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AIB Group is a full service financial provider in Ireland whose main business activities are retail, business and
corporate banking, wealth management, mobile payments and card acquiring. Allied Irish Banks, p.l.c.,
originally named AIB Limited, regarded as one of Ireland’s two “pillar banks”, was incorporated in Ireland in
September 1966 as a result of an amalgamation of three long-established banks: the Munster and Leinster
Bank Limited (established in 1885), the Provincial Bank of Ireland Limited (established in 1825) and the Royal
Bank of Ireland (established in 1836).

Today, the Group incorporates AIB; EBS, a predominantly mortgage-focused brand; Haven, the bank’s
mortgage broker channel; Payzone, a leader in digital payments; Goodbody, offering wealth and asset
management, and investment banking services; AIB Merchant Services, a joint venture with Fiserv, a global
leader in fintech and payments; and Nifti, promoting sustainable driving options for Irish consumers,
including helping consumers to switch to electric driving and fleet management.

The State currently (in June 2022 — this may reduce further by year end) retains a shareholding of
approximately 63.5% in AIB, having recapitalised the bank in the wake of the Great Financial Crisis at a cost
of €20.8 billion. AIB has repaid almost €11 billion and a critical element of its strategy is focussed on returning
the balance in full at the earliest possible date. AIB is deeply indebted to the Irish people for their supportin
what was then an existential crisis for the bank.

Having radically restructured (involving a 50% reduction in its workforce to 9,500) and returned to
sustainable profitability, the modern AIB Group now serves approximately three million customers with 170
AIB branches and 67 EBS offices throughout Ireland. It has offices in the UK and New York. It is Ireland’s
largest mortgage lender and current account provider and, because of its scale, plays a critical role in helping
to fund the Irish economy day to day, support the provision of vital infrastructure and assist the government
in meeting onerous emissions targets by facilitating Irish society’s transition to a sustainably green future
and counter climate change.

Overall, AIB’s social licence to operate demands that the bank supports its customers -- individuals,
households, communities and businesses -- in meeting their daily and longer-term financial needs. Its
obligation to its customers, shareholders, society and its regulator in a rapidly changing technological
environment involves a complex balance between maintaining commercial viability while delivering a full
range of well-priced services to the consumer. Funding those requirements involves the management of a
stable, profitable and secure banking model, a strong capital base and robust digital capability.

Ireland’s banking sector is currently moving through a period of enormous change; this rapid transformation
was hugely accelerated by the outbreak of the Covid pandemic that saw a sharp increase in the move to
online and mobile banking. For example, customers’ use of the bank’s digital App rose to 2.86 million times
daily as opposed to 35,000 branch visits; meanwhile, there was a 45% decline in the use of branch cash
services since 2019. Further change was triggered by the exit of two major and long-time institutions, KBC
and Ulster Bank, from the Irish market. (AIB subsequently completed negotiations with Ulster Bank’s parent
company, NatWest Holdings for the acquisition of the Ulster Bank corporate and commercial loan book and
its Tracker Mortgage book).



Customers, in ever-increasing numbers, expect fully integrated digital channels but also seek access to
traditional banking with its intrinsic high-costs. This is where AIB sees itself as a differentiator — a financial
service provider that still maintains a physical presence in the community, providing traditional banking and
financial advice, while delivering leading-edge digital and online banking.

The Irish banking industry is in a period of transition as it moves from the traditional branch-based model to
technologically-based services. Keeping pace with digital advances, the imperative of protecting customers
against fraud and cyber-attack, evolving customer preferences, competition from low-cost players,
attracting and retaining high-skilled staff and regulatory requirements, means that bankingin Ireland today
is a complex and multifaceted operation.

Against this background in 2022, the process of moving over one million accounts from Ulster Bank and KBC
to other financial providers began as the two long-standing institutions prepared to exit the Irish market.
This unprecedented event represented a significant operational challenge for the remaining banks and
demanded a co-ordinated approach across all stakeholders, including the existing lenders, the receiving
financial institutions, utility companies and regulatory authorities.

AIB maintains a branch presence in 95% of locations where Ulster Bank and KBC are leaving. The bank was
keen to welcome those customers in need of a new financial home. On any given year, AIB opens
approximately 130,000 new current accounts but in the early months of 2022 noted a significantincreasein
the volume of this activity. Allocating substantial additional staff and resources to accommodate the rise in
account opening was required. Establishing a new banking relationship with a customer involves the transfer
of direct debits and standing orders and business customers have an average of 40 direct debits.

All business current accounts are opened in the Group’s branch or business centres. And, as this day-to-day
business goes on, the bank continues to invest heavily in digital in order to facilitate customer needs and
also to protect against fraud and cyber-crime. We have seen quite a revolutionary change in how our
customers interact with us generally. Though our customers require less over-the-counter transactions, our
branches continue to be there for help with specialist sales, advice and financial guidance.

Competition

Consumers and businesses value and expect competition and choice when it comes to selecting their
financial services provider and concerns are raised when a seismic occurrence such as the withdrawal of two
banks from the Irish market takes place.

However, the traditional concept of a competitive market place consisting solely of retail banks is becoming
increasingly outmoded. AIB faces competition every day, from not only other banks, but also from global
Fintechs and non-bank entities.

Today there are over 20 different financial institutions providing products and services across the mortgages,
personal loans, overdrafts and payments services in Ireland (and even more for SME’s) according to the
Banking & Payments Federation of Ireland (BPFI). We believe that the Irish financial sector is an open and
competitive one. The bank has responded to these competitive pressures by providing broader and more
efficient services to customers, particularly in areas such as insurance and wealth management.



Branch Services

AlB is intrinsically a community bank. One of the pillars of its strategy is to actively support communities; it
continues to operate and maintain Ireland’s largest bank branch network. The move towards cashless
continues and the bank’s digitally active customer base also continues to grow, currently standing at c. 1.85
million, and at the same time digital wallet payments continue to grow with a 128% increase in mobile digital
wallet transactions in the year to date compared with the same period in 2021. At the same time we have
found that customers are using over-the-counter cash services less as is evident by the 45% decline in the
use of branch cash services since 2019.

In light of these changes we have reviewed our branch network and the services we offer through our
branches in recent years. Last year we amalgamated 21 AIB branches in mainly overlapping urban and
suburban locations. We also announced that the services we offer in our branches would change over time,
freeing up our staff to help customers on planning their finances and answering any questions they may have
about their banking relationship with us.

AIB has a long standing partnership with An Post which means customers have access to cash and the vast
majority of branch banking services in over 900 post office locations across the county, six days a week.

Cash Services

Though customers move in ever-increasing numbers towards the use of digital, access to cash remains a
central requirement for some of our customers. However, over the last number of years, there has been a
continuous and significant change in how customers are choosing to carry out their day to day banking
transactions. Customers are increasingly choosing online and digital transactions which are growing
significantly, whereas customers’ use of cash, ATMs and branch teller transactions continues to steadily
decline.

AIB continues to maintain access to cash through its ATM network, in over 900 An Post offices across the
country and in up to 25,000 Point of Sale locations where customers can get cash back at no additional cost.
AIB does not pass on the full cost of providing cash services and transaction banking services to the
consumer.

In order to meet the current and future needs and preferences of our customers, AIB is investing in evolving
the range of services available across our channels, including digital, online, ATMs, cards, Payzone, branches
and An Post. In those channels where we see a growing demand from customers, we are investing heavily
to increase the range of services available. Where customer usage is lower and/or decreasing, we also make
appropriate changes to the services available.

Credit Products & Services

AlIB is critically aware of role it playsin facilitating and generating economic activity through access to credit.
Every day we help our customers buy their own homes, cars and grow and expand their businesses.

Mortgages

AIB Group is the number one mortgage provider in Ireland with the largest market share of mortgage
drawdowns in 2021 with 28.3% market share. We offer a range of mortgage products across the different
categories of mortgage customers, including first time buyers, movers, switchers and top ups, as well as buy-



to-let mortgages. The product range includes variable and competitively priced fixed rate products, as well
as split rates, which gives customers the option of dividing their borrowings between fixed and variable rates.

All three AIB Group brands now offer competitive Green mortgage fixed rates supporting our ambition of a
low carbon economy. The AIB mortgage brand offer focuses on long term value with competitive low
standard variable rate (SVR) options which are the lowest standard variable rates in the market of the pillar
banks. AIB also offers a High Value proposition of a 4 year fixed rate on mortgages over €250,000.

EBS mortgage customers can avail of cash back offers on certain fixed rate products, which currently equates
to 2% of the mortgage as cash back to the mortgage holder(s) upon drawdown and a further 1% after 5
years.

Meanwhile, our Haven brand within the multi-brand strategy is targeted at the intermediary/broker market.
This offering includes competitive low variable and fixed mortgage rates and appeals to customers who value
the broker channel when seeking a mortgage

AIB Group has focused on automation to improve customer experience, reduce turnaround times and
increase efficiency across all its brands. Intermediary / Broker channel has increased its overall share of the
mortgage market and has continued to grow its share of the switcher segment.

SME

There are currently 63 non-bank SME’s lenders in Ireland. The Department of Finance Credit Demand Survey
(2020-2021) noted that 72% of SMEs had sufficient internal funds as a reason for not seeking new credit.

AlBis collaborating with the BPFI, other banks and Enterprise Nation to provide a programme of engagement
with SMEs in Ireland called “Access to Finance”. This programme will reach thirty thousand SMEs in Ireland
over the course of the next 12 months. Access to Finance will address the full lifecycle of a business,
from the very earliest start-up loans and local enterprise funding, up to venture capital and
all financing options in between. The programme will engage with businesses on a monthly webinar on
different aspects of funding and how to access finance and also has a dedicated Access to Finance hub.

Other Access to Credit collaborations include partnerships with CPA on AIB product offering and market
sentiment, DCU National Centre for Family Business on how family businesses approach funding the next
generation and succession and other cohorts of the business community through Chambers and other
conferences.

Consumer

AIB’s personal loan interest rates at 8.65% and 8.95% APR (Annual Percentage Rate) are some of the most
competitive and consistent on the market among the pillar banks.

Our Net Promoter Score (NPS), showing customer satisfaction with our Personal Lending journey remains
very strong for Q1 2022. The Personal Lending NPS has been consistently one of the strongest scores with
customers finding this journey ‘Fast Familiar & Effortless’.

NPS is our leading customer metric to measure and target an enhanced banking experience for our
customers. NPSisthe most widely used Customer First metric globally due to the correlation of an enhanced
NPS with commercial performance. AIB has a leading Voice of the Customer solution capturing in real time



80,000 customer experiences perannum across 20 different Personal and Retail SME customer journeys and
two relationship surveys covering Personal and Retail SME customers.

Capital & Operational Challenges

Like our European counterparts, banks operatingin Ireland have experienced a lower-for-longer interest rate
environment for a number of years which has put pressure on profit margins. The Irish banking market is
small by global standards which also makes economies of scale harder to achieve.

The Banking and Payments federation of Ireland (BPFI) last year published research which highlighted the
onerous capital requirements in place for Irish banks since the Financial Crisis and this of course impacts
interest rates as well as the banks’ ability to maintain sustainable profit margins.

The report commissioned by the BPFI found that retail banks in Ireland are required to hold about three
times more capital for the perceived higher risk in their mortgage loan books when compared to average
capital requirements in Europe, impacting the cost of lending and the cost of mortgages.

Cyber Risk/Information Security. Third Party & Data Risk

There was a marked increase in the level of cyber-related crimes, nationally and globally, during the Covid
pandemic. Cyber criminals particularly sought to take advantage of peoples’ vulnerabilities and exploited
weaknesses introduced through the rapid operational changes occurring under new ways of working during
the pandemic. AIB has been, and continues to, invest heavily in its cyber security capabilities to prevent,
detect and respond to emerging threats. It has focussed on educating staff and its customers on actions they
must take to counter cyber-attacks, including guidance on how to identify and prevent common fraud and
threats such as phishing and smishing.

The Group is also partnering with other banks and institutions across Europe through the Banking and
Payments Federation of Ireland (BPFI) and the Cyber Defence Alliance.

Climate/ESG

As climate change risk continues to rapidly rise globally, progressing the Sustainability agenda is a strategic
priority for AIB and is a core tenet of the bank’s strategy. Given the investment required to finance the
transition to a low-carbon economy is estimated by the IMF at about €20 billion per annum for Ireland over
the next decade, banks have a crucial role to play in supporting individuals and businesses to make the
transition.

Climate change risks have been classified into two main categories: physical risk and transition risk. Physical
risk arises from the ever-increasing frequency and severity of events such as flooding and extreme weather
while transition risk is the financial loss that may occur, directly or indirectly, as a result of the process of
adjusting to a low-carbon economy.

The impact of climate change poses an emerging credit risk. The bank continues to embed these within its
credit risk profile by continually updating credit sanctioning policies and lending procedures across different
sectors to require greater consideration of ESG factors.



AIB hasannounced a doubling of its Climate Action Fund to €10 billion, further supporting Ireland’s transition
to a low carbon economy. The bank will be lending twice its original target of €5 billion by 2023.

New products and services are driving steady growth in the bank’s green lending book. AIB’s ambition is
that green or transition lending account for 70% of overall new lending by 2030 - therefore playing a
significant role in helping the Government and European Union meet their carbon reduction targets. As well
as being beneficial to the environment and the customer, green lending has been commercially positive for
the bank.

How we support carbon reduction through green financing has been ourimperative before, during and after
COP26. Building on Ireland’s Climate Action and Low Carbon Development Bill and Ireland’s first carbon
neutral budget, AIB is developing robust plans and decarbonisation supports and metrics for customers to
deliver meaningful reductions, especially for the most carbon intensive sectors. As members of the UN’s
Net Zero Banking Alliance, AIB will help spearhead real economy transition rather than only financing
withdrawal.

In helping customers to actually achieve tangible reductions in their carbon footprint, the bank has
introduced a cut in the interest rates on its AIB Green Five Year Fixed Rate Mortgage by up to 0.20%, with a
lowest rate of 2.1%. It also launched a 4-year fixed rate Green Mortgage in its intermediary channel brand
Haven at a lowest rate of 2%, further showing our commitment to sustainability. In addition to this, the EBS
brand reduced its 3 & 5 year fixed rate mortgages by 0.15% for all new and existing customers, and earlier
this year introduced a green mortgage rate of 2.1%.

Regarding the ‘social’ element of EGS, and in particular Financial Literacy. In 2021, we made good progress
in promoting financial literacy and in enabling our customers to make better informed financial decisions.
Including;

e Future Sparks Programme launched - An online programme for post primary schools consisting of
subjects including financial wellness, Business and Economics (288,000 students are in scope to take
part in Future Sparks).

e Financial Planning Tool - Our new Future Sorted quiz on www.aib.ie is designed to engage our
customers to start thinking about their financial planning needs. Customers can book a financial
review with a Financial Advisor.

e ‘Banking - How to’ guide - Developed by AIB in partnership with the NOW Group, and launched in
2021, thisis a practical guide to managing day to day banking. We have a Customer Language review
process in place where the goal is to ensure our customer communications are clear and easy to
understand.

These initiative go towards our plans to support 500,000 customers through financial literacy programmes
by 2023, one of the bank’s key sustainability targets. The target is part of the bank’s wider sustainability
strategy which focuses on climate action, economic and social inclusion and future proofing our business.

Culture

The cornerstones of any organisation’s culture is its principles, values and purpose, driven by its people.
Essentially, itis how it behaves and treats its customers. The banking sector suffered enormous reputational
damage as a result of the great financial crash, and the legacy issued flowing from that. AIB has worked
assiduously to rectify the mistakes of the past, and sincerely apologies for hurt caused. Today, with a
customer-centric philosophy at the heart of its business practices, it strives to support the consumer and the
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modern Irish economy. Working as an inclusive organisation at the heart of the community gives the bank a
unigueinsight into the needs and requirements of individual customers and businesses at local level. Despite
the challenges posed by Brexit, the pandemic and, latterly, the fallout from Russian invasion of Ukraine, the
bank remains as a stable force in the economy, enabling investment in homes and businesses throughout

the country.
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