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Integrated reporting approach 2020

This 2020 report is the first Proximus integrated annual report.
Itis based on the International Integrated Reporting Council (IIRC)
framework. It explains how we create value for our stakeholders
and society, in relation with our ambitions, sense of purpose and
goals. Our stakeholders are all the individuals and organizations
affected by our operations or with whom we have a relationship.
These include but are not limited to: customers (both corporate
and residential), employees, shareholders, suppliers, the media,
government representatives and institutions, partners and social
organizations.

The report outlines our new corporate strategy and provides

a baseline for measuring progress we make towards achieving

our goals, linking with our most material topics. The 3 chapter,
“Manage for impact, Manage responsibly”, presents the company’s
results with regards to its financial and non-financial performance.

Detailed performance data is provided throughout the report.

o SCIENCE
€o2 BASED
EUTRAL / TARGETS

CLIMATE 2 @1 ORVING ANBMIOUS CORPORTE CUMATE ACTION

This report has been prepared in accordance with the EU Directive
on disclosure of non-financial and diversity information, the GRI
(Global Reporting Initiative) Standards: core option, and SASB
(Sustainability Accounting Standards Board). A full GRI content
index can be found on page 162.

In 2021, Proximus will consider reporting according to the
TCFD (Task Force on Climate-related Financial Disclosures)
recommendations in next years’ reporting.

Proximus answers several questionnaires on sustainable and
responsible investments such as CDP (Carbon Disclosure Project),
Sustainalytics, Ecovadis, Vigeo Eiris and MSCI. Our ambition is to

improve our performance compared to peers.
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Dive deeper into our stories
You will notice special icons throughout this annual report.
Here is what they mean:

it

‘= Read more
@ External link

Direct download

@ [«

Watch video

3>

Q9



Proximus
at a glance

15
19
21

Foreword from our CEO and our Chairman

Who we are and how we create value for society
Our response to the COVID-19 pandemic

Key figures

Key achievements

o — Proximus Group | Integrated annual report 2020 ( 4 )



On our way to being
the reference operator in Europe

b4 Dear reader,

What if digital was your only access to the outside world? An
intriguing question and, in fact, this has been virtually the case
for many of usin 2020. Connectivity and digital services have
never been so crucial for everyday life. This made 2020 a key
moment for the telecommunications sector. It was also a year
of change for Proximus, with the launch of its new strategic

vision, #inspire2022.

2020 was an atypical year to say the least, but we have seized
the opportunity to move ahead. We took very strong measures
to protect our employees and our customers, to keep everyone
connected at all times and ensure the continuity of the activities
of Belgian society as a whole. Fulfilling our social responsibility,
we provided help and support (also to schools and hospitals) and
promoted digital inclusion. The COVID-19 pandemic has been a
defining moment for the telecom sector. It reinforced our belief in
Proximus’ mission: to open up a world of digital opportunities so

people live better and work smarter.

A changing market
In an uncertain global context, our sector is transforming at an
unprecedented pace. We have identified four major market trends:
» A new investment cycle for next-generation networks
is underway. It combines fiber, 5G and edge computing
and gives rise to new solutions for greater efficiency, better
customer experiences and a greener world.
* A new economy of digital platforms, powered by data,
with a key role for trusted data-rich local players and
telecom operators.

* New forms of competition that prompt us to diversify our

offer of products and services and pave the way for new kinds

of alliances.
Guillaume Boutin Stefaan De Clerck » A pivotal role for companies in terms of social responsibility:
CEO Chairman battling digital exclusion and discrimination; responding to

communication needs created by the pandemic; embracing
the circular economy; and contributing to the fight against
climate change.

Despite this period of great uncertainty, we have deliberately
chosen to take the lead and prepare for the future: to integrate
these market trends and take advantage of change. This has
led us to radically change the way we look at our strengths, our
capabilities and the way we implement them.

o o— Proximus Group | Integrated annual report 2020 < 5 >



Opening up a world of digital opportunities

2020 reinforced our mission: to open up a world of digital
opportunities so that people can live better and work smarter —
this is the foundation of our #inspire2022 strategy, which was
launched at the end of March 2020. with a clear vision and
ambition, built on four pillars:

R

Build the best
gigabit network
for Belgium

Operate like a
digital native
company

First of all, we are committed to building the best gigabit
network for Belgium, by strongly accelerating the deployment
of fiber and 5G — a network open to all and for the benefit of
everyone. To achieve this, we are combining our own capabilities
with the expertise and experience of carefully selected partners.

We are already deploying fiber in 16 cities, reaching 460,000
homes and businesses. By 2028, we will have connected at

least 70% of Belgian homes and businesses to fiber. Through

our partnerships with EQT Infrastructure and Eurofiber?, we are
stepping up the roll-out of fiber in less-densely populated areas.
We will continue our efforts to ultimately connect every home and
business in our country to high- or very high-speed connectivity

solutions.

By 2028, we will

have connected at

least 70% of Belgian homes
and businesses to fiber.

At the mobile level, we are further strengthening our leadership
position with the launch of Belgium’s first public 5G network.
Through Mwingz?, our joint venture with Orange Belgium, we
are in particular aiming to roll out 5G faster and more widely,
while increasing our efficiency and reducing our environmental

footprint.

With what will be the best gigabit network, both fixed and mobile,
we can fundamentally change the way we do business, within
the framework of a “Network-as-a-Service” model. By offering
connectivity services based primarily on software, we can provide

companies with unparalleled flexibility and agility.

Secondly, we are structurally transforming our business model
to operate like a digital native company. We aim to offer best-
in-class experiences to our customers across all channels. To do
this, we must integrate digital into every aspect of our business:
our habits, processes, systems, and our ways of working. We
want to carefully balance human and digital interactions, to find
the right balance between customer convenience, efficiency and
an irreplaceable human touch. This internal transformation is
based on an extensive automation program, the use of advanced
data analysis techniques and an end-to-end simplification of
internal processes. To achieve this, we also need to develop

new skills and attract new talent.

Next, our #inspire2022 strategy also aims to return to profitable
growth. By capitalizing on our brands, our customer base and
our leadership in connectivity and convergent services, we will
return to profitable growth by 2022 — in terms of both revenue
and EBITDA. Our strategy for diversification and innovation will
also support our growth. The MyProximus app, for example, will
evolve into a local ecosystem integrating the services of local

and international partners. Another example is our partnership
with Belfius resulting in an innovative banking offer imagined by

Proximus and powered by Belfius.

By capitalizing on our
brands, our consumer

base and our leadership in
connectivity and convergent

services, we will return to
profitable growth by 2022.

1 Atthe end of 2020, completion of these agreements was still subject to the approval of the Belgian Competition Authority.

2 Atthe end of 2020, completion of this agreement was still subject to the approval of the Belgian Competition Authority.
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Finally, Proximus is unguestionably acting for a green and
digital society. Since 2016, we have been carbon neutral for our
own activities. And we are going even further by nurturing the
bold ambition to make a net positive contribution to a net zero

planet. We aim to become a truly circular company by 2030.

Our societal role has never been clearer than in 2020. Beyond the
actions we have taken to support vulnerable groups in the context
of the COVID-19 crisis, we are committed to ensuring the safety,
inclusion and accessibility of digital tools for all Belgian citizens. In
the future, we also intend to strengthen our role in the ecosystem
of digital education in Belgium.

In the future, we intend

to strengthen our role

in the ecosystem of digital
education in Belgium.

COVID-19: a revealing test for our

purpose and values

When COVID-19 struck in March 2020, our first priority was
to ensure the safety and well-being of our employees and
our customers. We took all the necessary preventive and
protective measures to reduce the risks related to the spread
of coronavirus. In addition, we provided our employees with
a solid framework to help them through this crisis. It was also
an opportunity to establish a more authentic and empathetic
communication with our employees, as we recognized the
personal and professional challenges resulting from the

pandemic.

More than ever, our sector has demonstrated the central role it
plays in today’s world for consumers, companies, governments

and society as a whole.

We have acted swiftly to support customers enduring strict
social distancing and confinement and to enable businesses
and public authorities to continue to operate. We have

offered discounts and free data to support our customers.

For businesses, we developed tailor-made solutions to ensure
the continuity of their operations. And we have provided
essential support to the sectors that were affected the

most: education, hospitality, culture and healthcare.

The COVID-19 crisis offers us an opportunity to shape the “new

normal”, to rethink our habits to create lasting change. An obvious

Proximus Group | Integrated annual report 2020

example of this is digital being the engine that is propelling

the world of remote working. Yet, the magic of physical human
connection, and the value it brings to both employees and the
work done, should never be underestimated. Therefore, we will
be rethinking our workspaces to become a catalyst for positive
and enriching physical interactions — to encourage contact,
collaboration and innovation. Our vision is to give people different

options when it comes to where and how they work.

We will be rethinking

our workspaces

to encourage contact,
collaboration and innovation.

Our new collective labor agreement to work

more efficiently

Having agreed and implemented our transformation plan at the
end of 2019, our first priority was to re-establish a constructive
social dialogue and ensure the transition toward a safe and
inspiring working environment — one that promotes greater
trust and openness.

In 2020, we have taken big steps in that direction. Our new
collective labor agreement gives special focus to the right to
disconnect: employees can now disconnect completely outside
working hours, allowing for a better work-life balance. It also
includes a new, more sustainable mobility plan. Our agreement
is the result of a constructive collaboration with all social
partners. Together, and with a shared ambition for the future,

we are able to move forward.

The actions we have set out in #inspire2022 will fundamentally
change Proximus and the society in which we operate. We will be
better connected than ever. Better equipped to act responsibly

for the future.

At Proximus, we are ready. #thinkpossible

f WQ}M

W

Guillaume Boutin, CEO Stefaan De Clerck, Chairman

<75
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Who we are and how we
create value for society

Proximus is a provider of digital services and communication solutions operating in the Belgian
and international markets. We open up a world of digital opportunities so people live better
and work smarter. We do this by building the best open gigabit network, offering products and
services tailored to the needs of every customer, by being the trusted partner of companies
and Belgian society in their digital evolution and by contributing to a green and digital society.

o — Proximus Group | Integrated annual report 2020 ( 8 > Q ‘[)



Thanks to our networks, our customers access a wide range of

digital services, data and multimedia content, anywhere, anytime.

We are laying the foundation for sustainable growth by investing
in the gigabit network of the future, and with a truly digital
mindset and a spirit of openness towards partnerships

and ecosystems.

We open up a world ,)
of digital opportunities
so people live better

and work smarter.

Proximus Group | Integrated annual report 2020
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As a major economic player in Belgium, we want to create a
positive impact on the world around us and play our partin
bridging the digital divide, providing opportunities for digital
talents, and in accelerating the transition to a green and
sustainable society.

In pursuing our ambitions, we acknowledge and appreciate

the passion and expertise of our employees. They are our most
valuable assets. In turn, we offer our employees a challenging
and inspiring work environment: we give everybody the chance
to grow in a rapidly evolving and extremely innovative
environment that attaches great importance to diversity,
collaboration and responsibility. At Proximus, our employees get
the freedom to have a real impact on the lives of our customers.
They also work on their own future, by continuously educating
themselves and developing their skills.

Proximus is a Public Limited Company under Belgian Public Law,

listed on Euronext Brussels (BEL20). Proximus’ main shareholder

is the Belgian state, owning 53.51% of the company’s shares.
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Our brands

Through our leading and well-established brands, we meet the
demands of a wide range of customers. In Belgium, our core
products and services are offered under the Proximus and Scarlet

brands.

The Group is also active in Luxembourg as Proximus Luxembourg
SA, under the brand names Tango and Telindus Luxembourg, and
in the Netherlands through Telindus Netherlands.

The Group's international carrier activities are managed by
BICS, a leading international communications enabler, one of
the key global voice carriers and the leading provider of mobile
data services worldwide.

Y

scarlet

progimus

() Belgium

With our brand promise “Think possible” we aim to build
Proximus as the reference brand that “empowers everybody
to thrive in a digital world, so we can improve our shared

well-being”.

Scarlet has established itself as a “no frills” reference

for customers looking for the best prices.

In December 2020, the Proximus Group concluded an agreement
to acquire Mobile Vikings?, which also includes the Jim Mobile
brand. Mobile Vikings is a strong brand in the Belgian telecoms
market, with a mobile offer that appeals to young people making

intensive use of mobile data.

tangoy

< Luxembourg

Tango offers fixed and mobile telephony, Internet and television
services to residential customers and small businesses with fewer

than 10 employees.

Telindus provides telecommunication services, ICT infrastructure,
multi-cloud, digital finance solutions, cybersecurity, business
applications, managed services and training services to medium-

sized and large companies as well as public administrations.

@ - telindus a:gpics

: The Netherlands

In the Netherlands we operate through Telindus Netherlands,
specialist in smart and secure IT platforms. From on-premises
solutions to hybrid cloud environments and IT as a service,

Telindus ensures that businesses excel and accelerate.

&) Worldwide

We operate internationally through BICS, one of the key global
voice carriers and the leading provider of mobile data services
worldwide. BICS connects the world by creating reliable and

secure mobile experiences anytime, anywhere.

Their solutions range from global mobile connectivity, to seamless
roaming experiences, fraud prevention and authentication, and

to global messaging and the Internet of Things. Thanks to the
acquisition of TeleSign in 2017, BICS is the world's first end-to-end
Communication Platform as a Service (CPaaS) provider. In July
2020, Proximus announced that the shareholders of BICS were

exploring a potential sale of 51% of BICS's shares.

1 Atthe end of 2020, completion of the deal was still subject to the approval of the Belgian Competition Authority.
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A unique ICT environment

Through Proximus Accelerators, strategic partnerships between Proximus and a number of complementary

partners, we help speeding up the digital transformation of our enterprise customers.

Together with our partners Telindus, Umbrio, Codit, Be-Mobile, ClearMedia, Davinsi Labs, Proximus Spear|T

and Unbrace, we form a very broad ecosystem of digital thinkers and doers. All top experts in their fields —

from app developers to providers of integrated ICT solutions, and from data privacy and security experts to

designers of smart mobility solutions.

We want to shape the digital world of today and tomorrow. We do this by offering customers a one-stop shop,

integrated 360° ICT offer that is unique in Belgium. We also venture outside Belgium as many of our partners

in Proximus Accelerators also operate abroad:

BEM(O)BILE
ClearMedia

codit

dlsi Davinsi Labs

6

proximus
enterprise

proximus
spearit
% .- telindus

uMDBiio

{_} NBRACE
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Be-Mobile offers a wide array of smart mobility solutions to
help public authorities, road operators, car manufacturers,
individual drivers and private companies improve daily
mobility for travelers.

ClearMedia provides cloud solutions, services and products
tailored to the (S)ME market through the indirect channel.

Codit is an IT services company and a market leader in
business application integration, APl Management, Microsoft
Azure and Internet of Things.

Davinsi Labs offers security intelligence with a focus on
vulnerability management, security information, event

management and user activity monitoring.

Proximus Enterprise operates for the professional market
and the public sector. Its ambition is to support each
customer on their path towards digital transformation
through first-class connectivity and expertise in cloud

services, loT, big data and security.

Proximus SpearlT is the ICT integrator for mid-sized

companies.

Telindus Luxembourg and Telindus Netherlands are

specialists in smart and secure IT platforms.

Umbrio offers IT &network operations and analytics.

Unbrace is a full-service innovative digital transformation

web application agency.

Cud

Q9



Our value creation model

Our new #inspire2022 strategy and our company culture are driving us to achieve our ambition to make
Proximus the reference operator in Europe. Our objective is to make a positive contribution to society and

create shared value with and for our stakeholders, while optimizing the way we use our resources.

Resources we use How we create value

Our sense of purpose

Opening up a world of digital opportunities so people live better and work smarter.

Human capital

Our ambition
+ 11,423 employees

+ 52 nationalities Make Proximus the reference operator in Europe.

+ 31% women

Our company strategy

#inspire2022
N 0
Nl <

Build the best Operate like a Grow profitably
N N N gigabit network digital native through par
Financial capital for Belgium - o

- €1,000 Mio investmentst
- € 2,903 Mio shareholders’ equity
+ € 2,356 Mio adjusted net debt

Our company culture

Growth
Good mindset
to Gold Collaboration
culture Agility
A tabilit
Natural resources (‘3;3 L c:::r ;e.:mdty

+ 9 Mio liters fossil fuel
-+ 352 GWh electricity
- 19 GWh natural gas
+ 1,085,401 m?
building footprint Our leading brands meet the demands of a wide
range of customers

prozfimus * &« telindus ;g?ics

1 Excluding spectrum & football broadcasting rights
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Customers

Creating relevant end-to-end solutions
to fully harvest the potential of
technology

+ 1.6M active users on MyProximus
+ 15,500 active users on MyProximus
for Enterprises

+ 1.1M active users on Pickx

Employees

Offering a challenging and inspiring
work environment with great focus
on diversity, collaboration and
empowerment while promoting

innovation

+ € 34.45M in employee re/up-skilling
+ 39.5 training hours/employee on
average

> 200 hires in domains of the future

Partners
Creating new innovative business models

relevant for our customers and society

> 2 3 million loT connections enabling
smart solutions
+ 20 ongoing projects with main

universities

Suppliers
Building sustainable relationships
to improve social and environmental

standards across our supply chain

+ 400 suppliers, representing 53% of
our external spend, were assessed by
EcoVadis on their ESG-compliance:
56% received a positive scoring

+ 21 suppliers signed the Circular

Manifesto

Proximus Group | Integrated annual report 2020

The value we create for our stakeholders

Shareholders

Committing to an attractive return

+ € 1,836 Mio Group underlying EBITDA
+ € 352 Mio Free Cash Flow
+ € 1.2dividend/share

Belgian society
Bringing essential connectivity while

contributing to an inclusive digital society

+ 460,000 homes & businesses
connected to fiber

+ 5G available in 138 sites and
69 municipalities

- 1,158 job seekers supported by our
initiatives

+ 73% of tested devices accessible for at
least 5 disabilities

Planet
Making a net positive contribution to a
net zero planet and becoming a truly

circular company by 2030

+ Carbon neutral for own operations

+ 88% waste recycled, reused or
composted

+ 65,000 mobile phones collected

+ 428,000 refurbished modems and
TV decoders

(B>

Contributing
to the SDGs

GOODHEALTH
AND WELL-BEING

4 QUALITY
EDUCATION

DECENT WORK AND
ECONOMIC GROWTH
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Contributing to the UN Sustainable Development Goals

Our strategy currently addresses 7 of the 17 Sustainable Development Goals (SDGs). The SDGs were
adopted by the United Nations Member States in 2015 and are intended to be reached by 2030.

Bring health and wellbeing to people
of all generations

T

The health and safety of our employees, our

customers and the general public are a priority for
Proximus. We are well aware of the concerns and
challenges regarding 5G, radiation and health. We
commit to providing clear and useful information
on these issues, as well as precautionary measures.
And as users devote increasingly more time to their
screens, we take steps to encourage digital health,
and consequently, improve overall health and

wellbeing.

Ensure inclusive and equitable quality
education and promote lifelong learning
opportunities for all

The re-skilling of the Belgian workforce is a
challenge for all of us to ensure we have the

skills needed for the digital economy & society of
tomorrow. We support up-skilling and re-skilling
initiatives for the Belgian workforce by partnering
with organizations such as MolenGeek, school “19”
and Technobel. We also support Bednet and
ClassContact, two associations allowing children
living with a long-term illness to continue their
education at home or at hospital.

'DECENT WORK AND

e Promote sustained, inclusive and

sustainable economic growth, full
and productive employment and
decent work for all

o

We are a major employer and as such we contribute
to the Belgian economic ecosystem. We create

direct and indirect sustainable employment through,
amongst other, the deployment and maintenance of
our gigabit networks of the future. We are a vector of
competitiveness and innovation for Belgium through
our networks and innovative solutions. Internally,

we enable our existing and future employees to take
ownership of their career by providing re-skilling and
up-skilling in key domains to keep them relevant in
their current and future jobs.

CLIMATE
ACTION

2 4

Build resilient infrastructure, promote
inclusive and sustainable industrialization
and foster innovation

We build future-proof digital infrastructure and
invest in the newest technologies, innovative
platforms and solutions. Those are critical enablers
of a digital economy and society, in which Belgiumis
still lagging. In addition, we support ecosystems

to foster Belgium companies and innovation.

Make cities and human settlements
inclusive, safe, resilient and sustainable
We contribute to building smarter cities and smart
solutions that answer societal challenges and
support local communities. We offer solutions and
set up initiatives that help our employees, customers
and suppliers to reduce their environmental

footprint.

Ensure sustainable consumption

and production patterns

We have a clear ambition to become truly circular
by 2030. To do so, we set strict goals to reduce

our waste and to recycle our construction materials.
We also impose strict standards throughout our
supply chain and partner with suppliers respecting

our standards.

Take urgent action to combat

climate change and its impacts

We acknowledge the impact our digital activities
have on CO, emissions. For this reason, we want
to be a leading company in addressing climate
change and we are committed to further reduce
our environmental impact. For our own activities,
we have been a CO, neutral company since 2016.
But there is still a lot of work to do. This is why we
aim to make a net positive contribution to a net zero
planet and to become a truly circular company by
2030.

= Cud Q¥
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Our response
> to the COVID-19
pandemic

proimus
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Making the difference during the COVID-19 crisis

The COVID-19 pandemic has been a defining moment for the telecom sector. It has underlined the importance

of telecommunication networks and our relevance to society. It has also reinforced our belief in Proximus’ sense

of purpose: we open up a world of digital opportunities, so people live better and work smarter.

Keeping the economy running and supporting society

In these unprecedented times, we are aware of our responsibility
to offer reliable access to high-quality networks, services and
experiences, every day. With so many people unable to go to their
places of work and students doing their school and college work

at home, bringing people together online has been critical.

We acted quickly to ensure the safety of our employees and

to guarantee that our customers could count on seamless We acted q U.i C kl.y to ,)
connectivity and services. ensure t h e Safety Of our

At the home front, we ensured that families and friends were em p LOyees an d to. g.u'arantee
able to interact and that people could telework and entertain seam '.ESS connect IVIty an d
themselves. Companies could count on us to safeguard their se rVi ces tO our CU.StO mers.

business continuity.
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Standing with Belgium through the crisis
Since March 2020, we have launched a number of initiatives to to help enterprises and cities operate safely during and after
protect our employees, to support our customers and to keep the COVID-19 lockdown.

Belgium moving through the crisis. These include solutions

Safeguarding the health and safety of our employees

* 85% of our employees have worked from home.
Thanks to our investments in the past years in powerful
digital tools, we were able to easily cope with the sudden

switch in our way of working. We could carry on with our

work thanks to seamless access to our work applications.

+ Strict safety protocols for meetings, for technical
interventions and in our shops.

+ Full range of protective measures such as mouth
masks, face shields, hand sanitizer and plexiglass

screens in shops.

Keeping people and businesses connected

+ Guaranteeing network stability during peak periods
and providing extra capacity to support increased traffic.
In 2020 the fixed internet volume increased with 48%
and the fixed voice volume with 35% vs 2019. The
Mobile voice volume remained stable in 2020 but we
registered peak volumes up to 60% at the beginning of
the COVID-19 crisis.

- Offering exceptional temporary benefits for voice,
data and content:
- Free calls to landlines
- +10Gb mobile data
- Unlimited Internet at home
- Extra entertainment on Pickx
- Temporarily removing download limits for all

our residential fixed Internet products.

o — Proximus Group | Integrated annual report 2020
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+ Safe and phased return to offices after 1t lockdown

period.

- Consistent and frequent communication to inform,

reassure and motivate our employees.

+ Dedicated 0800 number and mailbox for questions.

- Corona pages on the company intranet including a series

of FAQs, advice for working from home and how to stay

healthy and resilient.

+ Track and trace Team with prevention advisors and

experts from our medical partner, Cohezio.

+ Providing the best possible customer service and

remote customer support through a variety of channels:
chat, video chat, online shop, phone, visit to the shops

by appointment.

- Offering billing flexibility for the self-employed and

small businesses.

+ Supporting businesses with homeworking and security

solutions.

+ Co-creating with the cultural sector to prepare the

Podium 19 channel launch on our Pickx TV platform.

+ Supporting the hospitality sector (restaurants, cafés, bars)

by offering them a one-month discount on their unused

products.

Q9



Supporting the healthcare sector and acting for digital inclusion

* Free public Wi-Fi access to hospitals, students and
Fedasil.

+ Helping new hospitals get up and running quickly.
For example, the fiber roll-out was accelerated in Liege
and Roeselare.

+ Offering 1,200 tablets and smartphones to retirement
homes and hospitals.

- Offering 1,500 laptops to DigitalForYouth.be.

- Setting up a digital platform for medical video
consultations with Doctena; service offered for free

during lockdown.
+ Facilitating online teaching for schools.

+ Providing healthcare workers with an additional
10 GB of mobile data.

Trusted digital partner for public authorities, cities and businesses

+ Member of the Data & Technology against Corona
national taskforce.

+ Providing technical and financial support for the
COVID-19 Track & Trace call center.

- Offering solutions to operate safely:

- Realtime Crowd Management-tool based on
anonymized mobile data, reporting how
many people are in a specific location in real time
(Brussels, Antwerp, Ghent, Genk, coastal area).

- Entrance Monitoring: access control by
monitoring people in public spaces and stores
via loT sensors, cameras and/or Wi-Fi.

- Comfort and Floor Occupancy Monitoring:
supporting safety in the workplace by monitoring
social distancing, air quality, and occupation
inside buildings. (/]

Highlight on a couple of COVID-19 related projects

The pandemic has required companies to change their way
of working temporarily or even permanently. Proximus

accompanied them in this transformation.

Better streamlining of calls from patients

1733, the national number for reaching an on-call doctor,

has seen an unprecedented increase in calls ever since the
first COVID-19 lockdown, which put pressure on their capacity.
Belgium'’s FPS for Public Health had to very quickly adapt

the menu options for this number to deal with the peak. @

Working from home
Due to Corona measures, the electronics store Kréfel had to
enable teleworking for their call agents. Within one week

every one of their 23 call center operators could work 100%

from home. E/‘J

o o— Proximus Group | Integrated annual report 2020 < 18 >

Employee engagement

Proximus set up a separate hotline for BASF to handle
employees’ concerns about COVID-19. Any personnel member
could call 24/7. A team of 25 volunteers answered more

than 200 questions from home. @

Assisted living

In these unique times of COVID-19, social distancing goes
together with solid alternatives to remain in touch. Proximus
provided 50 smartphones along with SIM cards to Vulpia, a
group of assisted living centers across Belgium, to facilitate

contacts between the residents and the outside world. @
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Group underlying revenue

€ 5,479 Mio

Group underlying EBITDA

€ 1,836 Mio

Number of employees

11,423

Own CO, reduction®

-26%

1  Excl. spectrum & football broadcasting rights

2 Vs2019

Proximus Group | Integrated annual report 2020

C205

Capex’

€ 1,000 Mio

Free Cash Flow

€ 352 Mio

Board
38% women

Executive Committee
25% women

Avoided CO,
emissions by customers

465 Kton

Q9



Key achievements

Proximus Group | Integrated annual report 2020 < 21 >

Q9



N

-1
L

Build the best
gigabit network
for Belgium

460,000 homes

and businesses enabled
with fiber

First to launch a
5G public network

Launch of Mwingz,
joint venture for mobile
access network sharing

Agreement with Eurofiber
& EQT Infrastructure to
accelerate fiber roll-out

Nokia & Ericsson
selected as partners

for the modernization
of our mobile network

28 fiber
wholesale deals

Proximus Group | Integrated annual report 2020 ( 22 > q ‘[)



AP

Operate like a
digital native
company

New digital tools to
iInteract with our customers:
digital kiosks and

video appointments

Launch of our
new chatbot:
Proximus Assistant

20,000 avoided
interventions at

customer premises thanks
to machine learning

360,000 customers
opted for e-billing, an
extra 85 tons of

paper saved

> 200 external
recruitments in
domains of the future
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Grow profitably
through partners
and ecosystems

Private 5G network
for the Port of Antwerp
and Brussels Airport

Strategic partnership
with Belfius

Pickx app & website
more content and new
functionalities for an even
richer customer experience

MyProximus
enriched with new features
to be our customer’s digital
companion

Flex, our new family
offer and Business Flex,
our offer for SME's

Proximus Group | Integrated annual report 2020 < 24 > q ‘;)
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Act for a
green and
digital society

Don’t Miss the Call
65,000 mobile phones
collected for recycling

275 CNG vehicles
replacing diesel

New mobility plans
for our employees
promoting green mobility

428,000 modems &
decoders refurbished

Development of
our first circularly
designed modem

21 suppliers signed our
Circular Manifesto

Proximus Group | Integrated annual report 2020 < 25 > q ‘;)



#inspire2022

27  Our new 3-year strategy

30 Build the best gigabit network for Belgium

42  Operate like a digital native company

48  Grow profitably through partners and ecosystems

61 Actfor agreen and digital society

74  Getting our people and organization ready for the future
Proximus Group | Integrated annual report 2020 ( 26 )
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Time for a step change In strategy

In 2020 Proximus decided, under the new leadership of Guillaume Boutin, to step up and to accelerate the

transformation journey of our company.

Why now?

The telecommunications sector is transforming at an unprecedented pace
and times are uncertain. Our goal is to integrate market trends, embrace
change, lead and not follow. That’s why we need to change the way we look

at our assets, our capabilities, our vision and the way we implement them.

Four macro trends in particular are relevant to us.

A new investment cycle for next generation @ New forms of competition that will diversify our
networks is underway, combining fiber, 5G and offer of products and services and pave the way for
edge computing and gives rise to new solutions for new kinds of alliances, especially in the Enterprise
more efficiency, better customer experiences and segment.

agreener world.

{ A pivotal role for companies in terms of societal
T A new digital, data-fueled platform economy, \ Q responsibility: battling digital exclusion and

with essential roles for trusted data-rich local players discrimination, answering communication needs
and telecom operators. in the COVID-19 pandemic, embracing circularity
and addressing the threat of climate change.

Proximus is determined to leverage the full potential of the changes at hand, to the benefit of its customers and society at large.

#inspire2022
Our guide for living better and working smarter

We have a new plan and a new ambition, but we stay true to our With the #inspire2022 strategy, we raise the bar for
sense of purpose: opening up a world of digital opportunities so Proximus’ transformation:
people live better and work smarter.

We want to make Proximus

the reference operator in Europe.

o — Proximus Group | Integrated annual report 2020 < 28 > Q ‘[)



We will reach that ambition through four pillars:

AP

We will build the best
open gigabit network
for Belgium, through a

strong acceleration of our
fiber and 5G roll-out.

We will operate like
a digital native
company, becoming
leaner, legacy-free
and truly fit for
a digital world.

Our #inspire2022 strategy is a real industrial plan which

will bring:

-+ Accelerated gigabit network investments

+ Future employability for our employees by up-skilling
and re-skilling

+ The transformation of our operating model to be
legacy-free

- Adigital-first customer experience.

Our #inspire2022 strategy is also a growth plan in which we
monetize our investments in our core business and explore new
paths for growth through partnerships and local ecosystems.
This will have a positive impact on recovering the local economy
and on a greener world.

o — Proximus Group | Integrated annual report 2020 < 29 >
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We will grow We will act for
profitably through
the development of
partnerships and and embed

this ambition in
everything we do.

ecosystems.

Our employees are the ones who will make our #inspire2022
plan come true. That is why we create a challenging and inspiring
work environment with great focus on diversity, collaboration

and empowerment while promoting innovation.

Even though the launch of #inspire2022 in March 2020 coincided
with the start of the COVID-19 pandemic, we did not let the
exceptional circumstances slow us down. If anything, it brought

a sense of urgency that pushed us to make faster and bolder

choices, with a focus on long-term resilience.

The year 2020 will serve as a baseline to measure our progress
towards our objectives for 2022 and beyond (zero measurement).
Our strategy, ambitions for the following years and 2020
achievements are developed in more detail in the pages that follow.

Q9



N

-
L

Build the best
gigabit network
for Belgium




Build the best
gigabit network

ﬂ
L

for Belgium

Our ambition

4.2 million gigabit
homes and businesses

Status 2020

460,000 homes and businesses enabled with fiber

in December 2020

enabled by 2028

« First operator to launch public 5G in Belgium

Undisputed mobile
leadership with 5G

« In December 2020, 5G is available at 138 sites in

69 cities and municipalities

Open networks to grow
wholesale revenues

Being connected is an integral part of our daily lives.

At home, at work and on the go. Along with our increasing
connectivity needs, data traffic will continue to expand.
Video, cloud applications and the Internet of Things will
ask a lot from our networks. Our ambition is to build the
best open gigabit network for Belgium, through a strong
acceleration of our fiber and 5G roll-out.

We are working to provide flawless connectivity,
available for all. Consumers, businesses of all sizes,
public services and cities. Wherever they are. To build
the best gigabit network for Belgium, we will deploy
fiber faster and smarter and seek strategic partners that
are willing to co-operate and co-invest. By 2028, we
will connect fiber to 4.2 million homes and businesses,
representing at least 70% of homes and businesses

in Belgium.

At the same time, we will strengthen our mobile
leadership by leading in 5G. Thanks to our network
partnership with Orange Belgium we aim for a faster
and broader 5G roll-out and to improve the mobile
network capacity and coverage to the benefit of our
customers while increasing our efficiency.

Proximus Group | Integrated annual report 2020

+ 8 new fiber wholesale partnersin 2020
+ 5G network open to wholesale customers as from launch

Our gigabit network is an open network on which all
other operators are welcome to offer services to their
customers. By onboarding a maximum number of
wholesale customers to our networks, we increase
the usage rate of our network and so, long term
performance.

In 2020 we made considerable progress in the
deployment of our fixed and mobile gigabit network,
connecting one home or business to fiber every

34 seconds and launching the first public 5G network
in Belgium.

To contribute to our sustainability ambitions, we make
our networks as eco-friendly and energy efficient as
possible.

With our ambition to reach 100% of coverage and with
the combination of 5G, fiber and Edge for a big part of
the country, our gigabit network will be a catalyst for
the Belgian economy and in particular innovation.

Read more about our network of the future. [/]

G
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Fiber: the fixed network of the future

With almost half of Belgium’s active population working from
home during the corona pandemic in 2020, it is clear that we
need a reliable and fast network. Digital collaboration and
virtual communication have become more important than
ever, reinforcing the importance of investing in fiber as the
fixed network technology of the future. Fiber offers an answer
to the exponential increase in data traffic for both residential
and business customers. Fiber is also good news for the
environment, as it is more energy efficient than copper

and has a longer life span.

Proximus installs fiber at the heart of its customers” home or

business. That way we can ensure the best possible performance.

Right now, our fiber network transmits data at a speed of up to
1 Gbps over great distances. And already we are aiming at even
faster download and upload speeds of up to 10 Gbps.

We are installing fiber nationwide and making it available

for everyone, from the smallest household to the biggest
company. At the same time, we are decommissioning our copper
network as fast as possible, which is also helping to reduce our
environmental footprint. By the end of 2020, 460,000 homes
and businesses could already be connected to the fiber network.
Our target is to connect 4.2 million homes and companies
together with our partners by 2028, representing a coverage

of at least 70% of homes and businesses in Belgium.

Paving the way for accelerated fiber roll-out

The COVID-19 crisis had a temporary impact on our deployment in 2020, but we are on track with our

deployment ambitions. In 2021, together with our partners, we will gradually increase our installation

speed and expand our fiber network to less populated areas.

Achievements in 2020

Every 34 seconds we have connected

one home or business to fiber.

in 16 Belgian cities.

We have connected 460,000

homes and companies.

We started the roll-out of fiber in

3 new cities. The roll-out is ongoing

w

—J

Our fiber network reaches upload and
download speeds up to 1 Gbps. In the
future they will reach up to 10 Gbps.

We signed 8 new agreements with
fiber wholesale partners, bringing

the total number of partners to 28.

(325
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Faster, wider and more cost efficient with partners

Proximus started its fiber journey in 2016, with the launch of
the “Fiber for Belgium” investment plan. The objective: roll out
fiber to cover most businesses and urban centers in Belgium.
After having gradually stepped up the pace of our deployment,
at the end of March 2020, we announced a real leap forward
to further expand our coverage and in July to go even faster
and enlarge our roll-out even further with partners.

By collaborating with others, we can work simultaneously

and get more done faster in a cost-efficient way.

By the end of July 2020, Proximus found the right partners
to make that happen. We formed partnerships with Eurofiber
in Wallonia and EQT Infrastructure in Flanders®. Together
we will design, build, maintain and upgrade the fiber network.
In Brussels, we will roll out fiber by ourselves. While we
primarily specialize in installing fiber in densely populated
areas, our partners will deploy fiber in less populated areas.

High-speed connectivity for all

Our fiber network benefits households, businesses and cities.

Fiber for households

Thanks to these partnerships, we will achieve know-how

and efficiency gains in fiber deployment and have a broader
coverage while rolling out faster and more efficiently. On top
of our own deployment of two million homes and businesses,
we will be able to connect at least 500,000 homes and
businesses in Wallonia and 1.5 million in Flanders by 2028.
We continue to expand our fiber roll-out in Brussels with the
goal of covering the entire Brussels-Capital Region before
the end of 2026.

460,000 homes and ,)
businesses enabled with fiber.

These collaborations bring Proximus another step closer to its
ultimate objective: creating an open, future-proof network that
connects every home and every business in Belgium to high or

very high-speed connectivity solutions.

Our fiber network allows all family members to (home) work, surf, stream videos and play

online games at the same time. It provides households with a secure, stable and reliable customer

experience, no delay or loss of quality, virtually unlimited capacity and very large bandwidths.

In 2020 we launched the fiber packs Flex Fiber for households and Epic Kot Fiber for

students and landlords.

o o— Proximus Group | Integrated annual report 2020 < 33 )

1 Atthe end of 2020, completion of these agreements was still subject to the
approval of the Belgian Competition Authority.
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Fiber for companies

Fiber is an enormous asset for companies, enabling them to fully
exploit the possibilities of digitalization and to remain competitive,
agile and innovative. This ultra-fast technology also stimulates
the adoption of new ways of working and supports the explosion
of advanced technological developments in the areas of artificial
intelligence, data analytics, Internet of Things and augmented/
virtual reality.

Volvo Cars Ghent optimizes its
production process with fiber

A fine example of the efficiency of fiber can be found

at Volvo Cars Ghent. The plant consists of a large main
factory that is surrounded by five warehouses and annexes.
The annexes are connected to the main factory with a

fiber network. Because the manufacturing systems are
constantly in contact with the warehouse, the system easily
signals which parts are needed and when. “Deliveries run
more smoothly and are more accurate,” says Geert De
Meyer, IT Infrastructure Engineer at Volvo Cars Ghent. @

Fiber for cities

Fiber offers cities access to the most advanced digital services,
such as smart cities. The roll-out of fiber with the connection of
thousands of sensors and devices improves mobility, public safety
and air quality, and can benefit growth and employment in the
city. Fiber networks will become an essential component of urban
infrastructures, just like water or electricity.

By the end of 2020, we were deploying fiber in 16 cities,
three more than in 2019.

We proactively roll out fiber in areas with high business densities —
such as industrial zones and business parks. Any business
customer who requests it, receives on-demand fiber connectivity.
In industrial zones that have already been connected to the
network, 52% of companies switch over within a year. At the

end of 2020, fiber was available to 56% of customer locations in
industrial zones. In 2019, that was 54 %?.

Rochefort Abbey on fiber

One of the first companies to switch to fiber was the
brewery of Rochefort Abbey. The brewery is connected to
the ultra-fast fiber network, allowing the master brewers
to digitize their production process and operate their beer
kettles remotely, in real time.

Antwerp
Ostend SSININEES
Ghent

Aalst .
Roeselare Vilvoorde | . \ven

Mechelen Hasselt

Brussels

Namur
Charleroi

2 In2019, the 64% reported was based on a total market of 59,000 customer locations. This was the available figure at that time.
Meanwhile our data is more accurate. This resulted in an increase of the total market to 70,000 customer locations, which is now
used as a reference. This explains the decrease from 64 % to 54% for 2019 (same absolute figure, but total market increased).
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Phasing out our existing copper network

Once fiber is active in a new city, we notify our customers. We plan to deactivate the existing copper network in a specific
We migrate them step-by-step to fiber. The sooner we switch off zone within 5 years after fiber installation works have started
our copper network and replace it with fiber, the more efficient there. In some cases, we are able to speed up the copper phase-
we become. By maintaining one single network, we save on out; for example, when roadworks are planned in an area that is
operational costs and contribute to our sustainability ambitions. already covered by fiber. This is both efficient and reduces costs.

Mobile leadership with 5G

With mobile data traffic soaring and a growing demand for What are the main advantages of 5G over 4G?

remote work, innovative industry solutions and high-definition + 5Gis up to 100 times faster than 4G.

video streaming, there is a greater need for superfast, large + 5G has a lower latency than 4G, ensuring a reliability that is
capacity networks. We have a strong track record in pioneering crucial for applications requiring an immediate response.
mobile communications, delivering the best possible mobile + 5G can connect more devices or smart objects simultaneously
experience for our customers and we will continue to do so. + 5Gis more energy-efficient compared to 4G.

By launching 5G, Proximus opens up exciting new possibilities

for companies, cities and consumers. Our ambition is to cover

100% of the population with 5G in the coming years. First operator to launch ,)
public 5G in Belgium.

Mobile networks will get faster, become more reliable and more

energy-efficient. The network of the future will have the power

to introduce the Internet of Things into our everyday lives. What's In 2020 we have taken big steps in the deployment of 5G in

more, it will yield services we can’t even predict today. Belgium. We launched the first public 5G network, invested

in network infrastructure and efficiency and set up strategic

In 2020, on top of enhancing the coverage and the quality of our partnerships with key players in various industries. All this while
4G network, Proximus has been the first and only operator to prioritizing health and safety and managing our impact on the
offer public 5G in Belgium. environment, every step of the way.
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Pioneering 5G in Belgium

On 1 April 2020, Proximus was the first operator to launch 5G
commercially and at the end of 2020 still the only one to offer

public 5G connectivity in Belgium. 5G Spectrum auction

At the end of 2020, 5G was available at 138 sites in 69 cities Proximus is using existing radio frequencies in the

and municipalities, mainly in Flanders. 2.1 GHz band and has a temporary license to use the radio
frequencies in the 3.6-3.8 GHz band. We are now looking

The Government of Wallonia has appointed a group of experts forward to the definitive spectrum auction, which will

to evaluate the deployment of 5G. This follows a request by a release new bandwidth and speed. According to Petra

majority of municipalities in Wallonia for us to delay the roll-out, De Sutter, Belgian Minister of Telecommmunication, the

which we did. We have used this opportunity to listen to the auction will probably not take place before the end of 2021.

worries of all municipalities, to answer all questions and to address
any concerns.

Unfortunately, as we didn't receive the administrative

authorization by the local authorities, it was not possible to

launch 5G in Brussels. Why is 5G so important
for companies?

We have made progress in Luxembourg, where Proximus

operates under the Tango and Telindus brands, with the launch “A whole new world of applications is opening up for
of the first commercial 5G offers in October 2020. companies” says Danielle Jacobs, CEO at Beltug

(The Belgian association of CIOs and Digital Technology
At the end of 2020, we activated the even faster 5G technology Leaders). 5G will influence the digital transformation
using the provisional spectrum license for the 3.6-3.8 GHz band of companies. @

on a selection of sites in the surroundings of Antwerp, Ghent

and Leuven.

Partnerships to reinforce our mobile leadership

For all users, we want to offer the best possible experience. In October 2020, Proximus announced it would partner with

We want to work as efficiently as we can, increase operational Nokia and Ericsson. These partnerships will enable Proximus
synergies and manage our network in a sustainable way. This to consolidate its position as the undisputed leader in mobile

is why we have set up ajoint venture with Orange Belgium?: networks in Belgium and to build the 5G network of the future.
MWingz took off in April 2020. MWingz will enable wider outdoor The new-generation equipment we will deploy, will guarantee the
coverage, deeper indoor coverage and a faster 5G roll-out. stability and quality of mobile connectivity while facing an ongoing

increase of mobile data usage.

A _
MWINGZ ERICSSON = NOKIA

3 Atthe end of 2020, completion of this agreement was still subject to the approval of the Belgian Competition Authority.
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Meeting business and societal needs

5G offers new opportunities that will provide significant benefits
in many fields like healthcare, manufacturing, autonomous

transport, logistics or agriculture.

Valuable 5G use cases will help us steer 5G in the right
direction. To develop these use cases, we launched a dedicated
5G innovation platform. _E) It allows us to work closely with our
technological and wholesale partners and enterprise customers

and to meet business and societal needs using 5G.

Port of Antwerp

Driving the port’s digital transformation

Proximus and Port of Antwerp are developing a private
5G network to test and evaluate the potential of 5G for
various industrial applications, including wireless camera
surveillance and connecting vessels for more efficient
coordination. This co-creation project is called The Digital

Schelde. @

In the coming years all industries will experience the benefits
of 5G. Proximus has begun leveraging the possibilities of

5G for a wide range of industrial applications, supported

by the temporary 5G licenses allocated mid-summer 2020
by the BIPT (Belgian Institute for Postal Services

and Telecommunications).

Our partners include:

Brussels Airport
Developing the first public 5G site

In March 2020, Brussels Airport and Proximus joined
forces to realize a digital project that includes rolling out
a 5G network in the airport’s passenger buildings. In
May, we provided dedicated indoor public 5G coverage in
Brussels Airport. The cooperation also concerns Internet
of Things applications and cyber security. @
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5G enables new steps towards a greener society

We are aware that 5G will boost data consumption and, as a Also, our joint venture with Orange Belgium will have a positive

result, increase power consumption. But we will compensate for impact on our environmental footprint as we will need to deploy

the increased energy consumption by using more energy efficient less infrastructure and antennas. In addition, the roll-out of 5G

equipment. The 5G network also has energy-saving features, will allow to phase-out less energy-efficient networks such as 3G.

such as putting base stations into a “sleep mode” when not used 5G also allows companies and the public sector to develop new

(during nights and weekends, for example). solutions that will have a positive impact in meeting their climate
targets.

Enhancing the quality of our 4G network

In 2020, we continued the investments to improve the quality
of our 4G network. We increased the capacity of the network to
address the growing volume and usage, especially due to the

COVID-19 crisis. In addition, our mobile customers enjoy an even 5G will enable our
better voice quality and they can use Voice over Wi-Fi on their customers to reduce
smartphones. their carbon footprint.
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Mobile network and health

Proximus is well aware of the concerns and challenges
regarding 5G, radiation and health. We commit to providing
clear and useful information on these issues, as well as take

the necessary precautionary measures.

Caring for safe use of our products and services means
recognizing our responsibility regarding exposure to
electromagnetic waves, a societal concern. We comply with
the legislation in force, both for networks and for devices,

and closely follow-up developments in scientific research.

The health aspects of radio frequencies, particularly

those used in mobile telephony, have been the subject of
scientific studies for more than 30 years. On the basis of
the available research, the vast majority of (inter)national
authorities and institutions (including the WHO - World
Health Organization) agree that there is no evidence

radio frequencies for mobile communication below the
internationally authorized thresholds would have health
consequences. This will not fundamentally change with 5G.

o — Proximus Group | Integrated annual report 2020 ( 39 )

We understand that the launch of 5G raised questions
and even worries among the Belgian population. We are
committed to communicate clearly on the roll-out of this

network and address any concern they may have.

On our websites, we provide information about the impact
of electromagnetic waves on health and environment.
There are also links to information pages made available
by the Belgian regional authorities and the WHO regarding
scientific research in this field. People can also find advice
on how they can mitigate the potential risks of radiation

in their own environment or tips to reduce exposure to
electromagnetic waves of mobile phones.
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The best gigabit network
to the benefit of everyone

Our gigabit network is an open network on which all other operators are welcome to offer

services to their customers. We are also committed to connect less densely populated areas.

Welcoming all other operators

Proximus actively welcomes wholesale partners, whether they
are existing operators or even new types of partners, on its
mobile and fixed networks.

5G network open to wholesale ,)
customers as from launch.

When Proximus launched the first public 5G network in
Belgium in 2020, 5G immediately became part of our offer
to other operators. Together with major global operators,
we will be enabling 5G roaming in 2021.

At the end of 2020 we had 28 fiber wholesale partners
(eight more than in 2019) and eight mobile wholesale
partners (four more than in 2019).

We reinforced customer satisfaction of our wholesale customers
by offering new solutions and digital capabilities. With flexible
and scalable services. This will boost our open network and
strategic partnerships strategy. Our ambition is to welcome

the largest wholesale customers active in Belgium to our open
networks and to co-create and innovate with them.

In 2021, we will continue on the path of digitization, invest in
co-creation and build further on existing and new partnerships.
It will make Proximus even more relevant towards its wholesale

partners.

Seamless collaboration with wholesale customers

We make working with us as relevant, effective and seamless as possible.

Our digital services launched in 2020 make it even easier to do business with us:

E-signature tool and electronic billing

As a digital service provider, we strive to digitize all our
processes. In 2020, we launched an e-signature tool, allowing
wholesale customers to sign contracts digitally. At the end of
2020, 100% of wholesale bills were sent electronically.

It makes working with us easier and more efficient, while

we are reducing our ecological footprint.

Fiber ordening tool

We launched a tool that allows our wholesale customers
to know immediately whether there is a match between
their demands and Proximus’ offer. They receive real-time
information on whether Proximus can provide them with
connectivity, at what cost and when it can be delivered.
The tool ensures first right time ordering.
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White zones: connecting less densely populated areas

We have committed significant investment to improving Tessares, we implement an innovative solution to improve internet
connectivity in rural zones and so-called white zones, places access for the low-speed internet connections. In December
where there is a lack of connectivity. Why are we doing this? 2020, we renewed the “Tax on Pylon” agreement with the
Although Belgium is one of the countries with the best broadband Walloon region for 2021-2022 to improve the mobile coverage.

coverage in the world, around 7% of homes do not benefit

from a high-performance internet connection (> 30 Mbit/s). Providing high speed internet connectivity in the many rural
These areas are mainly located in rural areas of Wallonia, where zones in Wallonia is a challenge for any operator. Nevertheless,
the deployment of optical fiber is expensive and therefore not we reached a coverage of 93.5% in high speed connectivity
economically viable. (> 30 Mbit/s) end 2020, compared to 92.4% end 2019.

How do we make the opportunities of the digital world accessible
to everyone, everywhere? By using new technologies, such as
fiber optic aerial, optical node connected via radio link and 4G

Modem, and co-investing with public authorities. With our partner

Proximus has been recognized for its best-in-class networks

+ Telecom & Connectivity Company of the Year - Data News
+ Best network coverage for mobile internet - Test Achats
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Operate like a
digital native
company
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Operate like a
()1 digital native

company

Our ambition

Top 1 or 2 Telco NPS for
convergent! customers,
driven by superior user
experience, by 2022

Reduce our IT costs
with 40 % by 2025

Train and selectively attract
the best digital talents?

Status 2020

« First operator to offer commercial gestures following

the COVID-19 outbreak: > 95% customers appreciated
the initiatives

+ MyProximus and Pickx app ratings in Google Play

and App Store: 4/5

« Satisfaction with our internet, TV and mobile products: > 90%

+ Implementing a new simplified address management system

+ One single datasource for all billing aspects improving

data quality and user experience

+ Continuous integration, development and automation in

IT operations to reduce time to market

+ > 200 employees recruited in domains of the future in 2020
+ Average of 39.5 hours of training per employee in 2020

+ € 34.45 million invested in employee re-skilling and

up-skilling in 2020

Proximus is transforming its operating model to make

the company leaner and truly fit for the digital world.

We want to offer the same user standards as native digital
players on the market. This will lead to a better customer
experience and more efficiency.

We want to become the frontrunner in terms of customer
satisfaction and customer recommendation. Our ambition
is to be top 1 or 2 operator by Net Promotor Score for
convergent residential customers by 2022. The NPS
ambition for enterprise customers is to be at par with the
best performing European peers in B2B by end of 2023.

To enrich the customer experience and offers, we will
put relentless focus on simplification, resulting in fluent
customer journeys and intuitive, slick digital interfaces.

Our approach is to carefully balance the mix of digital and
human interactions to keep the best of the two worlds for
both our residential and business customers.

To operate like a digital native company, we aim to
become a legacy-free operator in terms of IT by 2025.
This will go hand in hand with a comprehensive skills
transformation that will make Proximus a reference
employer for digital talents in Belgium. _E)

In parallel, we continue to invest in solid data foundations
and build our automation and advanced analytics
capabilities. Data is essential to make our service more
proactive and personalized.

1 Convergent customers are customers having internet, digital television and mobile postpaid services.

2 The status of this particular ambition is further disclosed in the chapter “Getting our people and organization ready for the future”.
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Customers are the center of our attention

Our customers want us to be digital when it brings value. With solutions that are easier, faster and “first-time

right”. But they also want us to be human, in critical situations or when specific expertise is required. A better

customer experience and structural efficiency gains will positively impact our net promotor score. The higher

the score, the more likely our customers will be to recommend our services to others.

Co-creation to improve customer experience

Our customer feedback platform “Voice of the Customer” allows
us to collect and analyze residential and enterprise customer
feedback and act on it swiftly, closing the loop with them when
needed. In 2020, an average of 44,000 customers per month
participated in our surveys and we proactively contacted more
than 21,000 customers to address open issues they raised.

Based on the customer feedback, in 2020 we continued to
redesign the end-to-end experience of our customer journeys
to make them more personalised and fluent. A customer journey
is a series of interactions initiated by a customer need. For example
when they need technical assistance or when they move.

Our customers are actively involved in designing the customer
experience. We first map out customer journeys based on key
moments for our customers. Next, we start improving and
redesigning them through design thinking exercises together

with our customers.

Achievements in 2020

€

We collected 44,000 customer
evaluations each month.

open issues.
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We proactively contacted more
than 21,000 customers about

For example, to offer digital support as well as a human touch
for our SE (small enterprises) customers we introduced the Prime
service. Customers can initiate a request in the MyProximus app

and it will be followed up by one designated contact person.

In 2021, we will continue remodelling our customer journeys and
offer personalized and digital follow up for customers requiring
technical or administrative assistance. Digital tools will make

the journey easier for customers who want to switch to the
newest Flex packs. We will activate a new end-to-end monitoring
platform to ensure the best service experience (internet, TV,
WiFi,..) for an individual customer. With our journey approach we
guarantee that customers have a top experience when migrating
from a copper line to our fiber network. Also in 2021, we will offer
a digital simplified bill to our residential customers that will be fully

designed in co-creation with them.

€

There have been 23% fewer billing

and collection calls compared to
20109.
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Improving our customer interactions

By improving our web and app services, we help our customers
to help themselves and increase their satisfaction. With our new
digital tools, customers in all segments will find it easier to getin
touch with Proximus. Increasingly, customer enquiries requiring

a human interaction will be handled by multi-disciplinary teams.

« Digital kiosks in shops — Through digital screens, our
customers have easy access to lots of information to make
the best choices, including a pack recommender tool, a price
catalogue (packs, promotions and specific devices), a mobile
device comparison tool and access to the Proximus website.

+ Video appointments on demand — During the COVID-19
crisis, we took the opportunity to pilot remote sales through
video, for both residential and business customers. Since April
2020, customers can use the chat function to request a video
appointment with a sales agent on our website. That way,
the customers can have the same face-to-face experience
as when they are in our shops.

» Proximus Assistant — The new chatbot launched in July 2020,

supports customers who use our website, app and Facebook
Messenger. The chatbot can address 415 inquiries on its own,
such as lost and stolen devices, forgotten PIN and PUK codes,

questions about TV options and payment.

* MyProximus — The digital companion of our residential

e d
customers. .=

Easy access to invoices

and data usage

Vanheede Environment Group manages invoicing

and administration of its mobile subscriptions through
MyProximus Enterprise. “We use the tool to follow the costs
and invoices of our mobile subscriptions and deal easily
with the administration of over 500 mobile numbers,” says
Chief Information Officer Olivier Knockaert. “Now we can

see everything ata glance.” (/]
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» MyProximus Enterprise — We have significantly increased

digital interactions with customers in the enterprise market,
especially in terms of digital self-service capabilities for mobile
services and for e-billing. All thanks to the improvements we
made to MyProximus Enterprise in 2020 such as:

- Mobile Number management application.

This application allows the fleet managers of our
customers to change mobile options, order new SIM cards,
change split bill profiles and many more. We launched

the real-time usage feature to allow both fleet managers
and employees to follow up their mobile voice, sms & data
usage in real time.

- Integrated Technical Assistance feature. When technical
assistance is needed, companies can easily create a
request in MyProximus Enterprise.

MyProximus Enterprise is one step closer to offering enterprise
customers a truly effortless digital experience. Thanks to the
enhancements to the platform, the number of active customers
increased significantly from 25% in 2019 to 30% in 2020.

At the end of 2020, 15,500 enterprise customers were using
MyProximus Enterprise (13,000 at the end of 2019). Our focus
for 2021 will be to drive the adoption and continue to build out
the capabilities of the platform.

With our new digital tools, ,)
customers will find it easier

to get in touch with Proximus.

Saving time and ensuring

greater control

For NV Brabhold, the greatest added value of the Technical
Assistance app is the availability of all useful information.
There is a clear overview and the easy ticketing system
means there is no time lost in contacting Proximus.
“Another important plus is the fact that it can be consulted
24/7 via different devices,” says Cindy Cuypers, IT employee
at Brabhold. (/]
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Using data, automation and artificial intelligence to boost efficiency
and customer experience

A telecom operator has huge amounts of data at its disposal.
This involves data about customers, how they use the network,
the questions they ask the call center, the interventions carried
out by technical teams, the energy consumption of the Proximus

network and buildings and so on.

At Proximus, we have built strong internal capabilities to collect,
process and analyze data in order to compile insights, improve
predictions and recommend actions to be taken. The intention
is always to improve the customer experience or make our

processes more efficient.

We are harvesting opportunities in key domains across
Proximus, from network monitoring and design to customer

value management and energy consumption optimization.
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In the domains of fixed network design, monitoring and repair,
machine learning has allowed us to make several improvements
such as proactively prevent technical issues from happening

or predicting the best solution to solve a technical issue. This
resulted in about 20,000 avoided interventions at customer
premises and more than 80% correctly predicted root causes
in 2020.

At the same time, we put in place all the measures to strictly
comply with privacy and data protection legislation and we
communicate transparently with our customers about the
use of their data.

We are also increasing automation in customer facing and in

support functions through bots like Proximus Assistant. =
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End-to-end simplification and IT modernization

By 2025, we aim to be free from legacy information systems
and obsolete technologies. We need our information systems
to be flexible, cloud-based and supporting data automation
and advanced analytics. To achieve this, we will also have to
change our culture and become a genuine software company
with a “digital native” touch. In 2020, we have already made

significant progress in this transformation.

State-of-art IT capabilities are essential to deliver our
#inspire2022 strategy. This is why we are accelerating

Simplification and digitalization

We are eliminating complexity in product portfolios, rules and
processes. We digitalize and automate our processes at the core,
with an end-to-end vision encompassing portfolio, sales and
customer support.

Evolution to a modular architecture

Across our landscape we are breaking silos by decommissioning
applications built for specific product or segment purposes.

By the end of 2019, we had migrated the last customers on our
single IT Stack for both mobile and fixed products in the mass
market. The onboarding of professional mobile customers on
the same IT Stack is being prepared for launch in 2022. We have

investments in building a future proof IT Stack with minimal
duplications and loosely coupled components. Next to shortening
time-to-market of new innovations, we will reduce also our

IT total-cost-of ownership by 40% by 2025.

Our simplification and IT modernization program is ambitious.
It requires a holistic end-to-end approach and will take time.
Our target architecture for 2025 is defined and important
milestones have been reached in 2020. The plan consists

of four main aims:

Our simplification and IT ,)
modernization program
requires a holistic end-to-end
approach.

already migrated our legacy servicing solutions to modern
cloud-based solutions (Salesforce and ServiceNow) for the
professional market and we will start the roll-out for the mass
market in 2021. In addition, in the OSS domain, we are investing
in modern orchestration tools to deliver advanced convergent
use-cases in 5G and Software Defined Network (SDx) services.

Modern approach to software development

In 2020, we have invested in promoting the adoption of

crucial enablers such as test-driven development, continuous
integration/development, and automation in IT operations. This
significantly reduced our spending on testing and bug-fixing and

reduced our operational IT cost by double digits. Going forward,

we will accelerate the introduction of infrastructure-as-a-code to
further reduce costs by automating the configuration of servers/
containers. We will smartly push public cloud adoption through
the use of SaaS solutions and IAAS/PAAS in domains where
scalability is key.

An agile operating model able to deliver fast

At Proximus we have increasingly been adopting agile ways of
working at team level in IT. We will further scale these models
towards a truly end-to-end agile organization model, with full
integration of business and IT teams. By 2025, 80% of our
teams will have adopted an agile way of working. We are
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experiencing the benefits of this new way of working in ensuring
strong alignment in resource allocation on transversal Proximus
priorities, efficiency and reduced need for coordination roles, and

the integration of customer feedback in the development cycle.
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Grow profitably
through partners
and ecosystems
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Our ambition

> 3 million active monthly
apps users by 2022

> 2.1 million internet
connections (consumer
segment) by 2022

> € 100 million additional
revenues from new non-telco
domains by 2022

#inspire2022 is a growth plan. By capitalizing on

our brands, customer base, networks and convergent
services we will return to profitable growth by 2022
and our growth will accelerate as from 2023.

Underpinning our strategy are our strong and
well-established brands: Proximus, Scarlet and

. . -
Proximus Enterprise. =

Beyond our brands, our network leadership thanks to
our strong investments in fiber and 5G will gradually
fuel the growth of our consumer customer base and
we intend to pass the 2.1 million consumer internet
lines by 2022.

Through our MyProximus & Pickx platforms, we

are in contact every day with millions of customers.
It’s a unique opportunity to develop and market new
value-added services for them. This will boost the
usage of our apps and our ambition is to have more
than 3 million active monthly apps users by 2022.

Status 2020

Grow profitably
through partners
and ecosystems

+ 1.6 million active users on MyProximus in December 2020

+ 1.1 million active users on Pickx in December 2020

1,965,000 internet connections (consumer segment)
end 2020

+ Long-term commercial partnership with Belfius

+ Addressable TV: > 150 targeted campaigns in 2020

For our enterprise customers we accelerate on
convergence: our network superiority combined with
next-generation ICT services, will offer our customers
all the tools they need for their digital transformation.

Growth will also come from our new open wholesale
approach. _E>

Finally, our growth strategy is completed by an
ambition to grow in local ecosystems, leveraging
partnerships to target new opportunities in an
asset-light manner. The best example is an innovative
banking offer imagined by Proximus and powered by
Belfius, and a tailored Proximus offer we will propose
to Belfius customers in 2021. We ambition to generate
more than € 100 million revenues from new non-telco
domains by 2022.

Ca
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Higher relevance for our customers

At Proximus, our ambition is to grow in our markets with our segmented value proposals.

We want to become more relevant to people’s lives and be a partner for businesses on their

digital transformation journeys. But we are aware that we will be stronger and capable of doing

more when we collaborate with others. Partnerships and ecosystems will help us to develop

our relevant offer to all customer segments.

Residential customers

We want to be essential and relevant for the daily digital lives of
our customers. Proximus will do so by constantly offering more

value and aiming for the highest customer convenience.

Our digital platforms MyProximus and Pickx

Our ambition is to make Pickx, our entertainment platform,
and MyProximus app evolve to play a central role in our
customers'’ lives. To achieve this, we have further enriched
them in 2020 with relevant content and features.

MyProximus, the digital companion of our customers
Our MyProximus app is evolving to become a go-to platform for
customers to access a multitude of digital services for greater

convenience. Our ambition is to offer integrated customers

experiences, in cooperation with local and international partners.

A core element of MyProximus is a firm commitment to let

our customers keep full control over their own personal data,
allowing them to define which services are allowed to access
which data.

In 2020, we invested substantially in MyProximus to further
simplify the daily digital lives of the 1.6 million active MyProximus
users with new features such as:
+ Smart Wi-Fi allows customers to control and optimize

their indoor Wi-Fi.

+ Customers can pay for their parking in more than
200 cities and towns via the 4411 feature. [/]

+ Family life helps families to be better organized with
a shared calendar, task lists and a chat function. =

In 2021 we will significantly increase the features on

MyProximus, in cooperation with local partners.

MyProximus is also available for our enterprise customers.
Read more about MyProximus Enterprise. 2

Achievements in 2020

1.6 million MyProximus active

users in December 2020
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1.1 million Pickx active users
in December 2020
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Pickx, our entertainment platform + The Disney+ content offer, making Proximus the only telecom

With Pickx, we offer a simple and immersive content experience, operator in Belgium to offer access to the Disney+ streaming

whichever screen you choose to use (TV, PC, tablet, smartphone). service at the end of 2020.

We work in collaboration with the main platforms for this: . . . .
] ) ) + Streamz, the Belgian streaming service with local content

Andrmd TV and Apple TV. We also p.art‘ner with the main content directly accessible via the Proximus Android TV decoder.

providers: local broadcasters and major international players,

such as Netflix and Disney+. - New TV options All Stars and All Stars & Sports bundle

top entertainment for the whole family.
Proximus has further developed Pickx in 2020 by adding

+ More sports features for an enhanced viewing experience:

many features and services including: - We teamed up with Eleven Sports to offer their

* Customers who already own an AppleTV today can download Pro League channels, covering all live Belgian football

the Pickx application and use AppleTV as their second matches for the next five seasons.

set-top box. - Our partnership with On Rewind offers All Sports customers
- Anew more energy efficient Android TV decoder with interactive live experience on the app and on the website.

a completely redesigned user experience. o o
In 2021 our ambition is to grow the number of users significantly

and to continue to enrich our offering on Pickx, together with
our partners.

We will continue to enrich ,) International recognition:

Pickx to offer a personalized “Best TV User Experience”, CSl award 2020

content experience to our

customers across all screens. We won the Best TV User Experience award for our
Android TV decoder together with our partner 3SS.
The CSI Awards is a competition between video service

providers, including traditional broadcasters and pay TV

operators.
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Tailor-made services and products

To improve our relevance to our residential customers, we
enhanced our segmented offering and launched new products
in 2020. These include:

Flex: tailor-made for families

This new range of packs for residential customers, which can be
customized to the needs of each family member, has accelerated
growth in convergent customers. Flex also includes features, such
as the Family life app, which helps families to be better organized.
ltincludes a shared calendar, task lists and a chat function. Flex
also offers access to My e-Press, the digital press offer of Le Soir
and Het Laatste Nieuws.

Flex was launched in July 2020. At the end of 2020, we had
already sold 312,000 Flex packs. @

Scarlet: for customers on a budget

Our Scarlet brand continues to thrive, offering the most
compelling no-frills offer in the market for customers on a budget.
In November 2020, we reached the milestone of one million

products sold to our Scarlet customers.

Scarlet will build on its digital mindset by taking its e-sales and
e-billing and e-servicing to the next level to digitize customer

interactions wherever possible.

Mobile Vikings

At the end of 2020, we signed an agreement to acquire

Mobile Vikings?, a major Belgian mobile virtual network operator.
The acquisition also includes the Jim Mobile brand. Mobile Vikings
has a mobile offer that appeals to young people making intensive
use of mobile data. This agreement opens up a complementary
market segment to Proximus’ current core target group (Scarlet
and Proximus), optimizing its multi-brand positioning in the
residential market.

2 Atthe end of 2020, completion of the deal was still subject to the approval of the Belgian Competition Authority.
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Small companies

For the small businesses and the self-employed we launched

new services and products in 2020 such as:

+ Business Flex, a modular pack, which allows the customer
to choose the best combination of internet, fixed and/or
mobile telephony, and digital TV. Business Flex customers
can easily access customer service via the Prime feature
on MyProximus. (/]

Enterprise customers

For our enterprise customers, Proximus wants to strengthen its
position as the trusted partner, offering converged telecom and
ICT solutions. To enable companies to fully exploit the potential
of technology, we invest massively in our current and future
networks and infrastructure. And we have all the IT and telecom
expertise to innovate in terms of connectivity like 5G, security and

cloud solutions.

In 2020, restrictions imposed because of the COVID-19 crisis and
a worsening economic environment have accelerated the need for

the digital transformation of companies.

For enterprise customers, we are doubling down on professional
services, leveraging our partnerships with hyperscalers to offer

a comprehensive Hybrid Cloud approach. We want to support

our customers in their application transformation and define

the key principles of their transformation (eg. edge computing).
We will position our public cloud skills as an asset to facilitate a
phased migration of legacy workloads running from On-Premises
solutions towards hyperscalers while remaining in a hybrid

context.

We are developing cutting edge 5G, loT and edge use-cases

in co-creation with customers such as Brussels Airport and
Port of Antwerp, taking a leadership position in these domains
with significant long-term growth potential. _é

We ambition to grow in new domains like banking, advertising
or smart building with key local players. Examples include our
partnerships with Belfius _E) and the construction group
BESIX. _E) By 2022, we aim to increase our revenues in

these new domains by more than € 100 million.
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+ Bizz Online Webshop, a service to create its own online shop
to sell their products and services.

+ Start Like A Pro, a new content platform that is packed with
advice, tools and tips for people to successfully start their

own business.

We are convinced that we have an important role to play in
creating a strong digital and green Belgium. We want to become
the trusted partner of companies in their digital transformation,
to build a robust digital economy as well as address societal

problems together in terms of mobility, safety, energy and climate.

To deliver on this, we will leverage on our investments in our
networks and services that push the digital economy forward:
loT, data analytics & artificial intelligence, cyber security, cloud
transformation, advanced workplace solutions, application

integration and application development.

This is largely supported by Proximus Accelerators, our
ecosystem of IT affiliates, augmented with in-house
developments and industry-specific partnerships. _E)

This ecosystem provides us with a unique combination of assets
to create solutions and applications that speed up the digital

transformation of companies, industries and the end user.

codit|
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We help enterprises with their digital transformation in various domains.

Solutions for the digital workplace

We inspire companies to embrace the digital workspace. We

do so by sharing insights and advice about digital collaboration
and how work from home will enable companies to reduce their

environmental footprint.

We secured our first WPaaS (Workplace-as-a-Service)
contract with Agoria, the technology federation. We are now
Agoria’s outsourcing partner for their IT workplaces and cloud

transformation journey. @

The COVID-19 pandemic has required companies to change
their way of working temporarily or even permanently. Proximus
accompanied a number of them in this transformation. @

Software defined technologies (SDx)

New ways of working, connected objects and cloud adoption
have a tremendous impact on the security, agility, performance,
reliability requirements of a modern ICT infrastructure. Software
defined technologies (SDx) play a crucial role in providing these
features, while making sure the end-to-end infrastructure
remains manageable and secure. Experience shows SDx reduces
portfolio complexity and technical servicing costs by -25% over
time.
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In 2020, we welcomed our first SD-WAN customers.
Via SD-WAN, the customer network can be connected easily
and securely to public clouds (public, private and hybrid). @

To facilitate the uptake of software defined technologies, we will
proactively accelerate the migration to SD-WAN, making sure to
bring integrated value propositions to existing and new customers.

Data-driven solutions

We help customers innovate, thanks to data-driven solutions.
With the Internet of Things, Proximus Analytics and APlIs,
enterprises can collect data that allows them to make objective

l

choices to improve and automate processes. :=

Security solutions

We offer security solutions to secure our customers

company data:

» Targeted investment in security: as companies move forward
with their digital transformation, the importance of securing
data and applications is growing. This increases the need for a
new, comprehensive and measurable approach to IT security:

security intelligence. @

+ The CSIRT monitors your cybersecurity: every company has
to deal with at least one security problem every year. The
number of cyberattacks has increased enormously in recent

years. Big or small: no one is spared. @
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Innovation and growth through
partnerships and ecosystems

In order to grow in a smart and sustainable way, Proximus builds ecosystems with its partners
and customers. Together we create innovative solutions to offer better experiences to our

customers in their day-to-day life and to help companies in their digital transformation.

Partnerships help us grow

Working together is what makes our Belgian economic ecosystem Partnerships help us bring relevant content and

thrive. At Proximus, we believe that partnerships are crucial to services to our customers, such as:

growth and innovation. They are also a means to generate more

. + Deals with Disney+, Eleven, Le Soir, Het Laatste Nieuws
value. Our goal is to create and develop sound ecosystems.

Allin a spirit of openness, partnership, inclusion and sustainability. el elinErsitoEmin e FEes & i pexmus/ Eiiems,

+ New digital offers and solutions for our customers with

How can partnerships help us grow? Belfius and Microsoft. _E)

Partnerships drive our open networks so they can Partnerships help us reach our ambitions for a green

become an accelerator for innovation. Some examples: and digital society, such as:

- Joint ventures with EQT Infrastructure & Eurofiber to roll - Delivery of telecom and hair salon products by electric
out fiber. _E) bicycle with L'Oréal. _E)

- Mobile access network sharing with Orange Belgium. = + Helping job seekers build careers in the digital world with

i ; : MolenGeek. =
+ Partnering with enterprise customer Port of Antwerp to =

develop a private 5G network to test and evaluate the + Don't Miss the Call initiative with Umicore to recycle
. - .
potential of 5G. = mobile phones. =
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In 2020, Proximus made a lot of exciting progress with partners
such as Belfius, Microsoft and local players in the field of
advertising.

Belfius and Proximus: an exclusive and digital

offer for our respective customers

Today, both the financial and the telecommunications industry
are faced with many challenges and opportunities. To face these
challenges, Proximus and Belfius signed a strategic partnership
based on long-term commercial cooperation in 2020. By
working together, Proximus and Belfius have found an innovative

way to provide access to their mutual offers.

From 2021 onwards, Belfius and Proximus will market an
exclusive and digitally integrated offer for their respective
customers through a disruptive ecosystem. Our partnership will
result in an innovative banking offer imagined by Proximus and
powered by Belfius, which will be called Banx. It also provides us
with a new sales engine, as we get the chance to sell our telecom

products to Belfius customers. []

For Belfius
customers

access to a specific offer

For Proximus
customers
access to an exclusive and
innovative digital banking developed by Proximus
offer operated by Belfius available through Belfius sales

channels
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Microsoft and Proximus: edge computing
and other digital solutions

The collaboration between Proximus and Microsoft allows

us to speed up the digital transformation and innovation of

the telecommmunications sector. How? By offering edge, cloud,
security and workplace solutions to the Belgian and Luxembourg

enterprise market.

Thanks to our partnership with Microsoft, we will become a
cloud-first company through the use of Microsoft Azure. @

Targeted advertising and national sales house

with local partners

At the beginning of 2020, we have launched our Addressable
TV solution together with RMB/RTBF, SBS, IP/RTL and DPG,
enabling them to offer targeted advertising on our Pickx platform
(both on TV, mobile and desktop and this both in live as in time
shifted viewing) to brands and agencies. Since the launch,

the service has been growing rapidly and already more than

150 targeted campaigns were launched.

In December 2020, Proximus/Skynet, Telenet/SBS, Mediahuis,
and Pebble Media announced to join forces and jointly create a
new national sales house. This unique partnership of local media
players aims to provide advertisers with the most creative and
efficient solutions to reach their customers, across media types
and platforms. The new saleshouse should be launched in the
first semester of 2021.

Both initiatives aim to empower the Belgian media industry
as it will contribute to keep advertising spendings in the
Belgian economy.
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Innovative solutions for societal challenges

As one of the largest telecom operators in the country, we
play an important role in creating a strong digital economy in

Belgium. Together with carefully selected partners, we want to

5G innovation platform

The 5G innovation platform we launched in 2020 will help

us steer 5G in the right direction. We work closely with our
technological and wholesale partners, as well as enterprise
customers, both public and private, to develop 5G use cases.
The platform will enable us to understand how 5G transforms
the current business models of our enterprise customers.

Striking examples are our partnership with the Port of Antwerp

—E) and our partnership with SkeyDrone and DroneMatrix

API Solutions enabling fast innovation

Proximus gives its professional customers access to its technology
through APIs. With APls, businesses can build an innovative

loT, communication solution by combining different blocks of
related technologies. They don't lose any time developing these
technologies from scratch. That way, they can produce inspiring

and relevant solutions that are cloud based and end-to-end digital.

What is an API?

help companies in their digital transformation and tackle societal
problems in terms of mobility, safety, energy and climate.

whereby drones will use Proximus highly performant network and
analytics for various missions like surveillance, asset and safety
monitoring or logistics @ We will showcase and promote our use

cases to demonstrate how 5G meets business and societal needs.

New business models and players will appear in years to come.
Proximus looks forward to partnering with such innovative
approaches. By allowing selected partners to test & develop

on our platform, we ensure and facilitate future collaboration.

Our professional customers have immediate access to APl based

solutions via MyProximus.

In 2020, we launched multiple API solutions and functionalities
in next-generation communication, Internet of Things and
machine-to-machine (M2M) domains. For example, we launched
the first telecom operated Communication Platform as a Service
(CPaaS) in Belgium.

API stands for Application Programming Interfaces. It's a piece of code that allows applications,

operating systems and software programs to exchange information with one another. The greatest

advantage? Our customers’ developers don't have to create a whole software system themselves,

but can use the functions from an existing system. @
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Internet of Things driving smart solutions

Proximus is Belgium'’s leading Internet of Things (IoT) connectivity
provider. We had more than 2.3 million connections at the end of
2020, using different wireless technologies (LTE, LoRa, NB-loT,
LTE-M). However, Proximus does not limit its use of loT

to connectivity. We also support our customers with:

* Full end-to-end functionalities — From the blueprint of a
project to the integration in their ICT tools, we offer loT-based
services to our professional customers. In 2020, we added
a functionality to help our customers improve their business

using the data and insights we generate with our solutions.

Smart solutions

During the COVID-19 pandemic, new digital needs emerged.
Suddenly there were new restrictions and new ways of working.
We had to swiftly develop or adapt our solutions to support our
professional customers with these changes. Smart Buildings,

Retail and Manufacturing especially, were so crucial in 2020.

Smart buildings and venues

Smart buildings provide an answer to the challenge of climate
change. Buildings will have to embody intelligence and to
consume energy and space more efficiently. loT solutions will
help to monitor how rooms are used and to adjust their function
whenever possible.

We maintain a strategic partnership with BESIX, a leading force
in the construction industry. Together, we are working on a variety
of smart building solutions for energy efficiency, hospitality,
advanced workspace management and physical security services.
The expertise of both parties is complementary, with Proximus
providing connectivity know-how and BESIX bringing a lot of
experience in building, comfort and energy to the table.

In 2021, we plan to take our partnership to the next level,

with a strong focus on energy efficiency.

Proximus Group | Integrated annual report 2020

+ Sustainable options for businesses — By providing smart
products and solutions, we support our professional
customers to lower their carbon footprint and enable

better energy management.

+ A special focus on Smart Buildings, Retail and

Manufacturing.

At the start of the first COVID-19 wave, the Belgian ministry
of health created the task force Data against Corona. Its aim is
to analyse data on the spread of the virus, making use of data
from telecommunications and epidemiology. Proximus is an
active member of this task force. Because more than ever, we
believe that loT and data analytics have the power to work for

the common good.

Proximus also delivers unique experiences to visitors and
owners of large venues such as exhibition spaces, sports
facilities or hospitals. We do so by providing mobile applications
and digital platforms for parking guidance and optimization,
visitor hospitality and on-site guidance, as well as advanced

visitor analytics services.

We are supporting cities and governments with Realtime Crowd
Management, our service to monitor flows of people based on
anonymized and aggregated data from mobile phones. Cities
like Antwerp, Brussels, Genk, Ghent and the coastal towns
made use of the tool to monitor crowds amid the COVID-19

pandemic.

For national railway company SNCB, we combine loT and big
data solutions to help them to better monitor traveler flows.

We assess the number of people passing through stations in
real time in order to eliminate bottlenecks and predict traffic

levels based on a machine learning model. (/]

(s8>
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Smart Retail Smart Manufacturing

Smart Retail is a full set of digital solutions to streamline buyers’ Thanks to the possibilities created by 5G and Mobile Private
journeys, improve interaction with retailers and guarantee a safe Networks, we are currently at a tipping point for smart
shopping experience. As an example Entrance Monitoring manufacturing. These technologies will allow us to radically
has been helping various retailers, especially during the rethink the way we organize manufacturing and to realize
COVID-19 crisis, to better manage and control the customer impressive efficiency gains.

flow at the entrance of their shop and in-store. We implemented

the smart retail solution at the Basilix Shopping Center While connectivity and devices are important, manufacturing
(Sint-Agatha-Berchem) and in stores of the Decathlon chain. companies will also need strong platforms to drive collaboration,

innovation, efficiency and competitiveness. Today we are
developing such a platform with manufacturing research centre
Flanders Make, Microsoft and our subsidiary Codit.

el lu!!ilmmm L

L "1F)

Multigas Duco Ventilation & Sun Control
Smart gas tanks Predictive maintenance

All over Flanders, Multigas tanks are located in private Duco designs and sells ventilation and solar shading systems
homes and in companies. A Proximus loT solution to dealers. The parts used to develop these systems carry
monitors the level of their gas tanks. If it drops below a substantial amount of data. A cooperation with Proximus

a certain threshold, Multigas automatically schedules Accelerator Codit ensures that this information is gathered
anew delivery. This way, business continuity is and used to predict the best time for maintenance, based on
guaranteed for professional customers. @ individual use by various customers. @
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Open innovation: collaboration with young companies and academia

Besides increasing the digital possibilities of our customers,
we also want to have a positive impact on societal and ecological
challenges. That is why we are opting for open innovation and

Supporting young companies,
start-ups and scale-ups

At Proximus, we consider ourselves a catalyst for young
companies, start-ups and scale-ups. We share our know-how,
experience and infrastructure, and we collaborate on projects.

This way, we stimulate innovation and boost our digital economy.

FinTech

Next-generation financial services

As an active member of the FinTech ecosystem, Proximus
enables the digitization of financial and insurance clients
through cutting-edge solutions like DigitalKYC, blockchain,
artificial intelligence and cloud services. These solutions
make for more efficient and highly customer-centric
services. As a founding member of the Luxembourg House
of Financial Technology, Proximus Luxembourg takes the
lead in our development towards next-generation financial

services.

Working together with academia

Proximus collaborates intensively with universities and university
colleges. We gain access to academic insights and innovative
technologies. In return, academic institutions can use our data,

infrastructure and resources to put their ideas into practice.

We have ongoing collaboration projects at the ULB/VUB
(Brussels), UCLouvain (Louvain-la-Neuve), KU Leuven (Leuven)
and UGent (Ghent) in various domains like security, mobile and

fixed networking, Al, loT and digital inclusion.

We participate in the Product Innovation Project (PIP) organized
by the KU Leuven. The project challenges interdisciplinary teams
of students to develop innovative solutions.

co-creation supporting young companies, start-ups and
scale-ups and working together with academia.

Co.Station

Impactful solutions for society

Since 2017, Proximus has been a partner of Co.Station,
alongside BNP Paribas Fortis. The initiative builds
innovation ecosystems. Its ambition is to lift the Belgian
economy to a higher level by engaging companies,
governments, start-ups, scale-ups and experts. Together
they co-create impactful solutions for smart energy,

mobility, infrastructure and healthcare. (/]

Meet, Innovate & Create

Fostering digital entrepreneurship

Proximus is a structural partner of Meet, Innovate

& Create (MIC), formerly known as the Microsoft
Innovation Center Belgium. This public-private
partnership with the Walloon Region and Microsoft
inspires, educates and fosters digital entrepreneurship.
In October 2020, MIC launched the Empower Program
to help companies in their digital transition. @

With UGent, we set up collaboration projects in telecom
and ICT and cooperate on doctoral research and theses.
Our current projects include a study of exposure to air pollution

and an analytic model to predict criminal offenses.

We collaborate with the VUB for the “Expert Class in Esports
Management” program. Proximus will put its experience at
the service of students in order to take the Esports environment

in Belgium to a professional level.

Ceo >
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Act for a
green and
digital society

o — Proximus Group | Integrated annual report 2020 < 61 >



Act for a
green and
digital society

Qr?

Our ambition

Embed sustainability and
circularity in everything we do

Status 2020

+ 120 ongoing projects related to circularity and carbon
emissions at the end of 2020

+ Own emissions: -26% (vs 2019)!

Deliver a net positive
contribution to a net zero
planet and become a truly
circular company by 2030

+ Indirect emissions: -16% (vs 2014 baseline)?
+ 88% waste recycled in 2020
« 428,000 modems & decoders refurbished in 2020

+ 65,000 mobile phones collected in 2020

+ 1,158 job seekers supported by our initiatives in Belgium

Support digital re-skilling of
1,000+ job seekers every year

in 2020

« 73% of tested devices accessible for at least 5 disabilities

The disruption caused by COVID-19 showed us
how consumption habits and behaviours change
in a crisis. It made us even more sensitive to the
importance of protecting the environment. We also
became more aware of the role we have to play
towards society.

Proximus has taken a leading role in reducing its CO,
emissions. Since 2016, we are CO, neutral for our own
operations. Going forward, we have set the bold ambition
to make a net positive contribution to a net zero planet
and to become a truly circular company by 2030. This
will require us to embed sustainability in everything we
do. We will reduce our direct and indirect emissions as
much as possible. But well beyond our own efforts, we
will help our customers reduce their footprint through
our products and services and keep financing emission
absorption projects. It is a major cultural shift and will
require a specific change management effort across
the whole organization.
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Even though we need to further finetune our roadmap,
we have already delivered concrete results in 2020.

To name a few achievements, our flagship project

“Don’t Miss the Call” allowed us to collect 65,000 phones
in 2020 despite the impact of COVID-19. We continued
to refurbish modems and decoders, reaching 2 million
devices since the start in 2014.

Our sustainability efforts are holistic, and we are also
taking action on the societal issues we are facing today.
Proximus plays a key role in enabling the digital society
through our commercial activities, but we want to go
beyond by bringing digital trust and peace of mind in a
hyperconnected world and by helping to bridge the digital
divide. Beyond our ongoing partnerships and the steps we
took to support vulnerable groups in the context of the
COVID-19 crisis, we are committed to playing a bigger
role in the digital education ecosystem.

1 Evolution CO,e emissions scope 1and 2.
2 Evolution CO, emissions scope 3.
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Respecting our planet

Despite the turmoil of COVID-19, we have continued to focus on our contribution to a green society.

Making a net positive contribution to a net zero planet

Our climate deserves our greatest attention, and global warming about the supplies we use, the products we sell, the way they

has become a reality we have to deal with, that is undeniable. are used and what happens at the end of their lifecycle. In other
Any further global warming must absolutely be kept under words, the challenge that lies ahead is much bigger than what we
control. To this end, scientifically based targets were set in the have done to date.

Paris Climate Agreement, with the aim of limiting global warming
to1.5°C. We have now set the bold ambition to make a net positive

contribution to a net zero planet by 2030. To get there,
To contribute to this global goal, we all need to drastically reduce we need to do more “good” and less “bad” for the environment:
our CO, emissions and energy consumption and use sustainable » More “good” will be achieved by enabling our customers
alternatives in our daily lives and work. to reduce their carbon footprint through our products

and services.

In 2016, we achieved our goal to become completely climate

+ Less “bad” means acting upon our total carbon footprint,

neutral for our own activities, together with our climate projects. . . . - .
which comprises our own direct and indirect emissions

We are really proud of this achievement. But our total impact - .
yp P (scope 1 and 2) as well as our indirect emissions throughout

goes beyond our own activities. This is why we need to reduce the value chain (scope 3).

our indirect emissions throughout the entire value chain. It is

3 4

1 2 Proyimus, Avoided emissions
Proximus’ Proximus’ indirect emissions @customers
own emissions electricity @suppliers @
Fossil fuel combustion consumption Q ((()))
[
+ o Cloud Smart Video
.IE- services buildings conference
(@92
(o) )
Smart Smart

energy mobility

Net positive contribution
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Proximus’ own direct CO, emissions and electricity consumption

We are already CO, neutral for our own emissions through
compensations. By 2030 we want our own emissions being
reduced to zero, without any compensation.

Proximus will further reduce its own direct CO, emissions and

eradicate the use of fossil fuels, both for buildings and transport.

\vThink

possile (%=

In 2020, we replaced 275 petrol and diesel vehicles with new
CNG cars (Compressed Natural Gas). Choosing CNG is a first
but important step towards a sustainable car fleet. Among other
advantages, CNG cars can also run on biogas, which is almost
carbon neutral. Furthermore, we strive to create a fully electric
(management) fleet by 2025.

Within Proximus we also encourage our employees to make
responsible and sustainable choices in transport. Our flexible
mobility plan gives our employees the freedom to choose the
mobility solution that suits them best and encourages them to
take public transport. In 2020 we improved our mobility plan,
which we will roll out for all employees of the Proximus Group in
2021

For the electricity consumption of our company, we want to
move towards a completely green and local supply. We already
use 100% green energy and will source more local energy
through investments of our own and through long-term
partnerships with Belgian wind or solar plants by 2024.

Proximus’ indirect emissions throughout the value chain

Apart from our own emissions, a big part of our environmental
impact is linked to the CO, emissions indirectly generated

by Proximus throughout our value chain. We aim for a 10%
reduction by 2025 and a 50% reduction by 2040.

Reaching these targets is all the more challenging because their
volume is 24 times greater than the emissions emanating from
our own operations. It will require a joint effort from our vendors,
subcontractors and affiliates to reduce their carbon footprint and
move towards a more sustainable supply chain. In addition,

we will need to get towards zero waste and improve the energy

efficiency of our products and solutions.

21 suppliers signed
our Circular Manifesto.

Circular Manifesto

With more than 4,000 suppliers, we are taking our responsibility
to building a sustainable supply chain seriously. In September
2020 we published our Circular Manifesto, which in the
meantime is already signed by 21 major suppliers. It is the

commitment of Proximus and the suppliers to work together to

reduce their carbon footprint and produce more circular products.

Our aim is to reduce the use of raw materials, to optimize the life
span and energy efficiency of our products and to reduce waste.
In 2021, we will increase the number of suppliers signing the
Manifesto, aiming to cover 50% of our annual external spend
by end 2021.

Ces D
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Green city deliveries

Transport has a huge impact on CO, emissions. That is why our
Proximus shops in Antwerp, Ghent, Brussels and Liege are being
supplied by cargo bikes.

These positive results encourage us to further explore all
possibilities for greener deliveries in other major cities, to expand
delivery zones and to get more companies on board. @

Achievements in 2020

=

5,800 parcels delivered by bike
3,400 parcels returned by bike

Waste management

Our activities in Belgium in 2020 generated 10,792 tons of
waste, including 12% residual waste that was converted into
electricity and heat energy in waste treatment facilities.

The remaining 88% was recycled, reused or reprocessed.
We have set clear goals on our future waste management

and we intend to recycle as much as 90% by 2025.

One material we have been recovering on a grand scale is copper.

That is because we are gradually replacing our copper networks
with fiber, which is more sustainable. _E) The MIDAS project,
which has been running for several years, is aimed at recycling as
many valuable resources as possible from network installations.

In 2020, more than 993 tons of copper cable were recovered.

A reduction of Proximus’ footprint
in households & enterprises

To deliver our products and services we install devices in

households and enterprises, such as modems, decoders or PABX.

By investing in product research & development, we continue
to optimize the energy consumption of these devices resulting
in a further reduction of our indirect emissions footprint.

Furthermore, we continue to promote e-billing to our customers

as it helps to reduce our indirect emissions.

Our newest Proximus decoder is up to 45% more

energy efficient.

360,000 customers opted for e-billing in 2020,

saving 85 tons of paper.

Solutions enabling the decarbonization of our customers’ footprint

We believe we have an enabling role to play towards society

by providing products and solutions that reduce our customer’s
carbon footprint. We work together with them to develop
innovative and green solutions. We can help make positive
changes for the climate outside our own value chain.

Some examples of our products and solutions that will enable

the enterprise and public sector to decarbonize their footprint are:

» Asmart parking app that saves our customers time and fuel,
which cuts back CO, emission. Proximus is working with a
number of cities and companies to develop our own parking

management system on our Internet of Things platform.

+ Traffic management systems that track the emission of

company cars and optimize their usage.

» Audio and video conference tools to reduce travel,
especially by plane.
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» Monitoring devices for efficient energy consumption.

+ loT solutions, such as smart buildings, smart cities, smart
agriculture, to enable better energy management, water

management and fertilization management.

In 2020 we started to quantify the avoided carbon emissions

of our products and solutions to provide a baseline on our journey
towards a net positive contribution. In 2021, we will embed this
calculation methodology throughout the organization and set

up a forecast tool for the evolution of avoided emissions up

to 2030.

465 Kton avoided CO,
emissions by customers in 2020.

<65
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Pivoting towards a circular economy

We want to become truly circular by 2030 and are gradually We are committed to embedding circularity in everything we do.
saying goodbye to the current economic system of “take, make, Whether it is the roll-out of our network or the choices we make
waste”. A circular economy is based on the idea of no longer while refurbishing buildings, each time we reflect on how we can
depleting raw materials but extending their life span by reusing, apply circular principles. Circularity also encourages us to value
repairing and recycling them. The impact? Less waste and waste management.

pollution. More time for natural resources to recover.
Our goal? Become truly circular by 2030 across Proximus,

Circularity starts with each and every one of us. As a company from network to facilities, from real estate to all our data
we want to set a good example to our customers, employees and centers. Although several projects are ongoing, in 2021 we will
partners, including our suppliers. finalize defining our circular KPIs, develop a carbon and circular

dashboard and set up our full roadmap towards our 2030
Together, we choose and design products with circularity in ambition.
mind. Modular products, with parts that can be easily replaced
and materials that are easy to recycle.

Wide range of ongoing circular projects

* Our Circular Manifesto _5) » Network sharing with MWingz, our joint venture with

. Orange Belgium, using common antennas to reduce our
+ InJanuary 2020, we launched Don'’t Miss the Call, a large g ) 9 ) g
. . . ecological footprint.
campaign to raise awareness about phone recycling and to

motivate people to return their old devices. Their valuable + 2021 will see the launch of our new eco-designed modem.
and increasingly scarce raw materials can be reused in new This is another important step towards more circularity:
phones. Our goal was to collect 100,000 phones in 2020. this energy efficient device will have 25% fewer electronic
Despite the COVID-19 restrictions we still collected 65,000 components and 50% less plastic. Its components are
phones. Don't Miss the Call will be extended in 2021 with recycled, and the plastic used is recyclable, meaning that this
the objective to collect 150,000 units. modem will eventually get a second life.

+ We have been collecting and refurbishing modems and
decoders since 2014. We have granted a second life to 90%
of old devices, which corresponds to 2 million refurbishments.
428,000 devices have been prepared for a second life in 2
the course of 2020. Y Don’t Miss ﬁ 1

&han the Call =,

sustainable smartphone around. Its essential components, i'?ecy‘ct“e

+ Proximus is the Belgian distributor of Fairphone, the most

such as the screen and battery, can be replaced. 40% of its Your Old
materials are recycled and, whenever possible, raw materials phone
are ethically sourced.

» b

+ In October 2020 we announced a new way to safely connect
phones to our mobile networks: the eSIM, a small chip
directly integrated in the mobile phone. The eSIM is a more
sustainable successor of the plastic SIM card. We have
activated 2,500 eSIM phone users in 2020.
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Compliance and recognition of our sustainability strategy

Proximus is internationally recognized for its sustainability efforts.

+ InJune 2020 we received a gold medal from EcoVadis for
our activities in the field of sustainability — the fourth time
in a row. Our score places us in the top 5% of companies
evaluated by Ecovadis. (/]

+ Since 2016, CO,logic has awarded Proximus with the
CO, Neutral® label for its own activities. CO,logic offers
this label to organizations that radically reduce their
climate footprint. The label is also validated by Vingotte,
an independent certification body, making it an international

reference.

+ In 2020, Proximus was recognized with a A score for tackling
climate change by the non-profit organization CDP. @

+ Proximus has adopted the Science-Based Targets (SBT)
methodology for its CO, emissions. SBT is an international
organization that checks and validates the carbon footprint
reduction efforts of companies worldwide. Our mutual goal is

to limit global warming to 1.5°C.

+ Our commitment to go 100% renewable is one of the reasons
we were admitted to RE100, a global initiative driving the
transition to 100% renewable electricity, together with the
Climate Group and CDP.

+ In 2020, Proximus was recognized at the CDP Europe Awards
as a Supplier Engagement Leader. Working with CDP allows
us to manage the environmental impact of our supply chain,
by p