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Letter to our stakeholders

Finance is a service - a means to help customers
achieve their ambitions.

As a bank, we offer products and solutions that serve

to make something else possible. It is not a mortgage, a
loan or a pension scheme that our customers ultimately
desire; they desire what our solutions enable them to do:
buy a house, start a new business or plan for a secure and
comfortable retirement.

Throughout our history, we have helped our customers
achieve their dreams and ambitions. \We have provided the
financial means that have enabled their success, which is
why we say that we exist to release the potential in people
and businesses. And it is the reason why we celebrated
our 150-year anniversary last year by celebrating the
successes and achievements of our customers.

Since the solutions we offer are a means to an end, it is our
strategy to invest in further digitalisation of our services.
Doing so will make it as easy and seamless as possible for
our customers to interact with us and to apply for the loans
and services they need - when they need them. It is also
our strategy to strengthen our advisory expertise to offer
unrivalled advisory services, no matter how complex the
financial needs of our customers may be.

Our ambitions in both respects have been emboldened

by our experiences of dealing with the global COVID-19
pandemic. For almost two years, we have been working with
our customers to help them deal with the uncertainties of
lockdown, disrupted supply chains, unpredictable demand
and financial insecurity. And thanks to our set-up - and
because we are fortunate to operate in some of the world's
most digitalised economies, we have been able to do so
largely undeterred by lockdowns and physical restrictions.

The Nordic economies are emerging from the corona crisis
with a more positive economic outlook than most other
countries. Together with our colleagues in the financial
sector across the Nordic countries, we have worked hard to
be part of the solution.

Becoming an integral part of the solution is also the
ambition we have in terms of sustainability and the green
transition. \We see this as both the greatest challenge and
the greatest opportunity for us and for our customers.

Climate change poses a risk to lives and livelihoods; it
also poses a risk to business models, financial assets and
our way of life. But climate change is also a commercial
opportunity for entrepreneurs and businesses working

to introduce ideas and solutions that make the green
transition possible. And climate change is an opportunity
for all of us to reinvent our economies to make them more
resilient and sustainable.

As the largest financial services provider in Denmark, and
as one of the largest financial institutions in the Nordic
countries, we have both the power and the responsibility
to contribute to positive and sustainable change for the
societies we are part of, and we are committed to helping
our customers turn challenges into opportunities.

We have faced challenges of our own, and while we have
maintained an unrelenting focus on helping our customers
with the uncertainties of the corona crisis and helping them
to invest and prepare for the green transition, we have also
continued our work to address our own legacy issues and to
make progress on our ambitions to become a better bank.

We still have work to do, but we have come a long way
already. Among our main achievements, we have improved
profitability by increasing income and lowering costs, and
we have further strengthened our compliance organisation.
\We have created a more flexible and inclusive workplace,
and we now have the highest level of customer satisfaction
among large and institutional customers across the

Nordic countries. And we also have a Nordic lead within
sustainable finance.

These achievements are important steps towards fulfilling
the ambitions we have of being a leading Nordic bank
across all customer segments, and they demonstrate how
we create value for all stakeholders by using the power

of finance to create sustainable progress today and for
generations to come.

This is our purpose, and it is our promise to all stakeholders.

Karsten Dybvad
Chairman of the Board
of Directors

Carsten Egeriis
Chief Executive Officer
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Danske Bank 2021
at a glance

Our purpose

We release the potential in people and
businesses by using the power of finance
to create sustainable progress today
and for generations to come

People and businesses hold a lot of untapped potential, and a loss for the individual is also a
loss for society.

Release the potential
in people and
businesses

At Danske Bank, we believe that human potential is the most valuable asset in the world
and is the key to driving positive change. Therefore, we want to be potential-seekers as well
as risk managers.

\We want to support changemakers, large and small, and break down barriers for action.

\When we combine financial solutions with knowledge, we enable people, businesses and
society to make a difference and create a positive development.

We believe that our resources will create a positive impact if applied with focus and
The power of finance responsibility.

We are committed to using our expertise and size to drive scale - alone and in partnership
with others - while creating volume by encouraging and inspiring our customers to use their
power.

We believe that having a long-term approach is key to creating a positive impact.

As well as being committed to long-term focus by developing sustainable solutions that
contribute to long-term positive impact and that enable all to take part, we also deliver on
our short-term goals.

Sustainable progress

Key figures 2021 for Sustainable Finance solutions

&) & f

DKK 192 billion DKK 631 billion DKK 33.5 billion 6,329

in green bonds issued on invested in Article 8 and green investments by start-ups and scale-ups supported

behalf of customers Article 9 funds Danica Pension since 2019 |  With growth and impact tools,
services and expertise since 2016
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Strategic focus
Our strategic focus is to become a better bank for everyone, and we have four ambitions for becoming a better bank towards
2023.

Customers Employees
On average among the Target a Satisfaction Operate sustainably,
top two banks in & Motivation ethically and
customer satisfaction in score of 77 transparently — and
everything we do. have a positive impact
an the societies
we are part of.

Our 2023 ambitions

On the basis of delivering a total income of more than DKK 43 billion
and costs of around DKK 23.5 billion as well as a normalised capital level,
we expect to deliver a cost/income ratio in the mid-50s
and a return on equity of 8.5-9%

This continues to build on a solid foundation and relentless execution on our commercial priorities, coupled with bringing
structural costs down by building on the progress we have made with enhancing and digitising processes, a continuous and
natural adjustment of our organisation and managing our non-personnel costs.

Key figures 2021

il il %)

DKK 42,584 million DKK 12,920 million 7.6%

Total income Net prafit Return on shareholders equity
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Financial highlights - Danske Bank Group

Income statement

(DKK millions])

2021 2020 Index 2019 2018 2017

21/20

Net interest income* 22,049 22,151 100 22,104 23,571 23,806
Net fee income* 13,525 12,217 111 12,636 15,258 15,852
Net trading income* 4,126 4,297 96 4,350 4,570 7,087
Net income from insurance business* 2,088 1,669 125 2,385 - -
Other income* 797 594 134 1,059 966 1,403
Total income 42,584 40,928 104 42,534 44,365 48,149
Operating expenses* 25,627 26,648 96 25,545 24,991 22,722
Impairment charges on goodwill = - 803 -
Impairment charges, other intangible assets 36 379 9 355 20
Profit before loan impairment charges 16,921 13,901 122 15,831 19,354 25,427
Loan impairment charges 348 7,001 5 1,516 -650 -873
Profit before tax, core 16,573 6,900 240 14,315 20,004 26,300
Profit before tax, Non-core -2 -596 0 -493 -282 -12
Profit before tax 16,571 6,304 263 13,822 19,722 26,288
Tax 3,651 1,715 213 -1,249 4,548 5,388
Net profit 12,920 4,589 282 15,072 15,174 20,900
Attributable to additional tier 1 etc. 451 551 82 786 781 786
Balance sheet (end of year)
(DKK millions)
Due from credit institutions and central banks 320,042 345,938 93 174,377 201,435 351,398
Repo loans 253,954 257,883 98 346,708 316,362 228,538
Loans 1,834,372 1,838,126 100 1,821,309 1,769,438 1,723,025
Trading portfolio assets 509,589 682,945 75 495,313 415,811 449,292
Investment securities 303,425 296,769 102 284,873 276,424 324,618
Assets under insurance contracts 547,806 545,708 100 494,992 377,369 296,867
Total assets in Non-core 2,027 2,797 72 7,519 14,346 4,886
Other assets 164,620 139,064 118 135,958 207,282 160,905
Total assets 3,935,834 4,109,231 96 3,761,050 3,578,467 3,539,528
Due to credit institutions and central banks 101,786 125,267 81 98,828 148,095 155,528
Repo deposits 193,391 223,973 86 232,271 262,181 220,371
Deposits 1,167,638 1,193,173 98 962,865 894,495 911,852
Bonds issued by Realkredit Danmark 770,661 775,844 99 795,721 741,092 758,375
Other issued bonds g55,757 360,127 99 350,190 330,477 405,080
Trading portfolio liabilities 374,958 499,331 75 452,190 390,222 400,596
Liabilities under insurance contracts 588,736 591,930 99 535,891 417,279 322,726
Total liabilities in Non-core 2,529 2,975 85 2,501 4,014 3,094
Other liabilities 164,354 135,596 121 128,353 204,243 164,531
Subordinated debt 39,321 32,337 122 31,733 23,092 29,120
Additional tier 1 5,497 8,508 65 14,237 14,300 14,339
Shareholders' equity 171,207 160,171 107 156,271 148,976 153,916
Total liabilities and equity 3,935,834 4,109,231 96 3,761,050 3,578,467 3,539,528
Ratios and key figures
Dividend per share [DKK] 2.0 2.0 8.5 8.5 10.0
Earnings per share (DKK] 14.6 4.7 16.7 16.5 22.2
Return on avg. shareholders' equity (%) 7.6 2.6 9.6 9.8 13.6
Net interest income as % of loans and deposits* 0.73 0.76 0.81 0.88 0.89
Cost/income ratio (C/1), (%)* 60.3 66.0 62.8 56.4 47.2
C/I, excluding impairment on intangible assets (%)* 60.2 65.1 60.5 56.3 47.2
Total capital ratio (%) 22.4 23.0 22.7 21.3 22.6
Common equity tier 1 capital ratio (%) 17.7 18.3 17.3 17.0 17.6
Share price (end of year] (DKK) 113.0 100.7 107.8 128.9 241.6
Book value per share [DKK] 200.6 187.6 183.1 174.3 172.2
Full-time-equivalent staff (end of year) 21,754 22,376 97 22,006 20,683 19,768

*The financial highlights have been restated as explained in notes G2(a) and G3(a]. The financial highlights represent alternative performance measures that are non-IFRS measures.
Notes G1(d] and G3 provide an explanation of differences in the presentation between IFRS and the financial highlights. For a description of the alternative performance measures
used and definition of ratios, see Definition of Alternative Performance Measures on page 56.



Executive summary

For Danske Bank, 2021 was a year in which we continued
to make progress with the transformation to become a
better bank and delivered structural progress towards our
2023 ambitions. Among other things, we strengthened our
value propositions for our customers through digitalisation,
expert advisory services and sustainable solutions, and in
the third quarter, we updated our 2023 financial ambitions.
In 2022, we will continue to further execute on commercial
initiatives across our markets.

In 2021, we also celebrated Danske Bank's 150-year
anniversary. Throughout its history, Danske Bank has
assumed the role of a provider of financial advice and
solutions that have enabled our customers to make a
successful transition to new times and take advantage of
new opportunities. This is exactly the approach we also
have today when we engage with customers to help them
transform changes in the digital space and the green
transition into commercial or personal opportunities.

Following the gradual reopening of societies and the
vaccine roll-out during 2021, the recovery in the Nordic
economies became evident, with strong labour markets
and consumer spending, albeit also with some inflation
fears and scarcity of labour being reported. In Denmark,
the recovery is broadly based, and the attention has shifted
towards mitigating the risk of overheating. However, despite
the fact that most of the population has been vaccinated,
we saw the coronavirus on the rise again during the last
months of the year, leading to new restrictions to contain
the virus. Naturally, developments are closely monitored,
and at Danske Bank, we are ready to continue supporting
our customers with their needs.

Even though the economy is doing well, the government
support packages contributed to subdued credit demand
in the banking sector in Denmark. The upcoming transition
to a gradual return to market-based financing, with banks
offering creditworthy and viable businesses loans on
reasonable terms, is likely to generate more bank lending
from the first half of 2022, thus supporting our income
streams.

Despite the subdued credit demand in the banking sector
in Denmark, our diversified business model continued to
prove valuable. During 2021, we were able to further utilise
our platform and strengthen our market position for capital
markets-related activities, and our efforts to capitalise on
the opportunities for increased investment activity provided
by market conditions also paid off.

Danske Bank posted a net profit of DKK 12.9 billion for
2021, against DKK 4.6 billion in 2020. The return on
shareholders’ equity was 7.6%, against 2.6% in 2020.

Strategic focus

As 2021 is now behind us, we have reached the mid-point
of the period for our transformation to become a better
bank with satisfactory results, and we will continue to
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deliver value for all of our stakeholder groups: customers,
employees, society and shareholders. Enhancing our
services and products to customers as well as supporting
innovation in society will continue to be part of the agenda
along with focusing on ensuring employee engagement.

In October, we updated our 2023 ambitions. \We confirmed
that our business model will allow for a sustainable return
on shareholders’ equity of 8.5-9% in 2023 and S-10%
through the cycle. With recent progress, we are further
strengthening our position to deliver long-term sustainable
value creation. In addition, following a thorough business
review, we also extended the timeline for reaching a more
normalised compliance cost level to 2025 to allow us to
sustain the resilience of Danske Bank.

As the next step in our ongoing transformation, we
announced in January 2022 a further fine-tuning of the
organisation that will take effect no later than May 2022.
Going forward, the commercial activities will be organised

in three business units: Personal Customers, Business
Customers and Large Corporates & Institutions. The aim

is to become even more customer-centric and to enhance
the commercial focus as well as to accelerate execution of
our 2023 plan. This work is supported by our Commercial
Leadership Team, which was established at the beginning of
2021 to drive the commercial and customer agenda across
all our markets. We are now past our foundational work,
and in the coming years, we will be focusing even more on
our commercial momentum.

Focus on enhancing the customer experience

During 2021, we continued our execution of the Better
Bank plan by improving the customer experience as well as
enhancing value propositions for our customers.

One of the main focus areas at Personal & Business
Customers was and still is to improve the customer
experience via digital solutions and advisory services
specialisation, and this led to multiple business initiatives
throughout the year. For business customers, for example,
we launched a new service model across all markets,
which allows us to even better match the service level

and offerings to a specific customer’s needs. At Personal
Customers Denmark, we improved our digital self-service
options in relation to home finance by enabling customers
to perform online remortgaging calculations, and we
launched a new modern website for Realkredit Danmark -
providing customers with a better overview of their existing
loans and the opportunity to calculate the costs associated
with the various loan types. On average, the rd.dk website
now gets 80,000 visits each month, an increase of 23%
from the number of visits to the old site.

We enhanced our value proposition for the Private Banking
segment as we started to offer customers in Denmark the
opportunity to invest in our Global Portfolio Solution - a
solution that was previously available exclusively to our
corporate customers.
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At Large Corporates & Institutions, we continued our efforts
to making daily banking activities easy and safe for our
customers, for example by enhancing our financial platform
District.

Our efforts to help our large corporate and institutional
customers adjust to the post-COVID-19 operating
environment and support them with their sustainability
transition continued to produce high customer satisfaction
in this segment. Across the Nordic countries, we
maintained our number one position on the basis of an
aggregated ranking in the annual reviews conducted by
Prospera. Customer satisfaction also remained strong
among business customers in Denmark, Norway and
Finland, where we ranked in the top two in 2021, whereas
we are more challenged in Sweden. In respect of personal
customers, customer satisfaction was challenged in 2021
and below our ambition. The development in the personal
customer segment continues to have our attention, and
we will keep focusing on improving customer journeys
further with emphasis on expert advisory services, digital
convenience and sustainability offerings.

During the year, we continued to make progress with the
remediation of our legacy issues as a part of our efforts to
become a better bank. \We are working hard to remediate
these issues and compensate affected customers as soon
as possible.

Sustainability

On the sustainability agenda, we made considerable
progress with our ambitions during the year, and as an
integral part of our strategy, Danske Bank is dedicated

to further accelerating this agenda. Furthermore, we
joined the Net-Zero Banking Alliance and the Net Zero
Asset Managers Initiative, and in doing so, committed
ourselves to becoming a net-zero bank by 2050 or sooner.
Most recently, we have also set targets to reduce carbon
emissions in our corporate loan portfolio in three key
sectors by 20-50% by 2030.

Within sustainable finance, we continued to take a leading
role, supported by our customers' strong positioning in
the sustainability transition. During 2021, we supported
issuers and investors in a substantial number of
transactions, affirming our position as a leading Nordic
bank within sustainable finance. Activity was high across
business areas, and we are proud to be ranked number
one among the Nordic banks within arranging of both
sustainability-linked loans and sustainable bonds in terms
of volumes supported. In 2021, we arranged sustainable
bonds in the amount of USD 12 billion for our customers.
For personal customers, we launched a number of
initiatives to promote sustainable development, for example
an attractive car loan offer for personal customers in
Denmark for both electric cars and plug-in hybrid cars.

For business customers, we expanded our sustainable
product offering, mainly our offers of green loans for large
investments.

Capital, funding and regulation
Our capital position remained strong with a total capital
ratio of 22.4% and a CET1 capital ratio of 17.7%.

The total risk exposure amount (REA) increased
approximately DKK 76 billion in 2021, due mainly to the
implementation of EBA guidelines. In the FSA joint decision,
our Pillar Il add-on related to model risk was reduced by
DKK 4.1 billion in the fourth quarter, partly mitigating the
REA increases associated with EBA guidelines.

In 2021, the Group issued covered bonds of DKK 33.3
billion, senior debt of DKK 27.3 billion, non-preferred senior
debt of DKK 4.4 billion, tier 2 capital of DKK 5.6 billion and
additional tier 1 capital of DKK 4.5 billion, bringing total
long-term wholesale funding to DKK 75.1 billion.

Regarding the terminated non-resident portfolio at Danske
Bank’s former branch in Estonia, the internal investigation
work that was planned for completion in 2020 has been
finalised, and Danske Bank has reported the findings to the
relevant authorities investigating Danske Bank. Danske
Bank continues to fully cooperate and will provide the
authorities with further information if and when requested.

Financials

Total income was up 4% from the level in 2020. The
increase was driven mainly by a strong performance in our
capital markets activities on the back of good customer
activity, and we continued to support customers with
advisory services and capital.

During 2021, we started to see an increased flow into
investments, and our repricing initiatives in Denmark for the
personal as well as the business segment are having the
desired effect. However, continuing margin pressure across
the Nordic countries and lending product mix effects more
than offset the effect of our repricing initiatives, keeping net
interest income at a relatively stable level.

Net fee income increased from the level in 2020, driven

by good customer activity and higher assets under
management in Asset Mlanagement. The strong activity

in the debt and equity capital markets we have seen in

the past quarters continues, and our leading platform has
enabled us to capitalise on this trend. \We therefore take a
number one position as the leading Nordic bank in terms of
volumes in both products.

Net trading income declined from the level in 2020 due
to lower activity in 2021 along with less positive value
adjustments on the derivatives portfolio. The sale of Aiia



to Mastercard and the sale of Visa shares in the Group’s
private equity portfolio had a positive effect on net trading
income.

In 2021, Danica Pension saw good momentum, driven by
good performance in the underlying business as well as
strong tailwind from higher returns on investments. Danica
Pension saw significant growth in premiums of 30% as well
as an inflow of new large customers, which shows Danica
Pension’s strong position in the market.

We continued to see a downward trend in expenses, driven
by the cost initiatives we launched during the past year,
and operating expenses thus fell from the year-earlier level.
The decrease reflects lower costs for transformation and
consultancy, and as planned, our AML and compliance
costs were lower as well, ensuring that we remain on

the right trajectory. However, a provision related to the

VAT case in Sweden as well as a provision for taxation of
business travellers and a one-off investment ensuring good
working-from-home conditions had a partly offsetting effect
together with higher expenses for bonus payments that
reflect higher customer activity.

During 2021, we saw a low level of actual credit
deterioration compared with the level in 2020, also for
corona-affected and oil-related portfolios. These portfolios
benefited from model-driven reversals made as a result of
better-than-expected macroeconomic developments. In
addition, Danske Bank has since the end of 20189 actively
reduced its net oil-related exposure (excluding oil majors).
The post-model adjustments made during 2020 to cover
pandemic-related tail risks are largely unchanged, as it
remains to be seen how both the rolling off of government
support packages and tapering from centrals banks,
including the timing of these, might affect those businesses
at which earnings are still catching up. Overall, credit quality
remained strong, and we remain confident with our current
management overlays.

Dividend

In accordance with Danske Bank’s dividend policy, Danske
Bank intends to pay out a total dividend of DKK 7.5 per
share for 2021, corresponding to 50% of the net profit for
the year. The Board of Directors proposes an initial dividend
payment of DKK 2 per share to the annual general meeting.
The remaining DKK 5.5 per share is intended to be paid out
in three tranches following the publication of interim reports
in 2022, subject to a decision by the Board of Directors

in accordance with the authorisation given to the Board
and based on the usual assessment of the bank’s capital
position at the end of each interim period. This approach

is taken to preserve the dividend policy of the bank while
ensuring a prudent capital management with a high degree
of flexibility in light of the Estonia matter, where we remain
unable to estimate any potential outcome or timing.
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Thus Danske Bank’s dividend policy remains unchanged,
targeting a dividend of 40-60% of net profit.

Outlook for 2022

\We expect net profit to be in the range of DKK 13-15
billion, including the gains from MobilePay, Danske Bank
International and Danica Pension in Norway.

We expect income from core banking activities to be

higher in 2022 due to good economic activity and progress
towards our 2023 financial ambitions. Net income from
insurance business and trading activities are expected to be
at normalised level, subject to financial market conditions.

We expect costs in 2022 to reflect continued focus on

cost management and to be around DKK 25 billion due to
elevated remediation costs and the inclusion of Swedish
bank tax and regulatory expenses of around DKK 0.4 billion.

Loan impairments are expected to be below normalised
level, given stable macroeconomic conditions and our
overall strong credit quality.

We maintain our ambition for a return on shareholders’
equity of 8.5-9% in 2023.

The outlook is subject to uncertainty and depends on
economic conditions.
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Strategy execution

Two years ago, we embarked on a multi-year transformation
to become a better bank by 2023 and formulated strong
ambitions for all of our stakeholder groups: customers,
employees, society and shareholders. As we planned for

at the time, the key focus for the past two years has been
on addressing the challenges facing our core business and
reversing the downward trend we saw in 2019.

Now that we are past the mid-point of the transformation
period, we continue to be satisfied with its traction. The
structural progress we have achieved over the course of
the past two years is significant and lays the tracks not
only for 2023 but also for the years to come. Thus, we are
now well-positioned to deliver sustainable value creation,
and the outcomes of our transformation in 2021 are
evidence of the progress we are making towards fulfilling
the 2023 ambitions for customers, employees, society and
shareholders as set out in our Better Bank transformation
agenda:

Customers

Customers are the reason why we exist and we strive
to deliver the best customer experience. \We want to
provide our customers with best-in-class,

proactive advice and relevant products O
and services through the channel of
their choice and at any time.

\We continue to show traction in line with our 2023
ambition to be on average in the top two in customer
satisfaction across our customer segments. We have
sustained our strong results for business customers and
large corporate and institutional customers. Personal
customer satisfaction remains challenged, and we are
focusing on improving this with a number of initiatives
launched in 2021 and are working with our Chief Customer
Officers to ensure we take an even more customer-centric
approach to everything we do.

High-quality advisory services, innovative digital solutions,
and relevant products for our customers are at the core of
our business.

In the personal customer segment, we have continued to
transform our service model and enhance digital solutions
to become more proactive, to provide customers with
easier access to banking products and services and to
offer a more convenient experience. Our continued efforts
to develop our digital solutions led to Danske Bank’s
Mobile Banking app winning the 2021 award for Best User
Experience in the Customer Centricity World Series.

We focus on improving our mortgage offering to regain
our leading position in the home finance market and

took a series of initiatives to provide a better home loan
experience. A second key priority continues to be the
expansion of our retail investment offering to address
customers’ growing need for specialist advice. In Sweden,
Norway and Finland, we continued to build and strengthen
our partnership offerings.

For our business customers and large corporate and
institutional customers, our compelling offering and
expertise enabled us to meet their evolving needs, for
instance within investments, equity and debt capital
markets, as well as green products. \We continued

to develop District, our financial platform that helps
customers get a full overview of their finances across
banks and borders. We launched new tools targeted at
solving customer needs with regard to payments and risk
management, including via partnerships. In addition, for our
business customers, we introduced a new service model to
better match our customers’ needs through a combination
of specialised advisory services and digital self-service
solutions.

More information is available in the Personal & Business
Customers and Large Corporates & Institutions sections of
this report.




Employees

Our employees are our most valuable strength, and
we aspire to have engaged employees who are proud
of working at Danske Bank. Further, we want a skilled

and motivated workforce and a strong
and diverse talent pool to ensure that we
continue to meet increasing customer
expectations.

We continue to have a strong focus on improving employee
engagement as part of our Better Bank ambitions. Due

to a change in survey methodology, we now target a
Satisfaction & Motivation score of 77 in 2023. The updated
methodology provides us with more in-depth insight into
specific drivers of engagement and enables us to focus

our investments on proactively driving engagement. The
new target of 77 represents the progress expected of a
business that invests in employee engagement. Our long-
term aspiration is to be a workplace where engagement

is an integral part of the culture and a natural part of our
everyday focus and how we work together.

During 2021, our Satisfaction & Motivation score
increased from 71 to 74, driven by improvements in
reputation and working conditions. \While engagement is on
the right track, we are still striving for further improvement.

Leadership is a key driver of engagement, and we

are investing in leadership development and large-

scale leadership programmes as part of our cultural
transformation. Danske Bank’s newly launched

Purpose and Culture Commitments ignite our cultural
transformation, embody the internal culture we aspire to,
and provide purpose to guide our actions. The commitments
are essential in guiding our behaviour when engaging with
customers, society and each other. Launched in the spring
of 2021, our Purpose and Culture Commitments have
been well received by employees, and the organisation
has engaged in the process of reflecting, interpreting and

| Report

bringing to life our Purpose and Culture Commitments to
ensure they are present in everything we do.

We always strive to grow our attractiveness as an employer
as well as our talent pool to ensure that the skills of our
workforce match the future needs of our customers and

the challenges that a modern financial institution faces.

A crucial step in this regard has been the completion of

the agile transformation of our development organisation.
As a result, more than 4,000 employees in development
functions experience new ways of working with increased
empowerment and greater end-to-end responsibility. A
second key component is our decision to make our flexible
ways of working permanent. Our employees have adjusted
well to the changes that have become necessary as a result
of the pandemic, and we support this transition.

To foster an ever more open, diverse and inclusive culture at
Danske Bank, we maintain a dedicated focus on increasing
the diversity of our staff.

More information is available in the Sustainability section of
this report and in Sustainability Report 2021.

Society

At the core of our societal ambition is our desire to act
in the best interest of our customers and the societies
that we are a part of. This includes protecting the

integrity of markets, supporting innovation
in society, maintaining open and
transparent communication, and creating
sustainable progress for our customers.

Our work to protect society and the integrity of markets
continues to be a high priority, and we have a commitment
to our customers, the sector as a whole as well as with
regulators and authorities to combat financial crime. Our
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work is guided by a comprehensive plan for regulatory
compliance and the prevention of financial crime
[Financial Crime Plan), which is showing results in terms
of both quality and efficiency gains. Our investment in
strengthening our control environment is resulting in
tangible progress, for instance in terms of transaction
monitoring and trade and communication surveillance.

Furthermore, subsequent to the review of more than 99%
of the customers covered by our ‘Know your Customer’
remediation and additional investment in the process, we
are now transitioning into a business-as-usual operating
model while also witnessing increased efficiency, better
quality and a better customer experience, for instance
thanks to process digitalisation.

In parallel, we continue to progress with the remediation

of our legacy issues. Following nearly 50,000 customer
meetings, we officially closed the Flexinvest Fri case. And
despite our challenged starting point for this customer
dialogue, one of our main achievements was that customer
satisfaction among Flexinvest Fri customers is now on par
with that of other customers.

We progressed considerably with our sustainability
agenda. Key proof points include the surpassing in 2021
of our 2023 targets in the area of sustainable financing
and sustainable investing, which led us to set new 2023
ambitions.

More information is available in the Sustainability section of
this report and in Sustainability Report 2021.

Through our transformation efforts, we have gained more
clarity on our challenges - and while risks still exist, we
are diligently executing our plans and in 2021 delivered a
return on shareholders’ equity of 7.6%, an improvement
from 2.6% in 2020. As a result of our dedicated focus and
continuous prioritisation of strengthening our foundation,
we are now well-positioned in terms of reaching our
profitability potential.

With the current scope and trajectory, we still expect to
finalise our financial crime remediation by the end of 2023.

However, after a thorough business review during 2021, we
are extending the timeline for reaching a more normalised
cost level to 2025 to allow us to sustain the resilience of
Danske Bank. In parallel, we have validated our commercial
plans across all areas and pressure-tested assumptions,
ensuring we are well-positioned to deliver sustainable value
creation and an improved customer experience.

\We have therefore adjusted our 2023 ambition to a return
on shareholders’ equity of 8.5-9%, but we are still confident
that our business model will allow for a sustainable return
on shareholders’ equity of 9-10% through the cycle.

Our roadmap for delivering a total income level of around
DKK 43.5 billion and a cost level of around DKK 23.5
billion, resulting in a cost/income ratio in the mid-50s, in
2023 builds on our strong position and solid momentum
within Large Corporates & Institutions and our business
customers segment, as well as our efforts to enhance
digitalisation and modernising our platform across the
Group. In the short term, regaining momentum in relation to
personal customers in Denmark is key, and something we
need to do while also building the future retail bank across
the Nordic countries and capitalising on our momentum in
the MidCorp segment. We will leverage our market-leading
position for Large Corporates & Institutions and capitalise
on the growing activity shift from conventional balance




sheet lending to capital markets activity, including the
transition to green products, which our strong franchise is
already now well-positioned for and which will support more
robust and capital-light income generation going forward.

Throughout this journey, it will be a priority to structurally
bring down costs in a sustainable way and enhance
capital efficiency without compromising the commercial
momentum and income opportunities.

Growth trajectory towards 2023

Our transformation to become a better bank for all our
stakeholders continues in 2022. \We expect to make
significant progress towards our four key stakeholder
ambitions for 2023 while at the same time charting the
course for sustained value delivery beyond 2023.

As we have progressed on the transformation journey
and as our understanding of what needs to be done has
matured further, we expect to address the challenges
that remain as we continue to progress our plans and
concentrate on execution. An example of this is regaining
momentum in our retail business in Denmark.

As we move towards 2023 and beyond, our customers will
increasingly start to experience the results of our efforts
and investments towards simplifying and digitalising key
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customer journeys. Our focus on developing digital tools
that enable self-service and increase adoption rates will
allow for both a better customer experience and a lowering
of structural costs in a sustainable way. For example,

we expect to progress with our ambition to enable digital
welcoming and handling of everyday banking and financing
needs for all personal and business customers, while also
increasing self-service in relation to mortgage products. The
progress we have already made on digitising our processes,
for example to proactively deliver advice and tailored
solutions across digital channels, serves as a strong
enabler for further enhancement, coupled with ongoing
adjustment of our organisation and stringent focus on non-
personnel costs.

To drive our cultural transformation, we will engage with

all our employees on activities targeted at anchoring

the Purpose and Culture Commitments across the
organisation. As part of our commitment to society, our
efforts to strengthen our control environment will continue
as we execute our Financial Crime Plan. At the same time,
we will build on the strong momentum established since
2019 and further integrate sustainability into our products
and processes.
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Sustainability

The European Green Deal and other political initiatives for
a sustainable future require not only technological change
but also changes in consumption and social practices.
Fortunately, we see a fast-growing demand for sustainable
products, solutions and operations across sectors.

Danske Bank’s new purpose places people, their potential
and sustainable progress for individuals, businesses

and society firmly at the heart of everything we do. As

a large financial institution, Danske Bank has the ability
to instigate change and support sustainable progress by
using the power of finance. Our Better Bank plan and our
sustainability strategy are helping us to accomplish this.

Sustainability Strategy 2023

We have designed our 2023 Group Sustainability Strategy
to optimise synergies between societal and business
interests to create value for all key stakeholder groups

and to enable us to deliver on our purpose. In 2021, this
involved elevating our ambition of being merely one of

the leading banks for sustainable finance in the Nordic
countries to also being the leading bank for sustainable
finance in Denmark.

Sustainable finance is at the core of our sustainability
strategy, and surrounding this are five additional focus areas
that cover themes that are important for our stakeholders
and business.

Our sustainability strategy has a heightened focus on five

of the 17 UN Sustainable Development Goals (SDGs).
Through our sustainable finance offerings, we have a
potential indirect impact on all 17 SDGs - impact that can
be both positive and negative, depending on the underlying
activities, and which we are working to measure. As there
is currently no common impact measurement and valuation
approach tailored to banks, we in 2021 co-founded the
global Banking for Impact consortium, the aim of which is
to support the development of new guidelines on impact
measurement for financial institutions in order to accelerate
the transition to a more sustainable economy.

Danske Bank supports a number of other sustainability
initiatives, including the Task Force on Climate-related
Financial Disclosures (TCFD) and the Principles for
Responsible Banking (PRB]). In view of our commitment
to helping to fight climate change, we joined two new
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significant industry initiatives in 2021: the UN-convened
Net-Zero Banking Alliance and the Net Zero Asset
Managers Initiative. By joining these initiatives, we are
consolidating our commitments towards becoming a net-
zero bank by 2050 or sooner.
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Governance, transparency and stakeholder dialogue are key
elements when it comes to ensuring an efficient execution
of our strategy towards 2023 and for delivering on our key
sustainability commitments. Our governance structure sets
clear roles and responsibilities, and it supports alignment
across the Group.

@ Entrepreneurship

6,329 start-ups and scale-ups supported with growth
and impact toals, services and expertise since 2016. The
implications of COVID-19 on the Nordic start-up ecosystem
are still uncertain, but supporting 10,000 startups by 2023
remains our focus.

Governance ¥ Employee well-being
R & diversity

& integritet

Since 2018, we have supported almost 1.6 million
people with financial literacy tools and expertise, and we
are well on our way to reaching the target of 2 million
people by 2023.

Environmental

footprint

COVID-19 restrictions have

96% of employees trained
annually in risk and compliance,
which is in Tine with our annual
target of over 95%.

With a gender balance of 32%
women in senior leadership
positions, we maintain our focus
to ensure that we reach our
target of more than 35% by
2023.

led to a 69% carbon
emission reduction since
2019, but new initiatives are
needed to reach our updated
target of 40% by 2023.

TCFD - climate-related risks and opportunities
Since 2019, Danske Bank has been reporting in line
with the recommendations of the TCFD. Every year, we

ambitions and our actions to embed all the necessary
\ climate data for sufficient climate risk and opportunity
disclosures. To explain our approach, we published our
first Climate and TCFD progress update report in June
2021, which supplements the Group’s TCFD reporting
in our Sustainability Report 2021.

develop our disclosures to reflect our increasing climate

Taxonomy regulation

Reporting in accordance with EU Taxonomy Regulation
became a requirement in 2021, and we disclose the

proportion of taxonomy-eligible and taxonomy non-

eligible activities in our Sustainability Report 2021.
As such, the disclosures comprise association to
economic activities that contribute significantly to
environmental objectives in the form of climate
change mitigation and climate change adaptation.
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Sustainable finance

In 2021, Danske Bank raised the standards for sustainable
finance, and we will utilise our expertise and size - alone
and in partnership with others - to create volume and
provide transition finance by encouraging and inspiring our
customers to use their leverage. This is reflected in our
updated sustainable finance volume targets and the short-
and medium-term carbon emission reduction targets which
we are introducing across our financing and investments
portfolios. We set reduction targets based on analysis of
our portfolios’ actual carbon footprint following current best
standards.

Our main approach is to work with our customers and
support them in reducing their absolute emissions as much
as possible and to use offsetting only as a supplement to

decarbonisation - and only for emissions
that cannot be further reduced due to
technological or financial constraints.
Although divestments may be
unavoidable, we generally prefer to
engage with businesses to explore

their potential and help them in their
green transition - both in our role as
investor and as lender.

Our sustainable finance commitments and approach

Asset ownership

Sustainable finance

volume targets

Lending

DKK 300 billion in sustainable
financing, including granted green
loans and arranged sustainable bonds
by 2023.

Asset management

DKK 150 billion investments in
funds with sustainable investment
objective by 2030.

DKK 50 billion investments in the
green transition by Danica Pension
by 2023 - and DKK 100 billion by
2030.

Net-zero
commitments

Net-Zero Banking Alliance (NZBA)
joined in October 2021.

Net Zero Asset Managers Initiative
joined in March 2021.

Net-Zero Asset Owner Alliance
joined in June 2020 by Danica
Pension.

Carbon emission
reduction targets

Reduce carbon emissions in our
corporate lending portfolio in three key
sectors by between 20-50% by 2030

Reduce the carbon intensity of our
investment products by at least 50%
by 2030 against a 2020 baseline.

Reduce carbon emissions in Danica
Pension’s portfolio in five key sectors
by between 15-35% by 2025

against a 2020 baseline.

against a 2019 baseline.

Approach to
net-zero path

Provide financing for innovative and low-carbon solutions
Decarbonise our overall balance sheet by actively engaging with customers through our provision of advice and financing

to enable decarbonisation journeys in line with the Paris Agreement (transition finance)
Engage with investee companies to guide and influence from a decarbonisation perspective
Restrict financial flows to carbon intensive companies, e.g. by limiting credit risk exposures and investments

Overall, we made good progress on our sustainable finance
ambition in 2021, maintaining our ranking as number one
among Nordic arrangers in Bloomberg’'s Global League
Table for bookrunners of sustainable bonds. Our Green
Bond Framework defines the loans or investments eligible
to be funded by the proceeds from green bonds issued by
Danske Bank.

Since 20189, we have quadrupled our sustainable financing
through green loans and through sustainable bonds
arranged for customers to DKK 192 billion in 2021.
Sustainable bonds cover green, social and sustainability

bonds. Through Danica Pension, we have more than tripled
our investments in the green transition to DKK 33.5 billion.
During the year, we also launched competitive responsible
investment offerings in line with the EU’s Sustainable
Finance Disclosure Regulation (SFDR). Accordingly, our
ESG funds (which comply with Article 8 of the SFDR] had
DKK 566 billion invested, and our funds with a sustainable
objective (which comply with Article 9 of the SFDR) had
DKK 65 billion invested at the end of the year.

Our Group-wide sustainable finance framework continues to
provide guidance on the implementation of our ambition and



targets, and it helps to ensure that we work in an effective
and consistent manner as we develop our offerings and
products. Both the framework and our new Sustainable
Finance Policy, which was introduced in 2021, are inspired
by and aligned with the PRB. In our policy, we recognise the
need to channel more capital towards sustainable activities
- and less towards activities that are not compatible with a
sustainable future.

Entrepreneurship

Danske Bank supports new businesses that will create
innovative solutions in which growth and positive societal
impact go hand in hand. Since December 2015, we have
supported 6,329 start-ups and scale-ups - with our target
being to reach 10,000 by 2023 - and facilitated more
than 43,000 jobs. The implications of COVID-19 for the
Nordic start-up ecosystem are still uncertain. Start-ups and
scale-ups have proven to be robust, but the development of
the ecosystem as a whole is yet not clear. Our free, digital
community platform, The Hub, is a key initiative in helping
growth companies to recruit the talent they need to scale
up and to gain access to venture capital. In 2021, the online
profiles of impact start-ups were integrated into The Hub
from +impact, the former digital matchmaking platform,
and impact start-ups now represent about 18% of the
businesses listed on The Hub.

Financial confidence

Since early 2018, Danske Bank has supported almost 1.6
million children, young people and parents by providing
financial literacy tools and expertise, and we are making
progress on reaching the target of 2 million by 2023. This
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is an essential part of our efforts to help people across our
markets to achieve greater financial confidence. In 2021,
we updated all Danske Bank’s educational programmes. For
example, our free digital learning tool, Moneyuville, through
which children aged 5 to 9 can learn about money in an
interactive and colourful universe, was relaunched and now
includes a sustainability dimension.

Governance and integrity

Danske Bank continues to develop and embed a strong
compliance culture that sets clear expectations for the
conduct of employees and of the Group. Our Code of
Conduct Policy outlines a set of principles that govern our
behaviour and way of doing business, and in 2021, the
code was updated to connect our new Purpose and Culture
Commitments with key Group policies. Following this, we
also released new code of conduct training as part of our
annual mandatory risk and compliance training courses.

In 2021, 96% of our employees completed and passed
the training on time, which is in line with our annual target
of over 95%. Furthermore, we also launched a mandatory
elLearning course that teaches all employees how we work
with sustainability, how they can get involved, and how they
can use this insight when they engage in discussions with
colleagues, customers and partners.

In 2021, we also continued to make substantial
investments to enhance our financial crime prevention
procedures and competencies, and we made solid
progress on strengthening our defences. We introduced a
new Financial Crime Policy, which sets the principles for
governance of all financial crime risks across the Group,



20 Danske Bank / Annual Report 2021

including bribery and corruption, and we further developed
our anti-bribery and corruption control framework. \We
also strengthened the mandatory risk and compliance
training course on anti-bribery and corruption as well as
the training on conflicts of interest and market abuse.

The training on financial crime prevention includes
understanding tax affairs at customer level and detecting
tax evasion. We have a firm position on tax compliance,
and, as a matter of policy, we do not participate in any
aggressive tax arrangements.

Danske Bank promotes a working culture in which
employees feel they can share their concerns with their
colleagues, managers or HR, and we encourage employees
to speak up about suspected wrongdoing as soon as
possible. Employees can also report concerns anonymously
through our whistleblowing scheme, which also applies

to external stakeholders. In 2021, we demonstrated our
ongoing commitment to ensuring that employees have

the right tools to voice their concerns with confidence by
enhancing our whistleblowing reporting site further through
the introduction of the option to submit concerns via voice
recording and using voice-altering software. The number of
reports submitted in 2021 was similar to that in 2020, and
this consistency demonstrates that whistleblowing is now
properly embedded in the organisation.

Danske Bank is upgrading procurement processes
to strengthen risk mitigation and to build a resilient

and sustainable supply chain, and we have started
implementing a new supplier ESG assessment platform. In
2021, 141 high-risk suppliers were ESG assessed, and our
target is that all active suppliers - handled through Group
Procurement - are ESG assessed by 2023.

Diversity & Inclusion

At Danske Bank, we believe that a diverse and inclusive
culture will help us to release the full potential of our
employees and to become a better bank for all our
stakeholders. In 2021, we continued our efforts to advance
our Diversity & Inclusion (D&I] agenda, both at Danske
Bank and towards society in general. During the year, we
reviewed our D&I Policy and hired D&I subject matter
experts to develop and implement actions, and our D&
Council, local D&I Leads and advocates worked to anchor
D&l efforts centrally and across the Group. In our aim

for gender equality, we focus on preventing biases and
developing gender-balanced recruitment processes. With
a gender balance of 32% women in senior leadership
positions in 2021, we maintain our focus to ensure that
we reach our target of more than 35% by 2023. \We

also further improved LGBTQ+ rights and conditions, and
in 2021, we implemented a Group-wide Transgender
Instruction.

Employee well-being
Our ways of working and engaging with each other are
currently undergoing significant change, with a transition




towards more hybrid and flexible ways of working. Building
employee and leadership capabilities to embrace and thrive
in a hybrid work environment is a key focus for us in our
cross-functional programme Working@Danske - and it
goes hand in hand with our ongoing culture transformation.
In 2021, we negotiated local collective agreements with
the Danish financial services union regarding working from
home, and approximately 18,000 employees across the
Group received a DKK 8,000 cash allowance to upgrade
their individual home offices.

In February 2021, we launched our new agile development
organisation that encourages more collaborative
relationships between departments and a reduction in
bureaucracy. This entailed reorganising more than 4,000
employees, moving them from specialist departments into
26 cross-functional teams.

Environmental footprint

Reducing carbon emissions from our premises and
travel is a central element in our efforts to minimise

our environmental footprint. In 2021, our operations
resulted in 4,733 tonnes of CO2 emissions, which is a
69% decrease from 2019. The COVID-19 pandemic has
led to a significant change in our ways of working, with
digital meetings replacing a number of physical meetings,
thereby reducing travel-related emissions on a more
permanent basis. To reflect this, we in 2021 updated our
target to a 40% reduction by 2023 in relation to 2019 -
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complemented by a 60% reduction by 2030 in relation
to 2019. Alongside this, we will continue to increase

the scope of our reporting, including categories such as
employee commuting and emissions associated with
employees working from home in our scope 3 emissions.

More information

\We have continued to integrate ESG and sustainability
considerations into our Risk Management Framework,
which is covered in our Risk Management 2021 report.

In terms of ESG ratings, these cover a range of analytical
activities that address a business’s societal impact. Danske
Bank has chosen to focus on dialogue with five providers,
who are selected on the basis of their importance to our
investors. This is described further in the Capital and
liquidity management section on p. 50.

Altogether, our Sustainability Report 2021 serves as our
Communication on Progress to the UN Global Compact,

it meets proposal 14, cf. the 25 proposals by Finance
Denmark’s Anti-money Laundering Task Force, and ensures
compliance with sections 135a and b of the Danish
Executive Order on Financial Reports for Credit Institutions
and Investment Firms etc. The report is supplemented by
our Sustainability Fact Book 2021, which also includes our
PRB reporting obligation. Our Sustainability Report 2021 is
available for download at danskebank.com/sustainability.
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Business units

Our four commercial business units support our strategy for each customer segment.

Personal & Business Customers

Our Personal & Business Customers unit provides advisory services to personal customers, Private
Banking customers and small and medium-sized businesses in Denmark, Sweden, Norway and
Finland. We offer customised advice based on the customer’s current situation and needs. With our
intuitive digital solutions, we aim to make it as easy as possible for our customers to do most of their
banking business whenever and wherever they want. Our business customers have access to the
market’'s most innovative digital solutions that make day-to-day banking easy.

Large Corporates & Institutions

Large Corporates & Institutions aims to be the preferred long-term financial partner for the
largest Nordic corporate and institutional customers, supporting them throughout their life cycle
in good and bad times by applying a holistic view on their business needs, while also delivering
best-in-class products to customers in Personal & Business Customers. \We are supporting our
customers by providing easy day-to-day banking offerings, risk facilitation, execution services
and strategy advice via the preferred platform of our customers.

Danica Pension

Danica Pension’s strategy is based on our ambition to be our customers’ financial security
provider and thereby enhance customer satisfaction. We focus on proactively helping our
customers - both personal and business customers - to ensure that they have the right pension,
insurance and healthcare solutions, while we also generate attractive returns after costs and
contribute to creating a more sustainable society.

Northern Ireland

Danske Bank is the leading bank in Northern Ireland, serving personal, business and corporate
customers. The business is also a growing bank in targeted sectors across the rest of the United
Kingdom. We support our customers through face-to-face, online and mobile solutions. Danske Bank
was delighted to win the 2021 Business in the Community ‘Environmental Leadership' award and

is seen as one of the leading companies in the country when it comes to sustainability diversity and
being responsible.

Business units contribution, 2021

Profit before tax Total income ENE
Il P&BC Northern Ireland Il P&BC Northern Ireland Il P&BC Northern Ireland
W Lcal Non-core W Lcal Non-core W Lcal Non-core
DanicaPension M Group Functions Danica Pension B Group Functions DanicaPension M Group Functions
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Personal & Business Customers

During 2021, Personal & Business Customers launched a number of initiatives to digitalise services with the aim of improving
the customer experience. Customer activity increased in many of our market areas and especially within investment offerings.
We continue to progress with the Better Bank plan. At the end of 2021, we saw mortgage activity in Personal Customers
Denmark pick up, leading to improvements in our market share.

In 2021, profit before tax increased DKK 2,243 million from the level in 2020, due primarily to lower loan impairment charges
and lower expenses. The decrease in impairment charges was attributable to fewer charges against individual exposures and
overall stronger credit quality.

I e e e Y A
Personal & Business Customers

(DKK millions)

2021 2020 Index Q4 Q3 Index

21/20 2021 2021 Q4/03

Net interest income 15,664 16,018 98 3,909 3,988 98
Net fee income 6,516 6,080 107 1,711 1,538 111
Net trading income 673 575 117 177 184 96
Other income 791 702 113 177 202 88
Total income 23,644 23,375 101 5,974 5913 101
Operating expenses 15,253 15,716 97 4,420 3,544 125
Profit before loan impairment charges 8,391 7,659 110 1,554 2,368 66
Loan impairment charges 486 1,996 24 31 -96
Profit before tax 7,906 5,663 140 1,522 2,464 62
Loans, excluding reverse transactions before
impairments 1,536,121 1,532,786 100 1,536,121 1,522,000 101
Allowance account, loans 14,146 13,957 101 14,146 14,206 100
Deposits, excluding repo deposits 700,434 685,609 102 700,434 693,548 101
Covered bonds issued 1,040,484 1,058,209 98 1,040,484 1,042,506 100
Allocated capital (average) 73,861 68,929 107 73,006 74,136 98
Net interest income as % p.a. of loans and deposits 0.71 0.75 - 0.71 0.72
Profit before loan impairment charges as % p.a. of
allocated capital 11.4 11.1 - 8.5 12.8
Profit before tax as % p.a. of allocated capital (avg.) 10.7 8.2 - 8.3 13.3
Cost/income ratio (%) 64.5 67.2 - 74.0 59.9
Full-time-equivalent staff 6,565 6,913 95 6,565 6,669 98

Assets under management
(DKK millions)

Assets under custody 713,745 596,467 120 713,745 681,626 105

Fact Book Q4 2021 provides financial highlights at customer type level for Personal & Business Customers. Fact Book Q4 2021 is available at danskebank.com/ir.

Business initiatives and strategy putting strategic focus on our home finance and investment
In 2021, Personal & Business Customers focused on the offerings, alongside enhancing the value propositions for
execution of the Better Bank plan and on releasing the specific segments. In addition, core partnerships continue to
potential of the commercial organisation. Our main areas of play a pivotal role in our ability to increase scalability as part
attention were scalability, a faster time to market via digital of the growth strategy.

solutions, and advisory services specialisation.
To execute the plan, we implemented a number of strategic

Personal customers changes and initiatives in 2021.

The personal customer segment is a key part of Danske

Bank’s business. It is our ambition to be the leading bank for Improved customer experience for homeowners
personal customers in Denmark and a strong challenger in In Denmark, we want to be the preferred bank for

the other Nordic markets. To realise this ambition, we are homeowners.



We reached an important milestone for the fixed-rate
FlexLife® loan offered by Realkredit Danmark when we
reached a loan portfolio of DKK 22 billion. Furthermore,
we improved our digital self-service options for home
loans by enabling customers to perform remortgaging
calculations online at rd.dk. In October, we launched a new
modern website for Realkredit Danmark to make it easier
for customers to navigate the site. Customers are now
provided with a better overview of their existing loans and
the opportunity to calculate the costs associated with the
various loan types. On average, the rd.dk website now gets
80,000 visits each month, an increase of 23% from the
number of visits to the old site. Furthermore, at the end of
2021, we launched a new home purchase calculator, which
gives customers looking to buy a home an estimate of the
home they can afford.

In the other Nordic countries, we also accelerated the digital
customer experience within home finance. In Norway for
example, we launched a digital solution for customers who
would like to request changes to their existing home loans.

Enhanced value propositions

To further strengthen our position among the mass-affluent
customers, in the third quarter of 2021, we launched a

new value proposition that caters to this customer group’s
more complex finances and advisory needs. It includes
access to wealth advisers specialised in asset planning and
investment and a new financial planning simulation tool that
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provides an easy overview with targeted recommendations.
The offering combines strong digital solutions with advisory
services to release our customers’ financial potential. The
offering has been well received by customers, and we see
increased activity, especially in the investment area.

To be a leading bank for personal customers in Denmark
and a challenger in the other Nordic countries, we need to
be a preferred bank for the next generation. In the fourth
quarter of 2021, we therefore strengthened our proactivity
and value proposition towards this segment, including
enhanced digital 1:1 dialogue, increased accessibility and
targeted campaigns.

Strengthened investment offering

One of our key focus areas is to increase investment

sales, which represent a significant part of the segment
income. We do this in several ways, including through
more digitalisation and more time for advisory services, a
simplified price structure and an attractive product offering.

This resulted in an increase in investment activity among
our personal customers, and we saw growth, especially for
our digital investment robot June. The inflow was two and a
half times higher than in 2020. June was created to make
investments easy and simple, providing customers and non-
customers, new and seasoned investors alike with a digital
self-service solution that delivers attractive returns.
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In the first quarter of 2021, we launched a new digital
investment tool for our personal customers called Proctor.
Proctor is designed to provide customers with an improved
and more customised overview of the costs associated with
investing.

In our Private Banking segment, we started offering
customers in Denmark the opportunity to invest in our
Global Portfolio Solution, which was previously available
exclusively to our corporate customers, marketed under the
name Danske Portefeljepleje GPS. Danske Portefeljepleje
GPS combines a number of the latest investment tools and
aims to create more robust portfolios that produce a higher
risk-adjusted return than Danske Bank'’s other investment
solutions.

Continued Nordic growth via partnerships

Across the Nordic countries, partnerships continue to

be a key lever for growth. In the third quarter of 2021,

we successfully entered into a new partnership with
members of the Norwegian Journalists’ Association, and
in Finland, we extended our agreement with Akava. Our
partnership strategy enables us to team up with strong
partners across our markets and gives us access to a
large number of potential customers. The strategy is to
provide a competitive, full-range offering to the partnership
customers to create mutual value, increase scalability and
strengthen our green offering proposition. \WWe continue

to accelerate the implementation of a more harmonised
Nordic service model with digital sales and data-driven
leads.

Supporting sustainable progress

Sustainability continues to be a strategic top priority at
Personal & Business Customers, and sustainability is

embedded in everything we do, including our efforts to
continue to improve the customer experience and our

products.

The green transition on the roads was also a key focus area,
and in Denmark, we introduced a new, attractive car loan
offer for personal customers for both electric cars and plug-
in hybrid cars to support the transition to more sustainable
and less carbon-demanding means of transportation. We
also launched payment cards made of recycled plastic for
our youngest customers who have the so-called Pocket
Money cards. The cards were introduced across Denmark,
Sweden, Norway and Finland.

In Finland, we launched a new service to help our customers
make more sustainable housing choices in cooperation with
our partner Akava. The service helps customers get a better
overview of how to improve the environmental footprint

of their homes, for example through renovation, energy
classification and heating.

Business customers
Business customers continue to be of high strategic
importance to us, and our ambition is to be the number one

bank for business customers in the Nordic countries. \We
want to achieve this by leveraging enhanced digital solutions
combined with market-leading advisory services to create
focused value propositions.

Launch of new service model

In the fourth quarter of 2021, we increased our competitive
strongholds for business customers with a new, modified
service model launched across Denmark, Sweden, Norway
and Finland. The service model allows us to even better
match our service level and offerings to the customers’
needs, thereby embracing the new way of banking with a
combination of specialist advice for customers with complex
needs and increased focus on digital self-service solutions
and online advice for customers with less complex needs.

Improved customer experience with digital solutions

In the last quarter of 2021, we took another step towards
delivering best-in-class self-service solutions for our
business customers by further enhancing our District
platform. With a new solution called Marketplace,
customers are able to browse products and initiate the
ordering process themselves, which empowers them to
cover new needs within a short time frame. Additionally,
Marketplace enables customers to explore new and relevant
solutions offered digitally. The solution was initially launched
in Sweden, and the rest of the Nordic markets will follow in
2022.

In 2021, we continued to strengthen our ability to serve
our business customers remotely across all markets - a
trend that accelerated with the rise of the pandemic, as
more and more customers requested online services. This
development has brought us a step closer to our ambition
of delivering high satisfaction through our digital solutions,
securing more scalability in how we deliver our advice and
services, and - ultimately - helping more customers realise
their potential.

Sustainability

In Denmark, we experienced an acceleration of green
financing, and Realkredit Danmark’s green mortgage loans
for properties in Denmark passed the DKK 10 billion mark.

Furthermore, we lowered the threshold for obtaining green
loans from Realkredit Danmark from DKK 100 million to
DKK 30 million and removed the threshold for obtaining
green loans for real estate in Norway and Sweden, which
we expect will increase demand for these loan types even
further.

In Sweden, via Danske Finans, we launched GreenFleet

70 for businesses. GreenFleet70 is a tool for mapping the
environmental footprint of a business’s car fleet, and the tool
offers advice on how to reduce emissions.

Customer satisfaction
Customer satisfaction for business customers in 2021
continued to be in line with our ambitions. Among our



business customers in Denmark,
Norway and Finland, we were ranked
in the top two in 2021.

Customer satisfaction among our
personal customers was challenged
primarily by reputation and capacity
constraints. To tackle these
challenges, we launched a number of
initiatives in 2021.

Feedback shows that the satisfaction
rate among personal customers is
higher when we advise customers
through direct dialogue. We have
therefore focused on improving our
digital solutions and self-service tools
to free up more time for proactivity,
accessibility and dialogue with our
customers. We also support our
customers in their use of our digital
solutions, such as our globally award-
winning Mobile Banking app, which is
tremendously popular among users
and proves that a great customer
experience can take place digitally as
well. We receiv