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In preparing this Integrated Annual Report, we have taken
the principles of the International Integrated Reporting Council
(IIRC) into account. For the CSR information included in this report,
we followed the Global Reporting Initiative (GRI) Standards -
Option: Comprehensive.

We follow the EU directive on Non-Financial Reporting and also

we have taken the recommendations of the Task Force on Climate-related

Financial Disclosures (TCFD) into account. KPN recognizes the importance

of disclosure on environmental, social and governance matters. We do

so by infegrating disclosure of this information with other financial and
non-financial information, based on materiality considerations,

in this Integrated Annual Report.
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® CEO letter to the stakeholders

The value we create

The network of the Netherlands

Worldwide, the Netherlands is one of the frontrunners in
digitalization. Telecommunications companies play an important
role in facilitating the ongoing technological tfransformation and
digitalization, and building the infrastructure for the next
generations - a key foundation for the future success of Dutch
society. Compared to other countries in Europe, the quality of
Dutch networks is highly regarded because of the large
penetration of high-speed and high-availability of fixed and
mobile networks. Dutch providers are acknowledged for that.
At the same time, the Dutch telecommunications sector is very
competitive, with three strong players in the market. Within this
playing field KPN plays a very important role.

It is in this context that | fook over the helm of the company
after Maximo Ibarra left as CEO at the end of September 2019.
|'am honored to have been offered this responsibility. Together
with the new team of board members, we consider it a major
responsibility to serve the interests of all KPN's stakeholders:
our customers, our shareholders, our employees, our business
partners and Dutch society at large.

KPN delivers connectivity and related services for consumers,
business customers and wholesale clients through our KPN
network, the network of the Netherlands. Our customers
recognize KPN for the quality and reliability of our networks
and services, our high security standards and the sustainable
way we run our business. Their appreciation is reflected in
all-time high Net Promoter Scores in both fixed and mobile
services for consumers. KPN's strong reputation was one of the
friggers to start implementing the one-brand strategy in 2019.

The leadership team and all people within KPN are fully aware
that the status quo is not an option, given the speed of
digitalization in society. We therefore have a clear strategy in
place to achieve organic sustainable growth. 2019 was the first
full year of executing our three-pillar strategy, which is based
on building the best network, focusing on profitable growth
segments, and accelerating the simplification and digitalization
of our organization.

In 2019, we made good progress in delivering on our strategy.
We started the ramp up of the roll-out of fiber-to-the-home
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® CEO letter to the stakeholders

with the aim of connecting another one million households

by the end of 2021 - on top of the 2.3 million FttH households
by the end of 2018. Fiber is the most future-proof technology

in which we are heavily investing. Our plans are ambitious,
although we have to deal with construction capacity constraints
we are committed fo continue the roll-out at full speed. At the
same fime, we are modernizing our mobile network to become
future-proof and making it 5G-ready. The roll-out of fiber and
5G will contribute to the further digitalization of Dutch society
and will in particular support businesses in developing new
applications and optimizing their processes. In our field labs,
we have co-created several 5G use cases with our business
partners, business customers and government institutions for
sectors such as agriculture, transport and automotive, including
testing applications in urban areas.

Through our services, KPN wants to offer consumers and
businesses the best solutions at home, in the office and on the
move. Our customers’ needs are driven by a demand for
flexibility, autonomy and personalized experiences combined
with fixed-mobile converged services. To cater to these needs,
we have infroduced KPN Hussel for consumers and small
businesses. KPN Hussel is a fully converged proposition that
gives customers complete freedom to mix and match our menu
of services to meet their needs at any moment. To service our
business customers we are simplifying our product portfolio and
focusing on flexible standard propositions, for connectivity and
IT services such as security, cloud and workspaces. In this way,
we are becoming a one-stop-shop.

The fast-changing world creates challenges and opportunities
in terms of fransforming our organization. It is vital to further

workforce was in

“l am proud to see how
committed our enftire

delivering KPN's services
to all our customers”

The value we create

simplify and digitalize the company and our processes. We have
taken several steps fo create a more flexible organization and to
enhance the time to market of new services. In addition, we have
intfroduced more focus through divestments of non-core assets.

We delivered on all our financial guidance aspects for 2019 and
showed slight growth in adjusted EBITDA after leases (EBITDA
AL), Capex of EUR 11bn, free cash flow of more than EUR 700m
and a progressive regular dividend per share. Due to our strong
and disciplined cost control, leading to significant savings in
2019, we position us well to deliver on our 2019 - 2021 savings
program. In the consumer market, we faced some decline of our
customer base due to the competitive environment in the
Netherlands and the rationalization of our brands. Meanwhile,
a solid Wholesale performance contributed to our strong position
in the Netherlands. In the Business segment, KPN focuses on
value over volume, to develop more profitable revenues in the
years to come. We are in the process of migrating our business
customers to the new future-proof portfolio. 74% of our small/
medium enterprise customers and 53% of our large enterprise
customers have been migrated.

| am proud to see how committed our entire workforce was

to delivering KPN's services to all our customers, in helping

to execute our strategy and to delivering on our financial
objectives. | want to thank all employees for contributing to
these achievements. The leadership team recognizes that KPN's
transformation brings challenges for our employees. We strongly
believe in continuously developing and investing in our people to
enable them to adapt to changing requirements and strengthen
their resilience for a new future inside or outside KPN.
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® Joost Farwerck, CEO

Specifically, | would like to acknowledge that our brand strategy
has not been an easy process for our XS4ALL employees, given
their strong identification with XS4ALL and dedication fo its
customers. | respect their engagement and expertise, which is why
I would like every XS4ALL employee to continue to work for KPN.

The networks of KPN play an important role in the digitalization
of the Netherlands and we will support this with our strategy in the
future as well. Everything will be connected with everything and
Arfificial Infelligence will give valuable insights. New technology such
as 5G and cloudification, will be crucial for these developments.
KPN is deeply rooted in the Netherlands, people in our country are
daily served via our networks - directly or indirectly. By watching
TV, using internet, using work space at work, using wifi in the train,
doing payments at home or in a shop, fo name a few; everyone
is connected through The KPN network. In that perspective,

we should mention here the disruption to our network which
affected the accessibility of the 112 emergency number.
Following this very unfortunate event, measures have been taken
to improve network robustness and to secure the availability of
112. It goes without saying that we are doing this in close confact
with the government and other operators.

Appendices

vy for

elivering on
to become
isputed quality
N the Netherlands”

Over the past several years, KPN has built a strong frack record
in doing business in a sustainable manner. We firmly believe that
this is vital if we are to preserve our competitive advantage and
secure the long-term interests of all our stakeholders. With our
services we intend to also contribute fo solving societal issues,
like reducing waste and promoting circular solutions. For several
years we have received top rankings - placed second in 2019 -
in the Dow Jones Sustainability Index for Telecommunication
Services. This testifies not only our climate performance. It also
attests, for instance, to our performance in security and
everything we do through the KPN Mooiste Contact Fonds.

KPN has connected people in the Netherlands for more than
100 years and will continue to do so going forward, in a
responsible and sustainable way. My board colleagues and

I intend to continue on this path, and look forward to 2020 and
beyond. Together with our employees and business partners,
we will build an even stronger KPN. A KPN that is ready for the
future, delivering on our ambition to become the undisputed
quality leader for our customers, shareholders, employees,
business partners and Dutch society. Thank you for frusting
us to operate the network of the Netherlands.

Joost Farwerck,
CEO and Chairman of the Board of Management KPN

KPN Integrated Annual Report 2019
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® Our purpose and the world around us

The value we create

Investing in future-proof
telecom infrastructure

Our purpose

We aim to connect everything and everybody in an innovative,
reliable and sustainable way. This makes our customers’ lives
more free, fun and easy. Our core activities therefore encompass
building and maintaining a fixed and mobile infrastructure and
delivering connectivity in a sustainable way. This will enable our
customers and their assets to communicate and function
increasingly efficiently, supporting the transition fowards a
low-carbon and climate change-resilient economy as further
explained in our business model on pages 12 to 15. Our business
model also highlights our long-term impact on society in ferms
of secure future-proof connectivity and social inclusion. The
business model starts with our basis, which includes our
customer base, workforce and partnerships. Please also see
chapter ‘Long-term and short-term impact on society’ on pages
26 to 29 which describes our value for society and contribution
to the UN Sustainable Development Goals.

Our position in the value chain

In an environment where digitalization is transforming our
industry and power is concentrated among a small number of
global tech players, telecom companies are moving fowards the
sweet spot in their markets. At one end, there are infrastructure
players focused purely on delivering the best infrastructure
without direct customer relationships. At the other end, there
are telecom players developing a full suite of digital services and
acquiring rich content offerings for end-customers.

Thanks to our infrastructure and brand reputation, we have a
strong market position in the Netherlands. We envisage KPN's
position in the ecosystem as that of a lean, high-quality
connectivity provider with Consumer, Business and Wholesale
customer relations. We do not foresee entering info full-scale
competition with scaled OTT players. We will deliver
connectivity and adjacent services as an aggregator via the
right partnerships. In addition, we are exploring new roles to
foster innovation in our focus areas of security, connected
things (Infernet of Things and smart home), data-driven

digital business models and IT services, for example in digital
healthcare. Our IT and network will be integrated, delivering

a digital platform, which helps facilitate the delivery and
integration of partner services to our end-users.

Our role in society

KPN is at the center of the new technological developments
reshaping our society. We aim to generate long-term value and
contribute to the Sustainable Development Goals (SDGs) as
well. These were adopted by all UN member states in 2015 as a
universal call fo create a more sustainable future for all by 2030.
Looking at current societal challenges, we can make a difference
on three areas that are very important for the coming years:

« Secure, future-proof connectivity (Please see chapters
‘Converged smart infrastructure’ and ‘Focused innovation and
digitalization?)

« Social inclusion (Please see chapters ‘Sustainable
employability’, ‘Focused innovation and digitalization” and
‘Long-term and short-term impact on society’)

» Environmental impact (Please see chapters ‘Environmental
performance and responsible supply chain’ chapter).

We are closely linked fo the Netherlands in every way and in
almost every sector. As our society grows ever more dependent
on IT and connectivity, our services become more relevant,
helping the economy and society to advance and become more
sustainable. This includes providing critical communication
services for the police, armed forces, transport and healthcare
sector.

Our competitive position

Compared to most other European countries, the Netherlands is
characterized by a high penetration of high-speed, high-quality
fixed and mobile broadband access. The fixed network
topography consists of two nationwide operators with extensive
broadband coverage (KPN and VodafoneZiggo) and a few
smaller local or regional players. Our network has always been
our core asset, and together with our skilled employees we aim
to help shape new business models and markets where
technology interacts with societal trends.
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Competition in the consumer market

The Dutch consumer market for telecommunications includes
household broadband access, voice services and media
offerings (via traditional TV and/or OTT). The consumer market
is characterized by fierce competition in high quality networks
in both fixed and mobile, a shift to fixed-mobile convergence
(FMC) and the speed of adoption of digital services (e.g. OTT
services).

Competition in the business market

The business market structure, developments and our position
and competitive performance within the market give rise to
several challenges and opportunities. Firstly, competitors are
emerging with cheaper alternatives to traditional connectivity,
which threatens our installed base share. Secondly, traditional
telco competition is focusing on regaining market share by
retention pricing, fixed-mobile convergence and an aggressive
challenger pricing strategy. Finally, a shift towards cloud-based
alternatives has facilitated a growth of the IT market. This
untapped potential offers KPN a growth opportunity, but also
means we need to compete with specialized, digital-native IT
providers.

“We aim to help shape

new business models

and markets where
technology interacts
with societal frends”

Appendices

Competition in the wholesale market

In the mobile wholesale market we are competing with network
operators T-Mobile and VodafoneZiggo. We observe an
increasing demand for data usage in this market, along with a
higher number of data users. In the fixed wholesale market, we
may face competition from VodafoneZiggo, which is required fo
provide wholesale access based on the current Wholesale Fixed
Access decision by ACM. And in the business market, Eurofiber
offers wholesale services. Other local network operators also
offer wholesale access services.

Technology frends

In 2019, the development of quantum technology, open
platforms and virtual reality is progressing to rapidly change
our daily lives in the future. Internet of Things (IoT) and artificial
intelligence (Al are becoming mainstream and ever more
frequently deployed.

Al, in particular, with its amazing ability to recognize patterns,

is making progress and will completely change entire industries.
When it comes to chatbots, Al and machine learning will improve
the way bofts interact with people.

We started preparing for the roll-out of 5G in 2019. While last
year was all about experimenting, in 2020 we are making a
product start on the realization. That is not only about upgrading
anfennas, but also infroducing Edge computing to support the
5G services. (See ‘Converged smart infrastructure’ chapter)

The success of this next-generation mobile technology depends
on the number of suitable use cases. The frend is to combine
different technologies to create new applications. For instance,
innovative loT applications will use 5G and Al running in the
Edge cloud, to be exposed via secure APIs for integration with
existing business applications.

These developments lead to new solutions, but also raise new
questions. For instance, developments related to the use of
personal data require great care in terms of privacy. With KPN
Ventures and our innovation department KPN Open Innovation
Hub, we aim to stay on top of new developments.

KPN Integrated Annual Report 2019
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® Our purpose and the world around us

Our SWOT

Acting on the changes in society is an important factor in the
success of our business and in strengthening our market
position as a leading telecommunications and IT provider in
the Netherlands. The following summary of our strengths,
weaknesses, opporfunities and threats (SWOT) provides a
brief overview of the evaluation of our competitive position in
the environment in which we operate.

“Thanks to our
infrastructure and brand
reputation, we have a

strong market position in
the Netherlands”
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| Strengths

Appendices

Opportunities

= A strong brand reputation within the Dutch
felecommunications market: reliable and offering products and
services with a good price-quality ratio.

« Cost control resulting in stronger EBITDA-AL margins.

« Externally recognized for sustainability contribution, as
illustrated by positive benchmark results.

 Sfrong competences in network security and cybersecurity to
ensure customer data privacy.

« Increased customer satisfaction demonstrated by a higher
Net Promoter Score (NPS).

« Attractive combination of bundled services and broad
business and consumer service offering for fixed, mobile and
IT services.

« An attractive employer with skilled and motivated employees.

« Trusted provider of critical communication services.

Weaknesses

()
&

» Digitalization of customer interactions offers opportunities to
improve processes and helps customers to operate digitally.
New technologies enable us to manage network capacity in a
dynamic way.
Technological developments in infrastructure, software and
virtual networks, and loT accelerate innovation, creating
solutions to meet the societal challenges that come with
urbanization, a higher life expectancy and individualization.
In addition, this also facilitates the digitalization and
simplification of our processes, enabling a cost reductions.
Leverage strong distribution, customer and household
relations footprint to develop new business models.
Leverage data and analytics capabilities to create value in the
current business model and develop new business models.
Significant growth in usage of communication networks and
new applications on our networks makes us highly relevant.
Substitution of existing products and services with alternatives
in the short term with lower greenhouse gas emissions.
» Security as a basis for every business network and KPN
business service is becoming a basic need

Threats

« For the FttH roll-out we need to put cash before the return.

« In some areas, slower time to market than desirable.

» Gender diversity, especially in middle management functions.

« Limited integration across platforms with solid but complex IT
systems and processes. This presents difficulties in driving
customized client solutions and providing a fotally integrated
service portfolio.

= Extensive customized business market portfolio and processes

for large enterprises.
= Required fime it takes to simplify and digitize customer
front-end in B2B solutions.

Q)
&

= Dependency for telecommunications equipment on suppliers
that are subject to international geopolitical discussions.

= Confidentiality, integrity and availability of networks, systems
or customer data need continued aftention.

= Challenging labor market for sufficient qualified staff.

« Fierce competition from international network providers.

= New restrictive regulation in the EU and the Netherlands for
felecommunication companies.

« Disruptive technologies and new business models that we
need to adapt to.

= Most services increasingly based on technology standards,
limiting the possibilities for differentiation from competitors.

« Increased price of energy commodities on the medium term
due to embedded greenhouse gas regulation tariffs.

« Precipitation impact on our technical infrastructure due to
medium term impact of climate change.

KPN Integrated Annual Report 2019
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® Strategy, key performance and value creation model

Executing our strategy at full speed

In 2019, KPN went full speed ahead with the execution of its strategy, positioning itself as a future-proof,

The value we create

high-quality, lean telco with premium consumer, business and wholesale customer relations. KPN continues

to invest in its infrastructure to become the undisputed quality leader in the Netherlands. KPN aims

for organic and sustainable growth of adjusted EBITDA AL and free cash flow in 2019-2021, enabling

progressive dividend payments and deleveraging.

Strategic priorities
2019-2021

Building the best
converged smart
infrastructure

Focusing on
profitable growth
segments

Accelerating
simplification and
digitalization

Main pillars

« Acceleration of fiber roll-out

« Full mobile network
modernization

« Moving to all-IP

Consumer

« Best household access and
customer experience

« Growing converged customer
base and product penetration

« Focus on delivering value

Business

« Converged simplified product
portfolio

« Transformation of operating
platform

« Lean and digital operations

« New multi-year opex reduction
program

« Lean operating model

« Digital customer journeys

» Automated back-end tasks

Main goals 2021

« +1million FttH households compared
to end 2018

+100% 5G ready

= ~45% of households at 1Gbps

« ~70% of households at 200Mbps

« ~50% virtualized network functions

+100% all-IP

« +300k converged households

» 70% postpaid base converged

» Migrate 100% of SME base from legacy?
« Migrate 100% of LE base from legacy?
« Value over volume in LE & Corporate

« Stabilized end-to-end adj. EBITDA AL
by mid-2020

« Reduce IT systems by 75%

« ~€ 350m net indirect opex savings

« From 20 to 2 converged IT stacks,
one for consumer and one for B2B

« From 5 to 1 core network(s)

« Simplified end-to-end organization

Progress per yea r-end
2019
« +~120k FttH households

« Mobile network modernization
started, around 640 sites 5G ready

« 31% of households at 1Gbps*

« 61% of households at 200Mbps

« 26% virtualized network functions
« Migration fo IP portfolio well on

track: ~175k legacy lines vs ~775k
legacy lines end 2018

« +59k converged households

« 63% postpaid base coverage

« 74% of SME base migrated
« 53% of LE base migrated
« Significantly less revenues from low

margin hardware deals
« In progress

« Ongoing IT integration

« Net indirect opex savings € 141m

« Reduction converged IT stacks in
progress

« 3 core networks

« Disposals of NLDC, KPN
International, Argeweb and
announced disposal of KPN
consulting

1 Based on FtH broadband speed potential. As of March 2020, KPN will make this broadband speed commercially available for designated FttH areas.
2 Traditional fixed-voice and legacy broadband.

Ref. to
chapter

Converged smart
infrastructure (p. 32)

Customer
value (p.18),
Products &
services (p. 35)

Customer
value (p.18),
Products &
services (p. 35)

Shareholder

value (p. 2D,
Customer value
(p.18),

Focused innovation &
digitalization (p. 39)
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Adjusted Adjusted Free cash
EBITDA AL EBITDA AL flow™
€million margin'? €million

Appendices

Capital Shareholder return

expenditure’

€ million

Return on capital employed?

9.0% 9.2%

2018* 2019

Regular dividend ordinary share

€12 ct €125 ct
2018 2019

Total shareholder return (TSR)

KPN 7.5% 2019
320

300
280
260
240

Telco index 5.1% 2019

2,290 2,317 £1% 795 726 1106 1,115 200
2018 2019 2018 2018 2019 2018 2019 Jan19 Mar 19 May 19 Julg Sep19 Nov19
Restated:® Restated® Restateds Show Europe 600 Teecommuniction Inde
Network speed Energy consumption in petajoules
Average 4G download speed Average maximum download speed Energy consumed by KPN Estimated energy consumption
mobile network per year-end broadband fixed per year-end saving by KPN customers®
58Mbps 53Mbps  68Mbps 202Mbps  221Mbps  236Mbps 2.832 2.841 2728 1.804  2.5M 2.527
2017 2018 2019 2017 2018 2019 20177 20187 2019 20177 20187 2019
Converged services Customer satisfaction Transformation of operating platform
Households in fixed-mobile bundles’ Net Promoter Score in Consumer % SME base migrated from legacy services™
@ @
42% 46% 13 14 19 9%
2017 2018 2017 2018 2019 2017
Postpaid customers in fixed-mobile bundles Net Promoter Score in Business Reputation
RepTrak Pulse score
51% 57% 63% -1 -1 “t 70.5 72.6 Vbt
2017 2018 2019 2017 2018" 2019 2017 2018 2019

Based on continuing operations.

KPN defines EBITDA as operating result before depreciation (incl. impairments) of PP&E
and amortization (incl. impairments) of intangible assets. Adjusted EBITDA after leases are
derived from EBITDA and are adjusted for the impact of restructuring costs and
incidentals (adjusted”) and for lease costs, incl. depreciation of right-of-use assets and
interest on lease liabilities (after leases’ or ‘AL"). Reconciliations can be found in Appendix 1.
Comparative financial information for 2018 has been restated to reflect the implementation
of IFRS 16.

Free cash flow after leases excluding Telefénica Deutschland dividend

Net operating profit less adjustments for taxes divided by capital employed.

N)

[

(S

6 Rebased to KPN's closing price of the last trading day of prior year.

7 Restated for the sale of NLDC.

8 Estimated energy consumption saved by customers from using our IT solutions. See
Appendix 3 for further details.

9 As percentage of broadband customers

10Percentage of SME customers migrated from traditional fixed-voice or legacy broadband
services starting August 2017.

11 NPS Business 2018 has been restated, see Appendix 3 for the new NPS Business
calculation. The reported figure for 2017 has not been restated.

KPN Integrated Annual Report 2019
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® Strategy, key performance and value creation model

Delivering value on the short
and long term

Our valuable assets

Purpose:
— We make life more free, fun and easy. We aim to connect
everything and everybody in an innovative, reliable and

Loyal customer sustainable way. (p.8)

base and digital era
demands (p.56)

Ambition:

To be at the very heart of our customers’ connected life,
Strong partnerships \t/;/e wgn'r ]ro be ThT}r 'r.rusTed cor’::pamon by of.'ferlngd

and supplier base est-in-class qufa\ ity in terms of access, service an
(p.56) customer experience.

Strategic priorities:

e Building the best converged smart infrastructure.
 Focusing on profitable growth segments.

» Accelerating simplification and digitalization.

Future-proof
infrastructure and
mobile spectrum
(p.57) . 12)

Core activities:

e Invest in a future-proof secure, reliable,
high-quality network.

« Offer high-quality products and services with a
best-in-class customer experience.

» Automating and digitalizing where possible,
thereby simplifying IT stacks, networks and our

organization.

Skilled and motivated
workforce (p.57)

Solid financial
basis (p.57)

How we operate:
Deliver end-to-end teamwork, speed in execution
and first time right for our customers.

Green energy
(p.57)

@OO®OE

Governance Risk and
(p.58) Compliance control
(p. 66) (p. 66)
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Converged smart
infrastructure (p. 32)

Flexible, simple and
converged products
and services (p. 35)

Focused innovation
and digitalization
(p.3D

Safeguarded privacy
and security (p. 42)

Sustainable
employability (p. 45)

Environmental
performance

and responsible
supply chain (p. 48)

ololoIcIoIC

Financial Statements

Value we create

GO
(T

Customer value:
Customer in control
of secure, reliable and
seamless connectivity
(p.18)

Shareholder value:
Organic sustainable
growth (p. 21

Appendices

Long—-term impact on society

=

OSTIY RNTEN
A NRETRECTIE

°) &

Secure, future-proof

connectivity (p. 26)

11 SSTLRARE CTLS
BN CTMMINITES

Al

Social and
digital
inclusion
(p.26)

12 S

®) co

Environmental
impact (p. 26)

KPN Integrated Annual Report 2019



Contents KPN at a glance The value we create




Safeguarding long-term value

Financial Statements

Network of the future continues growing

Appendices

€€Proud that we can connect
households with the most
future-proof network there is?9

— Willem Offerhaus
Director Executive Relations & Strategic Projects

For more than 100 years, KPN has
ensured that everyone in the Netherlands
is properly connected - with each other
and now, with all the exciting things made
possible by the latest digital techniques.
We will continue doing this in the future.
KPN'’s ambition is fo have about one
million additional FttH households
throughout the Netherlands by the end
of 2021, on top of the 2.3 million
households by end 2018. Construction

or advanced preparation for this have
already begun in more than 70 areas.

Following Zwolle, Apeldoorn, Nijmegen,
Arnhem, Alkmaar and The Hague,

Amsterdam is the next big city to get
fiber connections.

“We are proud to be able to roll out fiber
in our Dutch capital, and thus fulfill our
main social responsibility: connecting
households with the most future-proof

network there is,” says Willem Offerhaus,

KPN director Executive Relations &
Strategic Projects. “What’s more, we're
falking about a substantial investment,
because the installation of fiber opticin
a city like Amsterdam is complex.”

Fiber is very stable, has huge capacity,
and offers equal download and upload

speeds. Data usage will continue fo
increase substantially in the coming
years, not only through more intensive
internet usage and an increasing number
of devices, but also because of online
gaming, Artificial Intelligence and the
Internet of Things.

Read more

KPN Integrated Annual Report 2019
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The value we create

® Our value for stakeholders: Customer value

Building a satisfied and loyal

customer base

We started our integration activities in 2019 and will continue our efforts in 2020, aligned with our strategy

to simplify our service offerings. Understanding and engaging with our customers is essential.

KPI

NPS Consumer

NPS Fixed-Mobile converged

NPS Business'

Result 2019

19
30
A

Result 2018

1 NPS Business 2018 has been restated, see Appendix 3 for the new NPS Business calculation.

Customer satisfaction

To create sustainable customer value, it is vital to build a
satisfied, loyal customer base. Happy customers stay with us for
longer, use more of our services and refer other people to us.
Customers can only be satisfied if they enjoy excellent
experiences when they use services and/or interact with KPN.

In 2019, KPN saw solid growth in its converged customer base
and NPS even increased to 30. We use Net Promoter Score (NPS)
fo measure our customers’ satisfaction and as an indication for
their loyalty.

Driven by the negative impact of our portfolio rationalization,
migrations and temporary consequences of the ongoing
restructuring, Business NPS decreased fo -4. On the other hand,
Consumer NPS hit a record high of +19. According to KPN
customers, ‘KPN offers the best service’ and ‘KPN has the best
services' Furthermore, iTV NPS increased further to 28, showing
that customers are satisfied with the stability of iTV. KPN's iTV
customers were never more willing fo recommend iTV. They are
especially more satisfied with the screen stability and find iTV
increasingly easy to use.

Consumer

We have made the strategic decision to simplify our brand
portfolio and focus fully on the KPN brand. This way, we can
pool our resources and offer the best of all our brands to a
wider group of customers. We started brand integration in the
second quarter.

We closed down Telfort stores and started the migration to
KPN of existing Telfort prepaid mobile customers, while the
acquisition of new customers via the Telfort brand was ended
per 1 May 2019. Regarding the integration of XS4ALL we will
maintain the brand and foster its front-end strenghts while
integrating the technology at the back-end.

We aim to be fransparent in communication with customers
about our brand rationalization, the logic behind it, and the
expected consequences.

Customer journey

We aim to match the process of our new products and services
with the experiences our customers expect. To facilitate the
right experience, we put extra focus on four customer journeys,
which we identified as key for target customer groups, ranging
from consumers to large corporate enterprises.
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Last year we saw a substantial drop in the number of customer
calls and complaints - see graph below. We proactively involved
employees on our first-line helpdesk to achieve this. By better
using the available tools and providing more hands-on training
and coaching, we were able to to provide more solutions to
customers in the first-line helpdesk and thus preventing these
customer cases from ending up in the complaints process.
Fine-tuned tools and processes, data cleaning and the
prevention of data pollution also helps to prevent customer
complaints. That is why we continue to invest in these.

Number of customer complaints in 2019

3000

2500

2000

1500

1000

500

0
Q1 Q2 Q3 Q4

= Target
B Total

CHALLENGE

Online accessibility

Customers value the quality and reliability of our network.
Customers expect more ease in using the KPN website and

a seamless online experience. We know we need to improve
the digitalization of our own processes in order to improve
the customer experience, and last year we fook measures to
accelerate this, including the appointment of an Executive
Vice President Digital for Business and Consumer. We want
fo move towards one MijnKPN (MyKPN) online environment,
where customers can easily conduct all their business with us.

Appendices

Business

In Business, we continue to implement the ‘value over volume’
strategy and focus on migrating customers to our future-proof
propositions (i.e. KPN Small Business, KPN EEN MKB, KPN
Smart Combinations & KPN Smart Integration) and network
upgrades with improved access speeds. We are moving away
from single-play services fowards a one-stop-shop model of
standardized and converged solutions. Customers gain flexibility
and freedom of choice to put together combinations of products
from our portfolio.

We have developed clearly targeted segment propositions that
address the needs of our SoHo, SME and Large & Corporate
Enterprise customers. These propositions are smart
combinations of network, ICT and security services. Where we
focused on offering connectivity (always accessible) for fixed
and mobile in the past, now we want to focus our offerings on
a broader perspective: always in business. This means that our
customers can be confacted anytime and anywhere, not only
by telephone but also via the workplace. There is a strong
connectivity foundation and customers can always access

all their information, in a safe environment supported by our
security services.

We now also offer services for SMEs that focus on cloud,
workspace and security services. For the Large & Corporate
Enterprise segment, we also provide workplace management,

IT management, cybersecurity and information and
communication technologies based on fiber and prepared for 5G.

Through KPN Smart Integration, we are really going one

step further by taking responsibility for such things as the
management of operational IT processes and the management
of suppliers.

We will continue migrating customers of legacy brands and
services to a future-proof portfolio as smoothly as possible.

Engaging with customers

It is essential that we engage with our customers fo understand
what drives them, what is important in their “connected” lives
and subsequently what role KPN may play For this, we use
various types of market research in addition to our daily
contacts with customers.

Last year, we began measuring the customer experience of our
key customer journeys as a whole, in addition to measuring
single contacts such as shop visits, customer service calls and
engineer visits. For example, we now also ask customers how
they perceived the entire process of upgrading from a copper
to a fiber connection, instead of only inquiring how our engineer
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performed. We plan to complete this transition towards
customer journey measurement in 2020, so our customer
feedback better reflects our customers’ overall experience
during their KPN journey and so we can use those insights to
enhance customer experience.

At our KPN Customer Experience Lab, we confinue to test
business and consumer customers’ needs and experiences.

We inferview customers and observe their behavior in the lab fo
determine their needs and expectations, test prototypes and
validate solutions. In 2019, we conducted around 100 Experience
Lab experiments.

We also run consumer panels, monthly market research, and
round fable discussions, to gain insight in the needs of
customers. In 2019, more than 0.4 million customers responded
to our surveys, providing feedback which we use to improve the
customer experience.

Recognition

Brand Finance, a leading independent consultancy firm,
recognized KPN as the strongest brand in the Netherlands,

with a Brand Strength Index (BSI sc