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Exceptionaltems impact resultfundamentals improved

Netresultof €382million negative (2015 386 million positive):

A Exceptionaltems havedarge impact on results o

A Operatingprofit positive, if adjusted for these expenses R\
Completion of Acceleration & Innovation change programme: \:‘
A Numerous innovations launched by brands; customers highly value innovation ~
A Expenses reduced 890 million since launch of Acceleration & Innovation :f::' :
A Improved fundamental®fD NB dzLJQ& o0dzaAy Saa 2LISNF GA2ya >

A Solid basis for upcoming plannipgriod |

A Solidfinancial position with a solvency ratio of approx. 183% mad

A{ st W Q crodi iathy dinsuFadddlegments

1 Before paymentof dividend on preferencshares and coupon on hybrids
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Exceptional expenses have impact on results

A Increase in gross written premiums as a result of:

. }
Gross written premiums Net result A Increase in market share in Property & Casualtydail customers
(nem nem A Increase in number of health insurance customers for 2017 5
19,500 19,922 386 A strong commercial performance internationally AN
A Lower equalisation contribution for healthcare and decrease _.‘f'
of customers in 2016 result in lower written premiums in 2016 overall A
_- A Net result impacted by five major exceptional expenses: ‘\ ‘
-382 Awdzy$Q8 aSOSNB 6SI GKSNI | TFSOWdire Odza (i 2N
2016 2015 2016 2015 than €300 million. Impact on Achmea after reinsurane&52 million \ "_}.7 :
A €178 million increase in provisions feersonalinjuries o
Operating expenses Solvengyoratio$ll} A Allocation ofe434 million in health insurance income to limit rise o
(inem) (in %) in health insurance premiums in 2017
2,328 2,428 183 196

A Creation of reorganisation provisions in excessf0 million
A €93 million writedown on goodwill on Turkish insurance business ;

A Continued investment in business operations, innovation and improvement
of services to customers

A Expenses in 2016 reduced by 4% by Acceleration & Innovation,
31.12-2016 1-1-2016 if adjustedfor the reorganisation provision

2016 2015

A Solid financial position with a Solvency Il solvency ratio of 183%

P . achmea )
1 Before payment of dividend on prefernce shares and coupon on hybrids
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Results of insurance business per segment

Non-Life: Initial efficiency improvements already visible ‘ '

Segment resultsan em) 2016 2015 A Result affected by both severe weather and provisiorptensonaiinjury.
Adjusted for exceptionaxpensesesultincreasegollowing efficiency measures t %

Health: Loss in basic healthcare mainly due to increase N

NonLife -189 -7 in medical expenses = W

Health 196 271 A Result affected by allocation e#34 million to limit rise in health premiums and increase 3
in expenses for new, expensive medication, hospital care and district nursing )

- - Pension & Life: Significant higher result due to improveast N
Pension. Life 285 144 andinvestmentresults B

; ; _ A Higher investment results due to recovery in property market and highermodity .
Retirement Services 18 13 prices Substantially lower operating expenses due to transitioddsedbookand %
completion of system migrations .

Retirement Services: Centraal Beheer APF launched
with approximatelyel billion in assets under management

A Dedsion of pension funds RBS Nederland and Bavaria for Centraal Beheer APF. ri
Segment result impacted by investments -~y

International: growth in premium income supportsnprovement
in profitability

Operational result -323 368 A Higher operational result adjusted for nonrecurring high results in 2015
Other activities: positive result contribution from groupompanies
A Reorganisation provision in anticipation of further changes

to our organisation impacts the result
achmea )

International Activities 25 44

Other Activities -230 -97
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Background A
A Accelerationin terms of customer focus and cost savings B ¢
A Innovationof processes and online services !
AcKSaS OKIy3Sa | NB Ay-chuiyagieeds S (1 20

Customerdriven 3 ; . N
Ambitions of Acceleration & Innovation

A Offeringour customersnew solutions
A Maintaining the current high level of customer satisfaction

A Maintaining longterm financial health

3]

Responsible Competitive
returns expenses f
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Acceleration & Innovation: | |
strong improvement in the fundamentalsf our business operations

Customeekdriven

Customerdriven V'  Customer satisfaction score remains high; NPS in #lda highest in sector

and innovative

V' Customer Centricity score awarded by AFM above market average: 4.0 on a scale of 5 {‘l
V  All Achmea brands retain Custorr@riented Insurance quality seal n &
V' 25% reduction in paper consumption in 2016 duedmitisation . 1
of customercommunications andnline policies -
V' Increase in the number of options to contact customer services, including WhatsApp, Facebook and video g 0
V' Claims can be reported using the Centi@aheer, Interpolis anBBTO apps \"“ ‘
V a2NB O2YLINBKSYyaAgdS aSNBAOS&a>: AyOtdzZRAY3 [/ SYGNt | >
V' Interpolis improves traffic safety through SlimOpWeg, Automodus and Safe2Bike technologies and in homegss

environment through Thuismeester

Innovations | 5
More than 150 innovations have started since launch of Acceleration & Innovation change program in 2014 & &5
Achmea joins global blockchain initiative B3i

Facilitation of initiatives relating to sharing economy: AirBnB, Peerby, MyWheels and Bargo

Completion of FBTO pilot project involving insurance premiums based on driving behaviour x
Startup of Homies pilot project alerts neighbours to absence through WhatsApp

achmea )
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Acceleration & Innovation: | |
strong improvement in the fundamentals beneath our business operations

Group
V' Clear strategy and support for further adjustmentd the Group
Divestmentof structurallylossgenerating (noncore) activities

V
V Largescale IT migration programmes completed and systems discontinued
\Y

_ High score for CSR, sustainable investments from PAX and Eerlijke Verzekeringswijzer o
Responsible 5

returns

Segments
Improved returns after premium increases in ndife and income protection insurance
Lower cost of claims due to improved claims management and prevention “a
Increase in market share retail market in Property & Casualty

Number ofcustomers divisioZilveren Kruis health insurance increases by ap@@x00 'r
Firsttwo pension fundgoined CentraaBeheer AlgemeeRensioenfonds

A G T T

Concentration of asset management activities within Achnmgadtment Management
with AuM ofe 116 billion

Improvementof Rabobank distribution: increase in premium volume achieved W

< =

Internationalgrowth strategy proved to beffective
achmea )
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N
V' €390 million cost reduction since 2014
V' Reduction in the number of jobs (FTEs) by approx. 3,350 ‘
Competitive V' Structural improvement of performance of IT services: increased productivity and éoygvenses 3
expenses V' Further efficiency increase and cost cuteludedin plans for all segments o~
V' Further digitisation of expense claims processes helps cut operaggpahses - '
V

Operatingexpenses to fall by approx.200 million until2020;number of FTEs reduced by appr@000

achmea )

9 | Achmea.annual results 2016




strong improvement in the fundamentalsf our business operations

Evolving
employees

TN <

<

Achmea remains a good employer, despite radical measures
Consistently high response rates, engagement and satisfaction in annual internal MBO survey R
Employment, careers and labotmarket position central in Collective Labour Agreement and Social Plan

Achmea has best reputation of any employer among insurance companies and pension funds, S
according to generahterest weeklyintermediair

Employability, Leadership, Flexible organisation, Working in a digital environment
and War for talentre the central focus of the strategic HR plan

Annual expenditure on external employee training and education accounts 355
for approx. 3%ef the wage bill

Variety of internal opportunities for employee development, including Specialist Development
programmedor experts and a Management Development programme for futeaelers

Support for redundant employees by the Achmea Transfer Centrum (ATC) : ‘

achmea )




{fON)GS3eé 02 HAauAY W5STtAQGSNAY3I ¢23S0KSNI

AWS5St AGSNAY3 ¢23SGKSNR Aa GKS 0O2vyiiydargenisationaf oBrizReratipNg acs@@INzy G A £ H

A The fundamentalsf our business operations to five marketoriented chains:

have improved significantly

A Innovation of services provided to customers remains a central focus }..f"zt LN
A Further investment in innovation and customer focus Non-Life & Income -

A Credo: leading and customer relevance

, & . ot &
A Further change leads to reduction in expenses and jobs ! :
) Health Retirement ) o
A Operating expenses to fall by appr@200 million until 2020; Services '
number of FTEs reduced by approx. 2,000
o 53
International Pension & Life

(Closed Book)
Each market has its own dynamic and role

achmea )
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Non-Life: market leadership and innovation

howy<
Property &Casualty LL

A Further improvement and investments in online services for our customers

A Efficiency recovery due to premium increases for climate chagvgyspnalinjury and other areas

.b.; N
A Further increases needed in the interest of all stakeholders

A Sharp focus on portfolio performance ‘

Income Protection

;f\,

A Focus on further increase in profitability, following all premium measures implemented -
A Focus on claims management and prevention = o
) 32

]

Centraal ~Z FBTO (%ér/o achmea inshared O
Beh 7
wheer achmea [©)
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Health: focus on delivering added value to customers

A Focus on delivering added value to customers

A Further reduction in administrative expenses in order to maintain competitive position

A Increase in number of customers by more than one type of insurance {sedl}s
Al STt LAYy O2yadzYSNB | yR

Y ."
0dzaAySaasSa (2 AYLNROS GKSAN fAESANBENSY SHNRK
Lk
A Increase in the number of customersthe division Zilvereiruis '
A Since 2014, we have allocated more then?2 billion (the equivalent of rough250 per policy) to limit the increase in healthcare premiums
A Sharp increases in premiums will be unavoidable in the coming years in the interest of all customers s
i 55
"
== . ‘“tel"poh's
= Zilveren EBTO PR
"= Kruis =~z S T ZORGVERZEKERAAR
~ SRS achmea [
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Retirement Services: tailemade pension solutions for customers

%
A Further investmentn:; 1

A Centraal Beheer Algemeen Pensioenfonds JAPF

A Companyandsectorpension funds

"/’" e

A RBS Nederland and Bavaria pension funds are first customers of Centraal Beheer APF NS
A Centraal Beheer to evolve into an integrated financial services provider, including mortgage andmadogts, g

amongother services N Ve
A Achmea Investment Managemef®d | 84S0 & dzy RSNJ YI y I €15 ¥ilfoyf duadF dzNII KSNJ A Yy ONBI aS (2 \""'.

A Growingportfolio with term life insurance and market leadership for new sales
A Gradual reduction in administrative services to sectoral pension fun2@lf

t Syairzy g [AFSY YIyFE3ISYSyiad 2F WOt 23

R

AN NS

A Focus on highly efficient administration while retaining the current high selsiegs

A Integration of portfolios with pension and life insurance provides economies of scale in administration in tkermong

ynterpolis
- =4 FBTO

achmea )
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International: growth and positive contribution to the result

A Continued focus on higpotential countries and markets

\(j)/ \
A Greece, Turkey, Ireland, Slovakia and new market Australia
A Providing insurance and services in an innovative fashion 8y
&
A Focus on coreompetencies: B
A direct onlineand banking distribution S,
< ¢ . W'
A non-life and health insurance products
&
=
: t_‘ -

4

% FriendsFirst ~ ~Jnion_-

& INTERAMERICAN F4 EUREKO v : achmea | australia

SIGORTA

achmea )
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{ON) GS3e 42 HAHANY W5S{AOSNAYF

AWS5SEAGSNAY I ¢23SOUKSN Aa GKS O2ydAydzZ GA2y 2F 2dzNJ &
A Innovation of services provided to customers remains a central focus

A Further investment in innovation and customer focus

A Further change leads to further reduction in expenses and jobs

A Operating expenses to fall by appra@200 million until 2020; number of FTEs reduced by approx. 2,000

A We apply new technologies which add new solutions to insurance products

A We are trendsetters in the waye work and are relevant to our customers every day

¢2 385

[’j

(b = ziveren " 5 : &
Centraal == : =z F BTQ‘ AVEro | achmeo mshg red Lv

— >~ =
Beheer = Kruis -4 ZORGVERZEKERAAR

N} GS3e
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Exceptional items impact the result

Operational result Net result
(in € min) (in€ min)
368 386
-323 -382
2016 2015 2016 2015
Operational expenses Equity
(in € min) (in € min)
2,328 2,428 0.782 10,280
2016 2015 2016 2015

1before dividend on preference shares and coupon on hybrids. After payment it is 181%

18 | Achmeaannual results 2016

Gross written premiums

(in€ min)

19,500

19,922

2016

2015

Solvency fi

(in %)

196

31-12-2016

1-1-2016

A Operational result impacted by: ‘ '
A Hail calamity in June 2016

P . X e t %
A Increase in provision personal injury \d
due to regulatory changes N

A Higher health expenditures particularly for under =5

writing year 2016 and as a result of changes in  .* &
the composition of our portfolio A

A Allocation of reserves to limit premium increases %
for our clients in 2017 -

A Preparing our organisation for the future leads
to a reorganisation provision

A Net result impacted by goodwill impairment on our
Turkish activities due to economic developments

A Gross written premiums increased within Property T.—‘
& Casualty and International. Lower health premiumgg % :
due to lower number of insured clients in 2016

A Operational expenses decrease with 4% 2328
million after adjusting for nosmecurring expenses

A Solid financial position with a Solvency Il ratio '
of 183% and a debt leverage ratio of 26%

achmea [0)




Non-Life: Initial efficiency improvements already visible

Operational Result

Property & Casualty
(in € min)
Operational result »328 Exceptional items
,,,,, 8 71
328 | 116
‘ -45
2016 2015
Combined ratio
Property & Casualty
(in %)
1104 103.5
Exc.items 97.3 }:-"'El&lfaf-j srwd Toewr 98.8
Cost 29.1 29.1

Claims

19

2016 2015

| Achmeaannual results 2016

Cost

Claims

Operational result
Income Protection

(in € min)

54

38

2016

2015

Combined ratio
Income Protection

(in %)
92.9

24.3

2016

93.8

255

2015

Property & Casualty (P&C)

A Operational result adjusted for exception items improved slightly as a result of cost savi gs
and profitability measures P §

A Extreme weather, impact @150 million, mainly due to the hail calamity in June

A Provision for personal injury increased with78 million due to higher damages &
non-objectifiablesymptoms, deterioration reintegration for people with weri&lated &
disabilities and higher number of recourse claims due to regulatory changes ”»

A Combined ratio adjusted for exceptional items improves with 5% 97.3% N

A Gross written premiums P&C increases 8594 million (2015: 2,529 million) - :"‘5 3
due to higher inflow new clients argtofitability measures

Income Protection

A Operational result improves mainly as a result oésurverelease on Group Disability

A Continuous focus on claims management whereby clients rehabilitate faster = oy
and a portion of the provision on Group Disability is released

A Higher duration of absence as a result of an increase in complex
and workload related symptoms (e.g. buont)

A Result individual disability stable

A Combined ratio improves with 0.9 to 92.9% on the back of a lower cost ratio :
due to the cost savings

A Gross written premiums decline in line with the marke€&90 million

(2015:¢610 million) achmea [©)




Health: Loss in basic healthcare mainly dueinarease ilfmedical expenses

Operational result Health Combined ratio Basic health insurance \
(in € min) (in %) z . g
A Result underwriting year 2016 impacted by: A J
271 A Higher health expenditures due to higher expenses for medicines, AN
Cost ratio [l Claims ratio hospital care and district care AR
m A Equalisation does not fully compensate change in portfolio composition , :
2016 2015 A Lower results from investments due to low interest rates "‘- J
Current underwriting year Basic health insurance J .
A Incidental result 2016 lower due to: N
44 102.2 98.7 : . K " ) . >
3.0 3.2 A Allocation of reserves @434 million (2015481 million) to limit premium N
increases. Allocation over three yearg is2 billion (approxe245 per policy) I
A Release from previous yearsR99 million in 2016 (201%:703 million) ol
161 A Lower operating expenses as a result of efficiency improvements
2016 2015 2016 2015 A Gross written premiums influenced by lower number of insured and lower > o
Incidental result Supplemental health insurance contribution equalisation (2016:11,779 million; 2015%12,179 million) N
227 Supplemental health insurance ‘
A Clients insured for supplemental health make a more conscious choice for their co
This development is mainly in paramedical care and dental care in 2016 ‘
— I A Premium income remained stable @t,313 million (20151,310 million)
-35
2016 2015 2016 2015

achmea [¢)
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Retirement ServiceentraalBeheerAPF launched with approximatelkyl billion in AuM

Operational result
(in € min)

13

-18
2016 2015

Assets under Management of

AchmealnvestmentManagement
(ine bn)

116

102

2016 1-1-2016

21 | Achmesannual results 2016

Operational expenses

287

2016

Net interest margin

(in€ min)

249

2015

AchmeaBank

2016

(in bps)

75

2015

General L {

A CentraalBeheerAPF launched with pension funds RBS Nederland and Bavaria X
as its first clients .

operational result

Achmealnvestment ManagementAchmeaBanken SyntrusAchmea. @& 2
pension administration N

A Assets under Management sichmealnvestment Management increased due
to increase in investment&chmeaown risk and external clients and higher ,
results financial markets. As a result the management fees also increase s

A Higher interest margim\chmeaBank due to lower financing charges and higher
interest results as a result of prepayments g

A Core Tier 1 Ratio increased to 19.1% (2015: 16.7%) -
A Reduction pension administration activities of mandatory sectoral pension fun

leads to higher temporary expenses and lower administration and manageme
fees

achmea [¢)




Pension & Life: Significant higher result due to improved cost and investment results

Operational result

Operational expenses Pension & Life
ine min ine min 2
( : ( : A Operational result doubled as a result of:
285 2817 A Higher investment result due to recovery real estate market and higher 48§
237 commodity prices a8,
A Operational expenses significantly lower due to transition to closed book 53
144 organisation and completed system migrations "‘. ‘
A Lower amortisation of Value Of Business Acquired (VOBA) N %
Annuities & Term Life NF
2016 2015 2016 2015 A Market leadership with 24% market share in new term life sales -
Gross Written Premiums Gross Written Premiums y o, o Al :
- . 0
closed book Annuities & Term Life A Premium income annuities and term life increased with 35%
(ine min) (in € min) dosed book '-ﬁ
1,641 279 . . . ) 1 . g -
1,515 a4 Term Life A Gross written premiums declined with 8% mainly as a result of regular premiging
Single 314 207 lapses and a large single premium contract in 2015
Annual Annuities i
2016 2015 2016 2015

achmea [¢)
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