

 Leverage data/AI capabilities to 
automate decisions and address evolving 
regulatory requirements 

1) European IT Benchmarking in Banking 2017. C/I Ratio: operating expenses as a percentage of operating income. IT C/I Ratio: operating IT expenses as a percentage of operating income
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Building a future proof bank through continuous IT transformation

Demand: Consolidate and focus
 Adopting shared platforms and solutions across business 

lines, geographies and subsidiaries
 Continuous rejuvenation of the IT landscape; specific focus 

on credit systems as well as financial & risk reporting

2,000

2018 2019

1,900

2022

2,200

Leading indicators

Reduction in number of applications since 2014 (accumulated)

70%97%

Public ¹)

100%

2017 2018

Private

3% 30%

2022

60
140

600

2018 2019 2022

Number of teams with DevOps capabilities

Cloud delivery models split (%)

Key levers to increase focus and IT cost efficiency

Productivity: Automation and shift to cloud
 From Agile to DevOps: reducing time to market and improve 

efficiency by further automating IT testing and deployment
 Increasing use of cloud-based services to allow for faster 

adoption of new features and to pay based on usage

Supply: Standardise and right-source
 Standardising technology platforms and tools e.g. reducing 

number of legacy platforms and tool-chains 
 Optimising our off-shore delivery model

1) Including SaaS applications
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For the purposes of this disclaimer ABN AMRO 
Group N.V. and its consolidated subsidiaries are 
referred to as "ABN AMRO“. This document (the 
“Presentation”) has been prepared by ABN 
AMRO. For purposes of this notice, the 
Presentation shall include any document that 
follows and relates to any oral briefings by ABN 
AMRO and any question-and-answer session 
that follows such briefings. The Presentation is 
informative in nature and is solely intended to 
provide financial and general information about 
ABN AMRO following the publication of its most 
recent financial figures. This Presentation has 
been prepared with care and must be read in 
connection with the relevant Financial 
Documents (latest Quarterly Report and Annual 
Financial Statements, "Financial Documents"). 
In case of any difference between the Financial 
Documents and this Presentation the Financial 
Documents are leading. The Presentation does 
not constitute an offer of securities or a 
solicitation to make such an offer, and may not 
be used for such purposes, in any jurisdiction 
(including the member states of the European 
Union and the United States) nor does it 
constitute investment advice or an investment 
recommendation in respect of any financial 
instrument. Any securities referred to in the 
Presentation have not been and will not be 
registered under the US Securities Act of 1933. 

The information in the Presentation is, unless 
expressly stated otherwise, not intended for 
residents of the United States or any "U.S. 
person" (as defined in Regulation S of the US 
Securities Act 1933). No reliance may be placed 
on the information contained in the Presentation. 
No representation or warranty, express or 
implied, is given by or on behalf of ABN AMRO, 
or any of its directors or employees as to the 
accuracy or completeness of the information 
contained in the Presentation. ABN AMRO 
accepts no liability for any loss arising, directly 
or indirectly, from the use of such information. 
Nothing contained herein shall form the basis of 
any commitment whatsoever. ABN AMRO has 
included in this Presentation, and from time to 
time may make certain statements in its public 
statements that may constitute “forward-looking 
statements”. This includes, without limitation, 
such statements that include the words ‘expect’, 
‘estimate’, ‘project’, ‘anticipate’, ‘should’, ‘intend’, 
‘plan’, ‘probability’, ‘risk’, ‘Value-at-Risk (“VaR”)’, 
‘target’, ‘goal’, ‘objective’, ‘will’, ‘endeavour’, 
‘outlook’, 'optimistic', 'prospects' and similar 
expressions or variations on such expressions. 
In particular, the Presentation may include 
forward-looking statements relating but not 
limited to ABN AMRO’s potential exposures to 
various types of operational, credit and market 
risk. Such statements are subject to 

uncertainties. Forward-looking statements are 
not historical facts and represent only ABN 
AMRO's current views and assumptions on 
future events, many of which, by their nature, 
are inherently uncertain and beyond our control. 
Factors that could cause actual results to differ 
materially from those anticipated by forward-
looking statements include, but are not limited 
to, (macro)-economic, demographic and political 
conditions and risks, actions taken and policies 
applied by governments and their agencies, 
financial regulators and private organisations 
(including credit rating agencies), market 
conditions and turbulence in financial and other 
markets, and the success of ABN AMRO in 
managing the risks involved in the foregoing. 
Any forward-looking statements made by ABN 
AMRO are current views as at the date they are 
made. Subject to statutory obligations, ABN 
AMRO does not intend to publicly update or 
revise forward-looking statements to reflect 
events or circumstances after the date the 
statements were made, and ABN AMRO 
assumes no obligation to do so.

Disclaimer


