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Building the future in a changing world

2019 UNIVERSAL
REGISTRATION DOCUMENT

including the annual financial report

A leading bank both in France and abroad,
CIC promotes a universal banking model that combines businesses
covering all areas of finance and insurance,
financial solidity and a long-term growth strategy.

A technologically advanced bank within reach of its customers,
CIC listens to its customers to provide products and services best tailored to their needs.
Flexible tools and adaptable products and services combined
with the proximity of the networks allow CIC to offer the responsiveness
that customers expect, regardless of their location.

Through its commitment to the economy and society, and with a strong
corporate governance system, CIC acts as a responsible bank in a rapidly changing world.

High entrepreneurial standards with operations built around five areas of activity:

RETAIL BANKING,
CORPORATE BANKING,
CAPITAL MARKETS,
PRIVATE BANKING,
PRIVATE EQUITY

The English language version of this report is a free translation from the original, which was prepared in French. All possible care has been taken, to ensure
that the translation is an accurate presentation of the original. However, in all matters of interpretation, views or opinion expressed in the original language
version of the document in French take precedence over the translation.

This universal registration document was filed on April 27,2020, with the AMF, as the competent authority under Regulation (EU) 2017/1129, without prior
approval,in accordance with Article 9 of the regulation. The universal registration document can be used for the purposes of a public offering of securities
or for the admission of securities to trading on a regulated market if it is supplemented by a note on the securities and, where relevant, a summary and all
amendments to the universal registration document are included. These are approved by the AMF in accordance with Regulation (EU) 2017/1129.
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COMMITTING TO THE REALECONOMY AND FORGING
CLOSE TIES WITH PEOPLE WHO HAVE AN
ENTREPRENEURIAL SPIRIT

In response to the health crisis due to the Covid-19 pandemic,
CIC is fully committed to supporting its customers, ensuring
continuity and protecting its employees. In this uncertain
context, it has taken exceptional measures to help individuals,
professionals and companies address this situation. To do this,
CIC can avail of the solid fundamentals, resilience and innovation
capacity of its parent company, Crédit Mutuel Alliance Fédérale,
and rely on its operational performance as attested its very
positive results in 2019.

Net profit was up 5.2% to €1,468 million, highlighting the very
good performance of its retail banking arm across all divisions
(banking, insurance, telephony, remote surveillance, etc.) and
its successful multiservice strategy.

Its 20,000 employees, working in almost 1,200 branches in the
{le-de-France region network and five regional banks, provide
support to 5.2 million customers, combining physical proximity
and the best technology and online banking. With é.4% of payroll
expense spent on training, CIC underlines the strength of its
commitments to employees, who are highly involved in the
company’s overall business plan and are active participants
in its success.

MESSAGE FROM NICOLAS THERY & DANIEL BAAL  —

(4

Like Crédit Mutuel Alliance Fédérale,
CIC is committed and responsible and is
pursuing its objectives in employment,
societal and environmental issues.

A major actor in corporate financing — it is the bank for one in
three SMEs in France — CIC supports entrepreneur projects at
all stages of development, as a bank or investor. In 2019, as part
of the push to mobilize companies in the development of the
digital economy, CIC became actively engaged in the financing
of French Tech.

Like Crédit Mutuel Alliance Fédérale, CIC is committed and
responsible and is pursuing its objectives in employment,
societal and environmental issues. In 2019, in addition to its
initiatives to encourage diversity and parity, and its support of
sport and culture, CIC made significant decisions in favor of
climate action, such as winding down financing of coal power
and projects related to non-conventional hydrocarbons.

In over one hundred and fifty years, CIC has proven its ability
to overcome all nature of crises. Its commitment to the real
economy, its high-quality standards, its proximity to the
customer and its adaptability are just some of the assets
available to build the future in a rapidly changing world.

Nicolas THERY
Chairman of CIC

Daniel BAAL
Chief Executive Officer of CIC
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Activity

520 S0P,

90 20,092

| "RA Y EMPLOYEES*

1 87 4 Internationally
y 5 BRANCHES
BRANCHES 32 REPRESENTATION OFFICES
IN FRANCE
17 PRIVATE BANKING LOCATIONS
7 PRIVATE EQUITY LOCATIONS
* Full-time equivalent.
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Financial results

Income statement

(in € millions]

Dec. -19 Dec.-18 Dec. -17

Net Banking Income 5,213 5,021 4991
Gross operating income 1,962 1,855 1,888
Net profit 1,468 1,395 1,288
Cost/income ratio 62.4% 63.1% 62.2%
Capital 13.7%
13.0%  12.9%
/ CET1ratio .\\‘
16.0%
15.3%
/ Overall solvency ratio .\‘\Bf%
4.5%

/ Leverage ratio

42% 41%

2019 KEY FIGURES

Balance sheet
TOTAL ASSETS EQUITY
(in € millions] (in € millions)
313,830
294704~ =
264,840 I I 15123 15101 1i3
2017 2018 2019 2017 2018 2019
CUSTOMER DEPOSITS CUSTOMER LOANS

(in € millions)
188,620 188,523

(in € millions)

Data calculated

without transitional measures. 2017 2018

Breakdown of NBI and
net profit for the period
by business line

. .2?%

Corporate banking: 7%
Capital markets: 6%

Private Equity: 5% 717
o
36%
Private banking: 9%
Corporate banking: 8%
Capital markets: 5% b4%

Private Equity: 14%

@ Retail banking @ Specialized business lines

169,306 171,952
| 15I2060 I I I I

2019 2017 2018 2019 2017 2018 2019

Ratings

Standard & Poor’'s  Moody’s Fitch Ratings
At 11/25/2019 At11/04/2019 At 03/30/2020*
+
LT/ST counterparty** AA 1 A: ?1/

Issuer/LT Preferred senior debt

QOutlook

ST Preferred senior debt

Intrinsic rating***

*The “Issuer Default Rating” is stable at A+.

** The counterparty ratings represent ratings from the following agencies: Resolution Counterparty
at Standard & Poor’s, Counterparty Risk Rating at Moody’s and Derivative Counterparty Rating at
Fitch Ratings.

***The intrinsic rating corresponds to the “Stand Alone Credit Profile (SACP)” from Standard & Poor’s,
the “Adjusted Baseline Credit Assessment (Adj. BCA)” from Moody’s and the “Viability Ratings”
from Fitch.

Standard & Poor’s: Crédit Mutuel group rating.

Moody’s: rating for Crédit Mutuel Alliance Fédérale/BFCM and CIC.

Fitch Ratings: Crédit Mutuel Alliance Fédérale rating.
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NOUVEAUMONDE

ENSEMBLE#NOUVEAUMONDE: CIC ROLLS OUT THE
2019-2023 STRATEGIC PLAN OF ITS PARENT
COMPANY, CREDIT MUTUEL ALLIANCE FEDERALE

Persistently low rates, radical shifts in attitudes and behaviors, increasing regulatory pressure and the
arrival of digital multinationals and neo-banks in the financial sector — banks face major challenges.

The Crédit Mutuel Alliance Fédérale ensemble#nouveaumonde strategic plan addresses these
developmental and transformational challenges. It maps out the strategic direction and ambitions of
Crédit Mutuel Alliance Fédérale for 2019-2023 by using technology for the benefit of the people. CIC is
fully signed up to these ambitions and is rolling out the commitments of the ensemble#nouveaumonde
strategic plan on a daily basis.

THE COMMITMENTS OF THE
ENSEMBLE#NOUVEAUMONDE STRATEGIC PLAN

#3. INNOVATION

be an innovative,
multi-service bank
Diversify and support

all our customers’ projects

#1. RELATION

Be the reference relational
bank in a digital world

Transform the customer
experience and relations

#2. COMMITMENT

Be a committed bank in tune
with a changing world

Simplify our organization
and support all employees

CIC | 2019 UNIVERSAL REGISTRATION DOCUMENT www.cic.fr




STRATEGY

2019: Year 1 of the
ensemble#nouveaumonde
strategic plan of Credit Mutuel
Alliance Federale

Concrete actions to serve the strategic ambitions of Crédit Mutuel
Alliance Federale

BOOSTING COMMERCIAL EFFICIENCY

Enhanced customer-advisor Ongoing Simplified brand
relations thanks to digital diversification architecture
technology m roll-out of a box offer to complete m implementation of a new brand
the telephony offer; architecture that reinforces the visibility

m implementation of the “natural language”
Interactive Voice Server; m reinforcement of insurance offers

for professionals and businesses:

automotive fleet insurance, personal

of the Crédit Mutuel and CIC brands
_ _ and makes the group’s business
m roll-out of the customer-advisor relations line expertise more visible;

interface on website and mobile;

_ _ risk insurance for self-employed workers m strengthening of the asset management
= development of online banking and ten-year civil liability insurance. business lines with the creation of
functionalities; Crédit Mutuel Investment Managers.
m reinforcement of the advisor’s relations
management tool;

m roll-out of new virtual assistants
and optical character recognition.

SUPPORT FOR EMPLOYEES IN TRANSFORMATION

m 6.4% of payroll dedicated to training; m an active policy of openness, with the recruitment
of 3,500 employees on permanent contracts each year

= new training and support paths in digital technology within the scope of Crédit Mutuel Aliance Fédérale;

and detection of potential;
m an increase in the number of work-study students within
Crédit Mutuel Alliance Fédérale with a target of +40% over
three years (including 25% from the city’s priority neighborhoods),
with an open-ended contract offered in 80% of cases.

m strengthening the policy for gender equality.

REQUIREMENT OF SUSTAINABLE COLLECTIVE PERFORMANCE

Fight against global warming Digital privacy protection
m Strengthening of industry policies to fight against the use of coal m deployment of a private and secure cloud at Crédit Mutuel
and non-conventional hydrocarbons. Alliance Fédérale’s production sites;

m construction of new data centers equipped with the latest
technology and aiming at the highest level of Tier IV Build
certification.

CIC | 2019 UNIVERSAL REGISTRATION DOCUMENT
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PRESENTATION OF CIC
Organization of CIC

1.1 ORGANIZATION OF CIC

CIC consists of: m b regional banks, each which conducts business within a fixed
m CIC (Crédit Industrial et Commercial), the holding  and geographic area;
head-of-network bank, which is also a regional bank in lle-de-France, m institutions specialized by business line and shared-service
which carries out investment, financing and market activities for all companies in the Crédit Mutuel Alliance Fédérale.

of Crédit Mutuel Alliance Fédérale;

2019 SIMPLIFIED ORGANIZATION CHART

C' C

HOLDING SPECIALIZED BUSINESS LINES
CIC Corporate
BANKING NETWORK Structured financing
N International activities
lle-de-France CIC Marchés
CIC Market Solutions
CIC Private banking
BANKING SPECIALIZED BUSINESSES
NETWORK BY BUSINESS LINE

0, 0,
100% » cic Private [ :ELGIL Banque Bangque CIC 10| 0%
Nord Ouest banking [RUELEEELIETE de Luxembourg [Switzerland)

0, 0,
100% > HOECICH Credit Mutuel 10. 0%
Equity UL
100% Asset 24% 100%
— Crédit Mutuel Crédit Mutuel -

Sud Ouest Management VR Epargne
Management Salariale

95% 100% 54%

Factoring [RECLIENTIIE Crédit Mutuel Crédit Mutuel
and leasing [EACILL Leasing Real Estate
Lease

100%
S e

L)
100% cic 16%
Eumm—ll Lyonnaise Insurance [l
de Banque Assurances

du Crédit Mutuel

This organization chart is simplified and incomplete.
The percentages indicate how much is controlled by CIC within the meaning of Article L.233-3 of the French Commercial Code.
Companies not controlled by CIC (less than 50%) are also held by Crédit Mutuel. They are therefore controlled within the meaning of the same article by Crédit Mutuel Alliance Fédérale.

CIC | 2019 UNIVERSAL REGISTRATION DOCUMENT



1.2 BUSINESS LINES

1.2.1

Retail banking is CIC’s main business and it represented 71% of its net
banking income at the end of 2019. Retail banking, which is CIC's core
trade, includes the banking network (composed of five regional banks
and CIC in lle-de-France) and the specialized activities whose products
are marketed by the network: insurance brokerage, real estate and
equipment leasing, factoring, asset management, employee savings
plans, and real estate. Supported by the expertise of its
20,092 employees, retail banking meets the needs and expectations of
5.22 million customers.

Retail banking®

CIC establishes a close relationship with its customers through an
efficient, effective and modern omni-channel organization Customers
can therefore choose between obtaining advice at one of the 1,874
points of sale in France or using more independent technological tools
(websites and mobile applications).

CIC’s business model strives for excellence in customer service, an
ambition that is regularly rewarded. In 2019, CIC was ranked no. 1 at the
BearingPoint-Kantar Podium for Customer Relationship in the banking
sector.

In 2019, network provides continuous support for its customers and
their project financing activities. In 2019, the network’s credit
commitments grew by 5.9%, driven by home loans (+64.1%) and
investment loans (+7.9%). Outstanding deposits grew by 11.5% due to
accounts payable, saving accounts and fixed-term deposits, which are
mainly held by companies and professionals. There has been a net
increase in life insurance outstanding in a highly competitive
environment. In the diversification sectors, sales of products and
services to customers continued their commercial momentum with
increases in the number of contracts for remote banking (+8.7%),
Homiris theft protection (+4.4%), mobile telephony (+5.7%) and
electronic payment terminals (+3.6%).

1211

CIC's retail banking offers a range of products and services for a
diverse clientele, which includes individuals, professionals, farmers,
non-profit organizations, and businesses.

The network’s markets

1.2.1.1.1  Market for individuals

A core activity at CIC, the market for individuals meets the demands of
non-professional persons. As a partner that supports its customers’
goals and collective projects, CIC is pursuing its development strategy
in order to offer customized, cutting-edge services. In addition to
products dedicated to maintaining current accounts, savings,
insurance, and financing solutions - through the supply of loans - CIC
offers its 4.19 million individual customers services to facilitate their
daily lives with, for example, a mobile phone offer, Internet box or the
e-cyclo offer, a bike rental service with electric assistance. Thanks to
its multi-service positioning and its keenness for customer service, CIC
is growing year after year on a continuous basis in this customer
segment.

PRESENTATION OF CIC

Business lines

The need for immediate customer service and the mobile app’s appeal
have translated into an increase in subscribers for the online banking
offer (+8.7% in 2019). The service had more than 645 million
connections over the year, more than half of which were made via
mobile applications.

In 2019, as a continuation of developments initiated in 2018, CIC
continued during 2019 to improve certain remote features enabling
customers to be ever more autonomous (e-insurance claim declarations
and online loan subscriptions). In addition, CIC continued its
commitment to support entrepreneurs in esports, with an enhanced
program, including a new partnership with the French league of the
League of Legends, the first e-sport game to have exceeded one million
players in France and the most practiced in the world. After a first
edition in 2018, CIC is also supporting its second edition, the CIC Esport
Business Awards, a major call for projects open to e-sport
entrepreneurs.

1.2.1.1.2  Market for professionals

The market for professionals offers a clientele of more than 717,000
artisans, merchants and liberal professions a complete range of
solutions to meet their needs in terms of financing, account
management, and savings. It also offers solutions for executives and
employees with regard to employee savings plans, provident schemes
and health plans.

In order to respond in an appropriate manner to the various segments in
this market, CIC has nearly 2,600 account managers specialized in the
management of professional customers. Relying on targeted and
suitable commercial operations, the number of professional customers
grew by 2.6% in 2019.

In 2019, CIC had new offerings for its professional customers. The
ten-year guarantee for structural defects now offers a full range of
insurance products to building professionals. The digitalization of offers
made it possible to respond even more quickly to financing requests.
CIC continued its communication activities (radio campaign, etc.] and
expanded its presence at events related to professional customers
(trade shows, conferences, etc.). CIC also pursued various partnerships
for professionals. As part of its support for the creation of enterprises,
for ten years CIC has partnered with the Union des Auto-Entrepreneurs
(Association of Self-Employed Entrepreneurs) and worked alongside
them at various trade shows. CIC has also been a partner with the
Moovije for 10 years, which supports young people between the age of
18 and 30 in entrepreneurship. Lastly, agreements with some retail
networks (franchises and business partners) continued to develop.

12.1.1.3 The agricultural market

CIC responded to the specific needs of grain farmers, stock farmers,
and winemakers, by providing dedicated offers and products adapted to
better meet the needs of their trades and their specific risks. CIC
responded to the specific needs of grain farmers, stock farmers, and
winemakers, by providing them financing, account management,
savings, and insurance-related products. In addition to day-to-day
operation offerings, CIC offered solutions to insure their crops, to
anticipate and manage the price risk on their agricultural products, or to
build up precautionary savings.

(1) Outstanding amounts are average aggregate amounts and outstanding savings are non-capitalized.

CIC | 2019 UNIVERSAL REGISTRATION DOCUMENT
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PRESENTATION OF CIC

Business lines

To this end, CIC relied on approximately one hundred account managers
specialized in managing its agricultural customers. With this dedicated
offering, CIC had more than 43,700 customers in 2019, up 3.6%. 2019
was an excellent year after a year of consolidation in 2018, following
the climatic hazards of 2016-2017.

The year 2019 was marked by the launch of the digitalization project for
the two flagship products CICAGRI (equipment financing on-site at
equipment dealers) and CIC-APPRO (financing the purchase of supplies
directly at farm suppliers). This process helped secure and develop
CIC’s relationships with partners. In the renewable energy sector, CIC
continued its development with the financing of around €40 million of
loans in the agricultural sector.

12114 Market for non-profit organizations

CIC has a full range of services dedicated to associations, foundations,
work concils, and non-profit organizations (non-profits), and adapted to
their needs, regardless of their size. The products offered cover their
needs for account management - including the tracking and collecting
of donations and contributions - savings, financing, insurance and
employee savings plans. CIC also helped customers that wish to
financially support associations whose corporate purpose is focused on
helping and supporting people in difficulty.

Driven by a dynamic to penetrate the market, notably through
developing relations with communities of property owners but also local
associations, activity in the non-profit market was boosted in 2019. The
number of customers in this segment grew overall by 4.9% to more than
125,000 customers.

2019 was marked by the introduction of the Pay Asso product, a new
cashing solution for associations that is characterized in particular by
the free™ donation collection service. CIC, already a partner of the
French Swimming Federation (Fédération frangaise de natation) and the
French National Yachting and Sea Fishing Federation [(Fédération
nationale de la plaisance et péche de mer), pursued its sponsorship
policy by signing new partnerships in sport this year with the French
Cycling Federation (Fédération francaise de cyclisme) and the French
Video Gaming Federation (Fédération frangaise de jeu vidéo).

1.2.1.1.5  Market for businesses

Historically, CIC is a partner to businesses. It provides them with
solutions built specifically around their various needs: day-to-day
business management, development strategy, human resources,
company transfers, innovative startups/companies, and real estate
professionals. In addition to its offerings designed for businesses, CIC
also offers a range of products dedicated to the wealth management of
executives. At the heart of its loyalty and conquest system, CIC has
more than 600 account managers dedicated to this market. Their
expertise, their capacity for innovation, and the quality of their
follow-up actions convince more and more companies to join the
network. In 2019, the number of CIC corporate customers continued to
grow. At the end of the fiscal year, CIC had more than 142,000
corporate customers.

The year 2019 was marked by the operational start of the partnership
signed at the end of 2018 with the European Investment Bank, which
provides shared financing with this institution of amounts ranging
between €5 and €50 million. The offering for startups and innovative
companies is enhanced by CIC Start Export to help them in their
international development and CIC Start ComFi for their communication
needs during fundraisers.

(1) Offer limited to 1,500 donations per calendar year.

CIC | 2019 UNIVERSAL REGISTRATION DOCUMENT

In terms of technology in 2019, CIC has launched a new version of CIC
e-facture (e-billing), its electronic invoice management service, which
attracted great interest from companies. The telephony offering
expanded to include new phone fleet management tools that can
handle up to several thousand terminals. 2019 was the year for the
launch of the electronic signing of remote contracts via Filbanque, with
the aim of a gradual extension of this functionality to most of CIC's
products and services. Lastly, the security of remote banking
operations was enhanced with the widespread use of strong
authentication solutions in line with the Payment Services Directive
(PSD).

1.2.1.2

1.2.1.2.1 Insurance

The group Assurances du Crédit Mutuel Group (GACM) is a major player
in property and personal protection insurance in France, covering the
needs of private individual, professional and corporate customers.
Backed by nearly 50 years of experience in banking and insurance, the
business of GACM is fully integrated in Crédit Mutuel Alliance Fédérale
on commercial and technological levels. The distribution is done
primarily through the CIC network. GACM accompanies its policyholders
on a day-to-day basis to protect their families, property, professional
activity or even their businesses.

Support businesses to retail banking

Regarding life insurance, GACM offers its customers solutions to
diversify their savings, finance projects, prepare for retirement, or
transfer capital through a range of management services comprising
packaged formulas, guided management, and arbitration mandates.

It markets personal insurance products covering personal property
(auto insurance, home insurance] as well as business activity
(premises, equipment, vehicle, civil liability and legal protection). The
e-declaration is a quick way to file a home or auto claim in a few clicks,
24/7. More than 400,000 e-declarations were made in 2019
representing more than one in four claim declarations.

The healthcare insurance offer provides cover which matches the
profiles and needs of the insured. All the insurance contracts provide
access to the Carte Avance Santé which enables policyholders to pay
their healthcare expenses without being debited immediately. The
personal risk insurance offer anticipates the consequences of
dependency or funeral arrangements with a range of products which
includes an annuity or assistance payments.

GACM's loan insurance covers the loans contracted by private
individuals professionals and businesses against unforeseeable
circumstances.

In 2019, the insurance activity covered more than 12.5 million
policyholders (+2.7%), of which 25.9% were CIC customers. It generated
revenues of €12.2 billion, up 1.2%, of which €3.7 billion or 30.8% were
generated within the CIC network. For life insurance, gross premium
income fell to €6.7 billion. GACM's strategy to improve the
diversification of life insurance contracts for its policyholders, both for
the inflows and the assets under management, continued in 2019.

www.cic.fr



Revenue from property insurance has increased due to home and auto
insurance. The professionals and businesses market is increasingly
significant, with the deployment of several new offers, including a
10 year profesional liability insurance policy and a review of auto fleet
and group health insurance products. The insurance of people is a large
area for development and a growth vector for GACM. The 2019 fiscal
year, sustained by a new individual health care offer deployed in
April 2018 and the recasting of the personal risk insurance offer for
self-employed people in 2019, closed with increased revenue. Loan
insurance is continuing to develop sustained by the marketing of an
offer which has been rethought and adapted to the new regulatory and
competitive environment.

GACM continued to implement its strategy of improving its products
and services for policyholders in 2019. The websites and mobile
applications continue to be enriched with new functionalities. It is now
possible to obtain an estimate and take out personal accident insurance
using a mobile application. GACM'’s exclusive advantage for credit
protection insurance of maintaining medical approval for a new loan if
the main residence changes has already benefited over 100,000 people.
Since the end of 2019, individual personal risk and credit protection
policy holders have been able to declare online the extension of their
medical leave and consult the progress of their application. Services for
home insurance claims improved in 2019 especially in-kind
compensation and remote appraisal services

Finally, technological innovations are enabling customers’ incoming
calls to be distributed between the different management centers more
effectively, thus reducing waiting times and providing personalized
assistance. These developments are part of GACM's strategy to simplify
actions for customers and to offer them efficient quality service, thus
boosting customer retention.

12.1.2.2 Asset management

With almost €60 billion of outstandings on December 31, 2019, Crédit
Mutuel Asset Management (formerly called CM-CIC Asset Management)
is France’s 4" largest asset management company™. It offers third
parties a large range of funds and asset management solutions. Crédit
Mutuel Asset Management is present in all classes of assets and all
styles of management. Its strategy prioritizes the balance between the
search for performance and the control of risk to satisfy the
requirements of the different segments of its clientele of private
individuals, businesses and institutions. It also has a wide range of
employee savings funds.

Crédit Mutuel Asset Management incorporates non-financial and ethical
criteria, such as environmental and social considerations, into its
management strategy and corporate governance, and it offers 15
certified solidarity- and sharing funds. In 2019, the company created
and marketed its first ESG fund, collecting over €140 million.

The expertise of Crédit Mutuel Asset Management's teams, with over
250 employees including 50 managers, has been acknowledged on
several occasions. The company received three golden trophies award
during the fiscal year from “Le Revenu” magazine: Best range of funds
over three years, Best diversified range of funds over three years, and
Best range of bond funds over three years. The Mieux Vivre Votre
Argent magazine also granted awards to three funds for their
performance. Finally, in 2019 Crédit Mutuel Asset Management won the
Pedagogy Prize at the 19th Investor Awards Ceremony.

(1) Source SIX, December 2019
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The takeover of the fund managed by Milleis Investissements, the asset
management company of Milleis Banque, was finalized in May 2019.
This takeover enlarges the UCIs range with expertise targeting high net
worth customers, private banks and institutions. In parallel Crédit
Mutuel Asset Management signed a partnership agreement with Milleis
Banque giving its customers access to a selection of funds managed by
Crédit Mutuel Asset Management.

Crédit Mutuel Asset Management remodeled its communication and
fund management reporting at the end of 2019, by creating a new
“Responsible Finance” label to reinforce its visibility as a fund manager
committed to responsible and durable finance. This seal highlights the
company’s expertise and is placed on the documents, communications
and reporting relating to responsible finance. Crédit Mutuel Asset
Management is continuing this learning curve by its new publication
called “Corentin et la finance responsable” of which the first episode
was published online in September 2019.

Since the beginning of 2020, Crédit Mutuel Asset Management has
relied on Crédit Mutuel Investment Managers, the center of expertise of
Crédit Mutuel Alliance Fédérale dedicated to asset management, to
market its offer. To this end, Crédit Mutuel Asset Management created
a new open-end investment company under French law (Sicav] in order
to facilitate international marketing. Crédit Mutuel Investment
Managers aims to promote, through a multi-boutique platform, the
investment solutions of six management structures of Crédit Mutuel
Alliance Fédérale - including Crédit Mutuel Asset Management - which
total more than €90 billion in assets.

1.2.1.2.3 Employee savings

Crédit Mutuel Epargne Salariale (formerly called CM-CIC Epargne
Salariale) is Crédit Mutuel Alliance Fédérale’'s specialized business
center for the custody account keeping and management of employee
savings accounts. It offers dedicated and personalized support to
companies and their employees to assist them set up employee savings
and retirement plans. The offers are distributed by all CIC branches -
under the CIC Epargne Salariale brand - and through the Crédit Mutuel
branches - under the Crédit Mutuel Epargne Salariale brand - as well
as by a network of accounting firms. Crédit Mutuel Epargne Salariale is
active on all markets but stands out through its turnkey offer for
companies with less than 50 employees.

Crédit Mutuel Epargne Salariale has over 1.34 million employee savings
accounts and 59,775 client companies with overall outstandings
managed of €9.6 billion. 2019 was marked by the abolition of the
corporate tax (forfait social), calculated on employee profit-sharing and
employer contribution for companies with less than 50 employees and
on incentive schemes in companies with less than 250 employees. This
had a significant effect on the distribution of contracts, which grew by
22.3% or more than 15,750 new contracts. Gross intake reached an
historic level of €1,484.7 million (+10.6%) including €325.5 million
(+22.5%) for payments on new contracts.

Crédit Mutuel Epargne Salariale won the Mieux Vivre Votre Argent Long
Term 2019 Award for the quality and performance of its company
employee mutual funds (fonds communs de placement d’entreprise).

Investment in digital continued during the 2019 fiscal year. All websites
now incorporate responsive web design. Savers now have access to an
e-learning platform which provides training on how an employee
savings scheme works and which explains the principles and special
features. Crédit Mutuel Epargne Salariale also offers a robo-advisor
which provides targeted information on asset allocation according to
the saver’s profile (age, projects, risk sensitivity, etc.).
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1.2.1.2.4 Financing and management of customer
receivables

Crédit Mutuel Factoring (formerly called CM-CIC Factor] is Crédit Mutuel
Alliance Fédérale’s factoring subsidiary. Specialized in the management
and financing of customer and vendor trade receivables and payables,
Crédit Mutuel Factoring has over 400 employees. It is involved in the
short-term financing of more than 10,000 corporate and professional
customers, both in France and abroad. Crédit Mutuel Factoring offers a
wide range of solutions for factoring and for management of notified
professional receivables [Dailly).

These offerings are accompanied by complementary services, including
the tracking of customer receivables, collections, cash inflows, and
insolvency guarantees. Crédit Mutuel Factoring also deploys digital
offerings such as e-defact receivable dematerialization or e-mediat online
financing. All offerings are marketed by a sales team based throughout
France, in the Crédit Mutuel banks under the brand Crédit Mutuel
Factoring and in CIC branches under the brand CIC Factoring Solutions.

In 2019, driven by a factoring market still growing in France (+11%" at
September 30, 2019), the volume of receivables purchased outperformed
the market and showed growth of 11.8%. At the end of the year,
outstandings amounted to €6.3 billion.

In 2019, Crédit Mutuel Factoring launched the pan-European factoring
offering for French groups with one or more subsidiaries abroad and
wishing to centralize their factoring contracts in the parent company. Its
intervention scope covers nine European countries [Great Britain,
Germany, the Netherlands, Belgium, Luxembourg, Switzerland (via Banque
CIC Suisse), Spain, Italy, and Portugal).

12.1.2.5 Real estate leasing

A major player in the French real estate leasing market, Crédit Mutuel
Real Estate Lease (formerly named CM-CIC Lease] meets the real
estate investment needs of companies, professionals, social economy
players and institutions, and Crédit Mutuel Alliance Fédérale customers.
It offers them financing solutions in real estate leasing adapted to the
acquisition or construction of all kinds of business real estate:
commercial, logistics, industrial premises, health establishments,
offices or hotels. Crédit Mutuel Real Estate Lease draws on the
technical, legal, tax, financial, and regulatory expertise of its specialists
in the regions in close collaboration with Crédit Mutuel's local banks
under the Crédit Mutuel Real Estate Lease brand, and with CIC's
branches under the CIC Real Estate lease brand.

The digital tools installed in the banking networks during the year 2019
enable it to adapt to its customers’ expectations due to the
instantaneous production of financing studies for real estate leasing
projects.

Crédit Mutuel Real Estate Lease granted over €900 million of lease
financing in 2019, bringing its outstanding loans to €5.3 billion at the
end of the fiscal year.

12.1.2.6 Equipment leasing

Specialized for more than 50 years in the financing of movable capital
equipment leasing and operating leases, Crédit Mutuel Leasing
(formerly called CM-CIC Bail) offers adapted leasing solutions to
investment projects by individuals, non-profit organizations,
professionals, and companies, in France and internationally. It
distributes its products mainly under the “CIC Leasing” brand within the
CIC network.

(1) Source: French Assaciation of Financial Companies - statistics 2019.
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In France, Crédit Mutuel Leasing relies on a largely decentralized
organization, as close as possible to the networks and customers,
making available cutting-edge technology, thorough comprehensive
appraisals, and quality advice. Its bilingual and bicultural teams in the
Benelux countries, Germany and Spain put their expertise to work for
customers thanks to dedicated leasing solutions, and also through
framework agreements that meet the needs of the parent company and
its subsidiaries.

In 2019, in a context of increasing interest among young people for leasing,
Crédit Mutuel Leasing continued its development momentum. Overall
production was at €4.9 billion, increasing by 4.2% compared to 2018. The
outstanding at the end of 2019 totaled €9.4 hillion. The international
business continued to grow and represented 20% of overall business at
the end of 2019.

Crédit Mutuel Leasing launched its “Eco-mobility” offer in 2019 for
private individuals in tandem with Crédit Mutuel Alliance Fédérale’'s
commitment to the energy transition of its customers. offer enables the
banking networks’ customers to renew their vehicle while reducing
their carbon footprint with attractive hybrid or electric vehicle rental
solutions. This offer was extended to businesses in September 2019.
Crédit Mutuel Leasing is also continuing its digital conversion by
developing a totally digitized journey for car configurations and
financing proposals for Crédit Mutuel Alliance Fédérale through CIC's
and Crédit Mutuel's websites and mobile applications. It provides
access, completely independently, to over 7,000 models and allows
customers to obtain a leasing offer which is adapted to their
requirements (duration, financial contribution, mileage, and budget).

1.2.2

The corporate banking business line meets the strategic challenges of
Crédit Mutuel Alliance Fédérale’s key account and institutional clientele
with a global approach to their needs. The corporate banking business
line offers specialized financing and international development
solutions which are tailored to each customer's requirements through
its teams based in France and in CIC's subsidiaries abroad (London,
Brussels, New York, Singapore, and Hong Kong). It also supports the
action of the businesses networks for their large customers..

Corporate banking

12.2.1 CIC Corporate: large companies and

institutional investors

CIC Corporate is the entry and contact point for Crédit Mutuel Alliance
Fédérale’'s large corporate customers which it supports in their
development, as part of a long-term relationship. CIC Corporate therefore
works with large French or foreign industrial corporate clients (companies
with revenue of over €500 million), institutional investors (insurance
companies, pension funds, etc.), and public or para-public organizations
(large non-profit organizations or social organizations). Structured by
economic sector, CIC Corporate’s team comprises sales staff who are
each responsible for a customer portfolio and provide personalized advice
and solutions tailored to each need, activity and sector, by drawing on
and coordinating the expertise of Crédit Mutuel Alliance Fédérale’s
business lines.

www.cic.fr



1.2.2.2 Structured financing

CIC’s structured financing department supports Crédit Mutuel Alliance
Fédérale’s business customers’ projects through four business lines:
acquisition financing, project financing, asset financing, and
securitization. CIC offers support solutions which fit each type of
transaction in France and abroad through its branches in New York,
London, Hong Kong and Singapore. CIC also offers a management
activity to third parties through the CIC Private Debt management
company.

CIC's acquisitions financing business line supports customers’ projects
for corporate transfer, external growth and development. It provides its
structuring expertise and know-how in structuring with financing
adapted to each type of transaction.

After performing an in-depth analysis of the project, CIC proposes
customized financial packages for project financing. It draws on the
expertise and experience of a dedicated team of project analysts. CIC is
notably involved in project financing in the energy and infrastructure
fields. It has specific expertise in renewable energies: terrestrial and
maritime wind turbines, solar energy and biomass. Although the
geographic distribution of outstandings is dominated by Europe [two
thirds of outstandings in 2019), CIC is also regularly involved in
international projects, in particular in the Asia-Pacific and the Americas.
In 2019, CIC was the co-arranger and refinancing agent for the Boralex
parks, the largest refinancing ever performed in France in renewable
energies for a total amount of €1.1 billion.

CIC’s asset financing business line offers its expertise to Crédit Mutuel
Alliance Fédérale’s clients in France and abroad, especially in the fields
of aeronautics (aircraft fleet financing), maritime cargo transport
(financing transport vessels, container ships, bulk carriers, tankers],
maritime passenger vessels (ferries, cruise ships), containers, and
energy (financing of methane carriers and offshore oil production
platforms). In 2019, the business line launched a rail sector financing
activity.

CIC's securitization business line obtained its own “Satellite”
refinancing pipeline in 2019. This enables CIC to refinance the bank’s
securitization operations with its corporate clientele.

CIC Private Debt (formerly called CM-CIC Private Debt) is a leading
player in disintermediated financing for SMEs and European mid-caps. It
has a reactive and independent team of 20 employees. CIC Private Debt
offers a complete range of private debt with four financing solutions:
mezzanine and unitranche, midcap senior financing, senior largecap
financing, and infrastructure financing. CIC Private Debt, which has nine
funds under management, managed €2.3 billion of assets at the end of
2019. As a responsible investor, CIC Private Debt, has adopted an ESG
Charter which applies to the whole team and the funds under
management. CIC Private Debt has also signed the Principles for
Responsible Investment and the France Invest Charter.

PRESENTATION OF CIC
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1.2.2.3 International operations and

activities

The international realm being one of the engines of growth of its
business customers, CIC, via its International Business Department,
provides a comprehensive range of products to address the issues of
international development. CIC advises companies from France and
through its five subsidiaries and 32 representation offices abroad
enabling it to cover some fifty countries.

CIC offers banking services and products intended to guarantee,
safeguard and finance international business transactions:
documentary letters of credits, international guarantees, cash-flow and
currency risk management, financing of operations and working capital
needs. Managed by a unique activity center (ISO 9001), international
transaction processing is spread across France in five regional hubs to
ensure close collaboration with business offices. In 2019, the Trade
Services online documentary transactions management tool provided
new functionalities for simplifying and facilitating the dematerialized
processing of transactions: concise overview of tasks to be performed,
management of import letters of credit, due dates, statistics, reporting.

By complementing its traditional vocation as a trusted intermediary in
international business transactions, CIC Aidexport, CIC's specialist
subsidiary, offers its customers a tailored and modulable offer of
support and advice for international development. The specialists work
closely with the network’s account managers and with the support of
the branches and international representation offices to draw up a
multi-market targeting, select partners, assist with commercial or
industrial implantation and offer detailed and realistic analysis of the
market concerned. During 2019, CIC Aidexport assisted 200 companies.

Besides Crédit Mutuel Alliance Fédérale’'s networks in Germany, Spain
and Switzerland, customers are supported abroad by CIC’s international
branches and representation office as well as strategic partnerships.
The five branches located in the United Kingdom, the United States,
Hong Kong, Singapore and, since 2019, in Belgium, and the 32
international representation offices provide the clientele and Crédit
Mutuel Alliance Fédérale’s specialist business lines with their expertise
and knowledge of the regional markets thus contributing to developing
the customers’ activities abroad. The purpose of the branches is to
support and finance corporate customers in the world’s strategic zones.
The representation offices - and the four international development
offices within the branches - have as their primary mission to assist
Crédit Mutuel Alliance Fédérale’s customers in their plans for growth, in
maintaining effective relationships with local banks and in responding
to customer requests and needs [market information, search for a
distributor, a supplier, a commercial agent, etc.), and intervening locally
on behalf of Crédit Mutuel Alliance Fédérale’s other business lines in
close cooperation with the CIC Aidexport branch. Lastly, the support
provided to customers abroad relies on strategic partnerships in
Canada with Desjardins, in China with Bank of East Asia, in the Maghreb
with Banque Marocaine du Commerce Extérieur and Banque de Tunisie.
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1.2.3
1.2.3.1

Capital markets™

Capital markets at the service of
Crédit Mutuel Alliance Fédérale
customers

CIC Market Solutions (formerly called CM-CIC Market Solutions] is the
department within CIC in charge of capital markets and post-market on
behalf of the customers of Crédit Mutuel Alliance Fédérale. CIC Market
Solutions offers corporate customers and financial institutions solutions
within the scope of their overall relationship with Crédit Mutuel Alliance
Fédérale.

With €2.0 billion of structured EMTNs issued in 2019, CIC Market
Solutions offers its corporate customers and financial institutions an
original and high performing range of investment products, using CIC's
and Stork Acceptance SA’s EMTN issuance programs. Underlying these
products may be rate instruments, credit instruments or equity
instruments. This offer is mainly marketed to business customers and
individuals in the Crédit Mutuel Alliance Fédérale networks.

CIC Market Solutions also advises and accompanies corporate
customers and financial institutions in their risk hedging issues in terms
of interest rates, exchange rates and commodities. After analyzing their
needs, CIC Market Solutions provides its customers with standard
hedging solutions as well as tailored, fully customized solutions. In
2019, more than 100,000 hedging transactions were processed by
corporate customers. CIC Market Solutions operates in about 30
deliverable and about 20 non-deliverable currencies. Furthermore, it
hedges the main raw materials: oil and oil derivatives, industrial metals
and agricultural commaodities.

CIC Market Solutions is the group’s activity center for financial
transactions in capital markets and other financial operations and was
involved in 50 primary bond and equity operations in 2019. CIC Market
Solutions also proposes corporate brokerage solutions to corporates
(liquidity contract, share buyback, corporate execution, reclassification
of shareholdings], securities services for issuers (keeping the
shareholders’ register, preparing and holding shareholders’ meetings,
financial  services for security transactions] and financial
communication and market access services (financial communication
advice, sponsor listing, sponsored financial analysis and roadshows).

CIC Market Solutions also has a range of dedicated services to support
and advise financial institutions whether they are asset management
companies or institutional investors: investment decision assistance
solutions, execution and post-market solutions, custody account
keeping and depository solutions for UCITs and AlFs. With over 130
deposited management companies and over 31,000 administered
customer accounts, CIC Market Solutions is the leader on the portfolio
management companies and independent UCI's segment for custody
account keeping and the depository function.

CIC Market Solutions draws on the expertise of its analysts ([economics
and strategy, equity and credit) and on the European ESN LLP
(European Securities Network] partnership to assist financial
institutions in their investment decisions by offering them a large
coverage of 350 European companies. Finally CIC Market Solutions
advises on the execution of a varied range of financial instruments:
hedging, bonds, equities, ETF, derivatives. CIC Market Solutions, Inc., a
broker-dealer subsidiary of CIC is the chaperone broker in the United
States for the brokerage of CIC Market Solutions in France.

In 2019, CIC Market Solutions continued its digital strategy and
developed new functionalities for its mobile application. Launched in
July 2018, the mobile application gives Crédit Mutuel Alliance Fédérale
customers a live and replay audio-video access to the expertise of CIC
Market Solutions’ economists, analysts and market operators.

1.2.3.2 Fixed income-equities-credit

investments

The fixed income-equities-credit investment activity essentially covers
the buying and selling of securities acquired with the intention of
holding them long- term, as well as transactions on financial
instruments related to them. These transactions performed by CIC
Marchés in its balance sheet, give Crédit Mutuel Alliance Fédérale
control over the main market products which are necessary for its
customers and itself, The investment strategy is to achieve positive
performance by limiting the volatility of the activities’ financial results
from these activities. The expertise deployed is also used for Crédit
Mutuel Alliance Fédérale's alternative management company, Cigogne
Management SA, which CIC provides investment advice for.

The fixed income - equities - credit investments business line covers a
large range of financial instruments. It is divided into three desks: rate
desk (fixed income), equities desk (M&A special and hybrid operations)
and credit desk (ABS/MBS, corporate loans, financial institutions,
treasury securities). These activities are organized into specialties
defined by the Body of Rules. The teams in charge of these activities
conduct these transactions according to a strict framework of
limitations.

The profits in France and abroad in 2019 are in line with budgetary
forecasts and have clearly progressed compared to 2018 which saw a
widening of credit spreads at the year’s end. Cigogne Management SA’s
results improved on 2018 and compare favorably with indexes of
comparable classes of assets over the period. The performance of the
Stork Alternative Investment Fund, the primary investment support, is
in line with comparable indexes but with a lower volatility.

(1) The group’s cash management business is managed by the Banque Fédérative de Crédit Mutuel for all of Crédit Mutuel Alliance Fédérale branches, including CIC. Being a
matter of management of the banks’ balance sheet, the incomes are included in those of the group’s other activities or, failing that, in that of the holding company.
Refer to the Universal Registration Document of Crédit Mutuel Alliance Fédérale for more information.

CIC | 2019 UNIVERSAL REGISTRATION DOCUMENT

www.cic.fr



1.2.4 Private banking

The private banking business of Crédit Mutuel Alliance Fédérale is
focused on providing quality customer service, in accordance with the
profession’s best practices. It relies on several entities, each a unique
positioning. In France, the activity is provided by CIC Private Banking
and the Banque Transatlantique. CIC Private Banking, a branch
business line integrated into the CIC network, addresses first of all the
needs of business leaders. Banque Transatlantique offers custom
private banking services and stock-options; it also offers services
dedicated to a French clientele living aboard. Internationally, the group
has private banking entities in zones presenting strong growth potential
such as Luxembourg, Switzerland and Belgium.

These outlets offer, in France as well as abroad, a large range of
services with high added value to more than 180,000 customers.
Depending on its market and its capabilities, each entity may intervene
in other customer segments than just the private clientele.

The private banking business™ totaled €150 billion in assets under
management, €23 billion in loans and nearly 1,846 employees.

12.4.1 Private banking in France
12.411 CIC Private Banking

With 400 employees in more than 50 cities in France, CIC Private
Banking has been working with wealthy estates households and
business leaders to develop their personal and professional wealth for
more than 150 years.

CIC Private banking offers high added value services in the financial
engineering and wealth, asset allocation and financial management
fields. Working with wealth engineers, the private bankers meet with
business owners to identify their needs and determine appropriate
entrepreneurial and asset management strategy, and to offer tailored
solutions in synergy with the expert business lines in accompanying
companies in the network. CIC Private Banking benefits from the
national and international presence of the CIC network and its
representation offices worldwide.

In October 2019, CIC Private Banking launched a vast communication
campaign in the press on three themes - agility, proximity and vision -
to increase the visibility of its expertise in assisting its customers.
There is also a digital version of this campaign on the theme of “And
tomorrow” which uses videos presented by a well-known YouTuber
questioning young people about “tomorrow’s world”. 2019 saw the
launch of the new CIC Private Banking mobile application enabling its
customers to perform their banking transactions with their smart
phones whilst benefiting from the best digital standards. In June 2019,
CIC Private Banking was also awarded the silver trophy for the best
affiliated private bank at the Sommet du Patrimoine et de la
Performance.

PRESENTATION OF CIC
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1.2.4.1.2 Banque Transatlantique Group

Banque Transatlantique Group is one of the Crédit Mutuel Alliance
Fédérale entities responsible for the private management of Crédit
Mutuel Alliance Fédérale’s customers.

For more than a century, it has earned, through the distinctiveness of
its services and business lines, the confidence of its customers:
executive management, entrepreneurs, French citizens working abroad,
investors, large foundations and non-profit organizations. As a leading
player, Banque Transatlantique assists them in the management,
optimization and transmission of their assets. It has recognized
expertise in private banking and asset management, through its
subsidiary Dubly Transatlantique Gestion, as well as in the management
of managerial shareholding plans and stock options. It also provides
non-resident customers with experts trained in taxation and
international law. Banque Transatlantique also assists its customers in
carrying out their projects by integrating their philanthropic approach
into their wealth management strategy.

The 425 employees of Banque Transatlantique bring their expertise to
Paris and the regions, as well as to ten large cities around the world.
Banque Transatlantique regularly receives awards for its expertise. In
September 2019, Dubly Transatlantique Gestion won the trophy for the
best equity management over one year in the management companies
category awarded by Mieux vivre votre argent magazine for the
Corbeilles d'Or. Décideurs magazine once again ranked Banque
Transatlantique as a “must-have” bank in the “affiliated private banks”
category. At the start of 2020, Banque Transatlantique was, once again,
rewarded for the quality of its support for expatriates: the Magellan
Circle awarded it the Quality Label in the “Bank, assets and expatriate
accounts” category.

Banque Transatlantiqgue awarded three BT awards for the first time in
2019, within the scope of its human resources policy, to three
employees for their professional and interpersonal skills.

After winning numerous calls for bids throughout 2019, Banque
Transatlantique has consolidated its position as leader for managing
shareholding plans (stock options and free shares) for managers and
executive managers of large French and international companies.

The Banque Transatlantique’s endowment fund which acts as an
incubator for the bank’s customers continued to develop projects in the
general interest in the medical, cultural and reinsertion fields in
particular.

(1) Data on all private banking business [CIC Private Banking, Banque Transatlantique Group, Banque de Luxembourg and Banque CIC Switzerland].
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1.2.4.2 International private banking
network
12.421 Banque de Luxembourg

Banque de Luxembourg is a bank of reference in Europe, especially in
Luxembourg and Belgium, and has over 1,000 employees. Banque de
Luxembourg provides its customers with asset management services
across five business lines: private banking, asset management,
financing, business and entrepreneur accompaniment and professional
banking.

Banque de Luxembourg provides an integrated offer across its private
banking services in order to respond to its customers often complex
requirements in order to preserve, manage and transmit family wealth.
It also advises families on family governance issues or the creation of
philanthropic projects. The asset management business line is provided
by Banque de Luxembourg Investments, the bank’s management
company. The financing activity offers Banque de Luxembourg's
customers a complete range of solutions for private, professional or
entrepreneurial projects. Banque de Luxembourg advises real estate
entrepreneurs and professionals in Luxembourg on project financing
and the management of their business assets. The professional bank is
a pioneer in the development of a skills division devoted to investment
funds provides the funds initiators with all the services required for
creating their investment vehicles, their central administration and their
international distribution. Banque de Luxembourg also offers complete
support to independent managers who delegate their administrative
tasks to the bank, thus being able to focus entirely on management and
growth of their business capital. Banque de Luxembourg is a
responsible and committed bank which focuses its efforts on
responsible investment, the promotion of philanthropy, support for local
social and cultural players and the human management of its
resources.

Banque de Luxembourg was rewarded on several occasions in March
2019 for its asset management through its BLI management company
and for the performance of its funds. It therefore won the UK Lipper
Fund Awards 2019 Prize in the best overall small group category
awarded by Refinitiv and the European Funds Trophy awarded by
FUNDCLASS in the Best Luxembourg Asset Management category.
Secondly the SRI Sustainable Horizon fund won the Luxflag ESG Label
reflecting the Banque de Luxembourg ESG commitment in its
investment policy.
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Banque de Luxembourg reinforced its web or mobile digital channels as
well as the digital tools dedicated to advisers in 2019 to satisfy changes
in its customers’ needs wishing to prolong their real-time experience. It
also recast its website and its subsidiaries website. It improved the
functionalities of the advisers’ tool, and demonstrated the security of
secure email for advisers and customers within the scope of a POC
(Poof of Concept]. It is focusing its digital priorities on the digital
signature, robotization and electronic document management. Finally it
is developing a credit tool with Banque CIC (Switzerland).

Banque de Luxembourg also launched new products during 2019. It set
up a Sustainable & Responsible Investments (SRI) management
mandate, it consolidated the private equity offer, in order to complete
the range of solutions for the specific attention of Key Customers.
Finally it is proposing a new personal banking offer and set up a new B
Save savings product which is it planned to launch in 2020.

1.2.4.2.2 Banque CIC (Switzerland)

Banque CIC (Switzerland) has been established on nine sites in
Switzerland for over a 100 years. It is a multi-channel bank, capable of
connecting tradition and the spirit of innovation, while being efficient
and flexible.

Banque CIC (Switzerland) is a bank which is focused on businesses,
entrepreneurs and private individuals with complex financing needs.
Banque CIC (Switzerland) sets itself apart from other banks by its
commitment to entrepreneurial action, its short decision circuits, its
financial stability, its advice focused on added value and its
custom-made solutions. Its strategy involves combining personal
advice and digital solutions such as Clevercircles and CIC eLounge, the
new e-banking solution launched in 2019.

The CIC eLounge online service channel helps customers act efficiently
as entrepreneurs at any time, independently no matter where they are.
The mobile application and the computer version give customers a
global view of the change in their asset values at all times. They also
provide customers with information on the markets and enable
customers to effortlessly validate payments or make securities
transactions even when traveling. CIC eLounge also includes services
that reduce the administrative load for the customer as well as the
bank.

Besides digital solutions, the customer also receives all-round advice
on financing, investments or transactions at a single address and the
customer advisor ensures that the customers’ requirements are
satisfied as directly as possible.

www.cic.fr



1.2.5

Crédit Mutuel Equity (formerly called CM-CIC Investissement] groups all
Crédit Mutuel Alliance Fédérale’s capital investment activities: private
equity, capital transmission, capital innovation. Crédit Mutuel Equity has
provided capital accompaniment to senior corporate executives at all
stages of the development of their company for the last 40 years from
start-up to transmission by giving them the resources and the time
necessary for carrying out their transformation projects. Crédit Mutuel
Equity brings together more 350 senior executives of start-ups, SMEs,
medium-sized companies, which share their convictions and questions
within a real entrepreneurial network which offers each one,
irrespective of the type of project, the assurance of benefiting from the
experience of other people. Crédit Mutuel Equity invests its own equity
capital which enables it to finance corporate projects in accordance
with the timelines adapted to their development strategy, both in
France via its eight 8 sites as well as abroad (Germany, Switzerland,
Canada, USA).

2019 was a very busy year for all the investment business lines and
M&A advice. €422 million are managed on own account, with €280
million in 42 new companies and notably GP Group [(Hardis: Digital
services and software publishing), Aster Développement (Alpina Savoie:
Hard wheat transformation and the manufacture of pasta, couscous
and cereal products), Keen Eye (solutions for analyzing dematerialized
images); and outside France, Chemoform AG [(manufacture and
distribution of swimming pool and spa accessories), Icentia (detection
of anomalies in heartbeat: atrial fibrillation). Portfolio rotation is active
once more in 2019. Divestments freed up €131 million of gains (including
reversal of provisions on disposal], demonstrating once again the
quality of the assets in the portfolio. The main divestments concern
Fonciere Roy Emera (long-term care nursing homes), Prochitech
(manufacture of technical films] and Belledonne Développement
(Groupe Routin: production of syrups). At the end of 2019 the own
account portfolio had more than €2.6 billion of outstandings invested in
over 350 well-diversified interests.

Private equity

PRESENTATION OF CIC

Business lines

Moreover the international deployment required for continuing to
accompany portfolio companies and develop interests is accelerating.
At the end of 2019 investment in seven Crédit Mutuel Equity sites
outside France represented €182 million of outstandings.

Crédit Mutuel Capital Privé outstanding funds under management for
third parties totaled €98.3 million.

CIC Conseil performed 17 advice missions in 2019 making this a good
year for commissions.

In 2019, Crédit Mutuel Equity announced that it was enlarging its offer
by creating a new infrastructure activity. Crédit Mutuel Equity has
chosen to remain a generalist but with strong positions on principal
verticals: the first connected with energetic transition, the second to
mobility and transfer. The goal is to accompany economic structuring
projects as close as possible to the territories in consistency with the
long-term investment model and the CSR principles which characterize
Crédit Mutuel Alliance Fédérale. The new structures managed by Crédit
Mutuel Capital Privé.

Crédit Mutuel Innovation, a subsidiary which specializes in venture
capital investments which historically has been oriented towards the
life sciences sector is also opening to digital. Five new people joined the
team in 2019 to accelerate its growth with a target of a €250 million
invested within three years.

In this new dynamic of digitization, Crédit Mutuel Equity is preparing to
reinforce the interactions of its portfolio of 350 interests by launching a
new open innovation services. This will enable senior executives to be
put in touch with the players in the innovation ecosystem who can
provide answers to their problems.

CIC | 2019 UNIVERSAL REGISTRATION DOCUMENT

19




1

20

PRESENTATION OF CIC
Histary of CIC

1.3 HISTORY OF CIC

CIC, the oldest French depositary bank, expanded internationally and in France before combining

the insurance and banking businesses.

1859. On May 7, Société Générale de Crédit Industriel et Commercial
was created by imperial decree of Napoleon Il

1864-1896. CIC participates in creating banks, in France and around the
world

1917. The shares of regional subsidiaries appear on CIC’s balance sheet.
1918. Acquisition of equity participation in the regional banks

1927. Inception of the Groupe des Banques Affiliées (GBA) formed by
the regional banks

1929. Creation of the Union des Banques Régionales pour le Crédit
Industriel (UBR], which grouped 18 regional and local banks around CIC.
CIC establishes Société de Secours Mutuels.

1968. The Suez-Union des Mines Group takes control of CIC.

1971-1982. Majority of CIC's capital (72%) held by Compagnie Financiére
de Suez.

1982. CIC is nationalized, as well as nine regional banks grouped within
the Groupe des Banques Affiliées.

1983. Restructuring of CIC: 51% of the equity of regional banks is held
by the parent company.

1984. Creation of CIC Union européenne, International et Cie and the
Compagnie Financiére de CIC.

1985. The insurance company, GAN, gains an equity stake in the
Compagnie Financiére de CIC.

1987. Regional banks are now held 100% by the Compagnie Financiere
de CIC.

1989. GAN's interest grows to 51%.

1990. Merger of the Compagne Financiére de CIC and the Banque de
I'Union européenneg, giving rise to the creation of I'Union européenne de
CIC, a bank and holding company of CIC, with 100% equity in the
regional banks.

CIC | 2019 UNIVERSAL REGISTRATION DOCUMENT

1998. Takeover of I'Union Européenne de CIC by Crédit Mutuel,
inception of the Crédit Mutuel-CIC.

1999. Inception of Crédit Industriel et Commercial (CIC), a new structure
and name, both the bank's head of network and a regional bank,
resulting from the merger of the Union européenne de CIC (the Group’s
holding company) with CIC Paris (the regional bank in fle-de-France).

2001. Acquisition of an equity stake in Gan (23%) by Crédit Mutuel.

2004. National organization around six regional divisions: fle-de-France,
North-West, East, South-East, South-West and West.

2016. Merger-absorption of CM-CIC Securities, on January 1, of the
investment firm subsidiary by CIC which integrates the business lines
under the brand CM-CIC Market Solutions.

2017. On August 11, 2017, delisting of the CIC share after the company’s
takeaver by BFCM and Mutuelle Investissement. On December 2, sale of
the private banking business in Asia to the Crédit Agricole Indosuez
Wealth Management Group.

2019. Crédit Mutuel Alliance Fédérale crosses a new stage in its
strategic 2019/2023 plan ensemble#nouveaumonde by modifying its
brand architecture. The purpose is to increase the visibility of its two
main networks, Crédit Mutuel and CIC, and its business lines.

2020. Launch, in January, of Crédit Mutuel Investment Managers,
dedicated to managing the assets of Crédit Mutuel Alliance Fédérale
organized according to a multi-boutique platform. Crédit Mutuel
Investment Managers promotes the investment solutions of Crédit
Mutuel Alliance Fédérale’s management entities, including CIC for
structured product issues led by CIC Market Solutions and CIC Private
Debt.

www.cic.fr
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REVIEW OF THE FINANCIAL POSITION AND RESULTS FOR FY 2019
Economic and regulatory environment in 2019

2.1 ECONOMIC AND REGULATORY ENVIRONMENT

IN 2019

2.1.1 Economic environment

Despite a number of upsets, 2019
finished on a positive note

2019 unfolded in two phases. Until the end of the summer, the
intensification of risk factors (Brexit and protectionism in particular)
clouded visibility for economic agents, and global growth was impacted
by the contraction of industrial activities. Against this backdrop, one by
one central banks changed tack and significantly relaxed their monetary
policies, resulting in record-low interest rates. Nevertheless, major
concerns were largely alleviated at the end of the year, with the
confirmation that the United States and China had come to a “Phase 1"
trade agreement, and the soothing of fears of a no-deal Brexit, with
Boris Johnson's landslide win at the UK general election. These two
factors contributed to growing optimism on financial markets at the end
of the year, and helped stabilize growth.

Lingering risk factors during the year

The trade war led by Donald Trump spurred volatility on financial
markets and weighed on economic activity in 2019. Although the
President fueled tensions on a number of fronts (Japan, European
Union, Iran, Mexico, Canada, etc.), it was above all the confrontation
with China, specifically with the introduction of customs duties on more
than half of Chinese imports, that dealt a blow to global trade and
significantly weighed on investment. Nevertheless, the two countries
ultimately came to an agreement, and the announcement of the “Phase
1" agreement (signed on January 15, 2020 in Washington) provided
greater visibility to economic players, and made it possible to stopper
the slowdown in growth. More good news followed in the second half of
the year, with the partial agreement signed with Japan, the signing of a
new USMCA agreement with Mexico and Canada to be ratified in 2020,
and the approval of the 2020 budget.

Europe was also the stage for this climate of uncertainty, with a series
of unforeseen developments in the United Kingdom. The resignation of
Theresa May saw Boris Johnson take office in July, and his strong
stance revived fears of a no-deal Brexit. However, the new Prime
Minister successfully renegotiated the exit agreement with Brussels,
thereby garnering greater public support. His landslide win at the snap
UK election on December 12, with the assurance that all Conservative
MPs would vote for his draft agreement, significantly alleviated fears of
a no-deal Brexit and avoided another negative shock on growth, despite
questions about future economic relations remaining unanswered.

(1) Cost-effective refinancing operations for banks.

Global growth loses a major driver in 2019

In the euro zone, growth significantly slowed in 2019, weakened by an
increase in uncertainty as well as more structural factors (difficulties in
the automotive sector, slowdown in China, political tensions in certain
countries). The growth rate stabilized in the third quarter (up 1.2%
year-on-year) due to the resilience of domestic demand and investment
offsetting the negative contribution of external trade. Although the
political context has gradually improved since October, positive impacts
on the economy were only seen at the end of the year. Fears
surrounding the growth cycle and weakened inflation led the ECB to
take a sharp turn in its monetary policy, implementing additional
economic support measures (decrease in interest rates on deposits, the
resumption of asset purchases, new TLTROsY and introduction of a
tiering system®). The bank also called on States with budgetary room
to maneuver to deploy resources to support growth and maintain
sovereign rates. Nevertheless, 2020 stimulus plans were ultimately only
modest.

In the United States, the trade war led by President Donald Trump with
the majority of the country’s economic partners weighed heavily on
growth which slowed throughout the year from +2.9% in 2018 to +2.1%
in the third quarter of 2019, adversely impacted by the negative
contribution of foreign trade and weakened investment. However, the
alleviation of political and geopolitical uncertainty in the second half of
the year helped boost the US growth cycle. This cycle can still count on
consumer resilience [strong labor market, increasing wages, low level
of inflation) and the rise of the real estate sector to compensate for
long-term weakness in industry (ongoing difficulties in the aeronautics
and energy sectors]. This uncertainty, combined with risks weighing on
growth and inflation, led the Fed to adjust its monetary policy via three
interest rate cuts (-75 bp in total], while continuing to expand its
balance sheet to reduce the money market tensions that arose during
the year. This change contributed to a significant decline in sovereign
rates.

In China, the structural slowdown in growth, estimated at “around 6%”
by the government, was intensified by the negative impact of US taxes,
forcing authorities to ramp up budgetary and monetary support
measures. Large-scale stimulus packages prevented a sharp decline in
growth, however at an increasing cost to public finances and the
balance of the financial system. Furthermore, domestic demand
struggled to rally and was weighed down by the sharp rise in inflation
due to the surge in pork prices. In emerging countries, capital outflow
stopped however the slowdown in growth continued, forcing central
banks to drop their key rates and resulting in a decline in sovereign
rates.

(2] Mechanism to exempt part of bank's excess reserves from the application of the rate of return on deposits (-0.5%).
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In terms of oil prices, the accentuation in production cuts decided by
the members of OPEC+ and the additional efforts announced by Saudi
Arabia propped up the price per barrel of Brent crude (annual
performance +22% at $66/b). Prices were also driven by the continued
geopolitical risk in the Middle East, such as the attacks on Saudi oil
facilities in September, as well as escalating tension between Iran and
the United States since the end of the year. However, the price of Brent
crude oil per barrel remained below that recorded before the sharp
decline at the end of 2018, still impacted by a slowdown in global
growth.

2.1.2

Over the past decade, various national and international regulatory and
supervisory bodies have issued rules aiming to limit exposure to risks,
strengthen solvency, and protect customers, creditors and investors of
banking institutions. As such, Crédit Mutuel Alliance Fédérale is
governed by this broad and evolving legislative and regulatory
framework, which is becoming increasingly complex.

Regulatory environment

These regulatory measures, issued by various international, European
and/or national authorities in countries where the group is located, are
likely to significantly impact Crédit Mutuel Alliance Fédérale in different
ways. This requires the deployment of a large network of people and
tools, in order to ensure compliance with the rules for all of Crédit
Mutuel Alliance Fédérale’s business lines, operations, themes, and
geographic markets. These measures and constraints may:

m increase capital requirements and reduce the group’s capacity to
allocate and distribute its capital resources and financing;

m limit the ability to diversify risk;

= reduce the availability of certain financing and liquidity resources;

m increase the cost of financing;

m increase the cost of bringing operations into compliance;

m increase the cost or reduce the demand for the products and
services offered;

m influence the organization of operations, result in internal
reorganization or structural changes;

m impede the ability to carry out certain activities;

m impact competitiveness and profitability, thereby adversely
impacting revenues, the financial position, operating results,
solvency and Group ratings.

While some measures are already being implemented and stabilized,
many others are still under discussion and are likely to be subject to
amendments that remain undefined at this stage, notably during their
transposition into European law in the context of the revision of the
CRR3/CRD6 “European banking package”. This uncertainty, in addition
to complicating the management of activities and strategy, often makes

REVIEW OF THE FINANCIAL POSITION AND RESULTS FOR FY 2019
Economic and regulatory environment in 2019

In France, growth held up well however the President
remained under pressure

Despite a complex environment marked by strikes, growth in France
remained strong in 2019 (third quarter growth stable at 1.4%
year-on-year). Domestic demand continued to be driven by purchasing
power support measures taken by the government, weak inflation and a
strong labor market, while the pace of investment growth remained
high. Furthermore, France was less impacted by the slowdown in
external demand. Compared to its neighbors, most of France’s exports
are less sensitive in the short term to slowdowns in global investment.

it difficult to accurately assess the real consequences and to quantify
the future impacts that are most often spread over very significant
transition periods. These regulatory measures, whether in force or
scheduled, are likely to have an effect on Crédit Mutuel Alliance
Fédérale, namely:

m implementation of prudential reforms as part of the finalizing of the
Basel Ill agreements, including the Fundametal Review of the Trading
Book and the IRB Repair initiative (including the new definition of
defaults);

m European regulations governing the management of non-performing
loans, notably their provisioning rules;

m the recommendation made to French banks by the Haut
Commissariat pour la stabilité financiére [HCSF - High Council for
Financial Stability) in order to further regulate the granting of home
loans, combined with a countercyclical buffer in France;

m measures to regulate resolution recovery arrangements to be put in
place in banking institutions (BRRD Bank Recovery and Resolution
Directive), namely the associated requirements in terms of the MREL
ratio (Minimum Requirement for own funds and Eligible Liabilities) to
be respected and the contribution to the funding of the Single
Resolution Fund (SRF);

m regulations governing data quality and protection (including the
European Regulation on the protection of natural persons with regard
to the processing of personal data, known as the “General Data
Protection Regulation” (GDPR], or the requirements set out in the
principles of the BCBS 239);

m regulations on banking compliance, in particular those governing the
fight against money laundering and terrorist financing (LCB-FT) and
customer protection;

m regulations governing market activities (including EMIR and MIFID2).

The measures that constitute the main risk factors for CIC are
presented in section “5.2 Risk factors” in Chapter b “Risks Factors and
Pillar 3"
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REVIEW OF THE FINANCIAL POSITION AND RESULTS FOR FY 2019
CIC's activities and consolidated earnings in 2019

2.2 CIC'S ACTIVITIES AND CONSOLIDATED

EARNINGS IN 2019

2.2.1 Accounting principles

Pursuant to Regulation (EC) 1606/2002 on the application of
international accounting standards, and Regulation (EC) 1126/2008 on
the adoption of said standards, the consolidated financial statements
have been drawn up in accordance with IFRS as adopted by the
European Union at December 31, 2019%.

2.2.2 Changes in consolidation scope

The following changes in scope occurred:

= the inclusion of CIC Brussels (branch);

= the inclusion of Satellite (corporate banking);

m the merger of Adepi by Crédit Industriel et Commercial;

= name changes:
m CM-CIC Asset Management became Crédit Mutuel Asset Management,
m CM-CIC Bail became Crédit Mutuel Leasing,

= CM-CIC Bail Espagne (branch) became Crédit Mutuel Leasing
Espagne (branch),

= CM-CIC Capital became Crédit Mutuel Capital,
m CM-CIC Conseil became CIC Conseil,

» CM-CIC Epargne Salariale became Crédit Mutuel Epargne Salariale,

The group’s business activities are not subject to seasonal or cyclical
fluctuations. Estimates and assumptions may have been made in the
measurement of certain balance sheet items.

Risk management information is described in a separate section of the
management report.

m CM-CIC Factor became Crédit Mutuel Factoring,

m CM-CIC Innovation became Crédit Mutuel Innovation,

m CM-CIC Investissement became Crédit Mutuel Equity,

m CM-CIC Investissement SCR became Crédit Mutuel Equity SCR,
m CM-CIC Lease became Crédit Mutuel Real Estate Lease,

m CM-CIC Leasing Benelux became Crédit Mutuel Leasing Benelux,
m CM-CIC Leasing GmbH became Crédit Mutuel Leasing Gmbh,

m CM-CIC Leasing Nederland (branch) became Crédit Mutuel Leasing
Nederland (branch).

In addition, the size of CIC group’s stake in GACM was reduced to 16%
from 18% previously.

2.2.3 Analysis of consolidated balance sheet

The following major changes occurred in the consolidated balance
sheet:

m bank deposits from customers amounted to €169.3 billion, an
increase of 12.8%? compared to 2018, given the steady growth of
current accounts (+11.1%) and deposits into passbook accounts
(+5.2%);

m total outstanding net loans to customers amounted to €188.5 billion,
up 5.7%? compared to the 2018 outstandings. Outstanding
equipment loans rose by 9.0% to €59.6 billion and home loans by
6.5% t0 £83.9 billion;

m the net loans/customer deposits ratio stood at 111.4% as of
December 31, 2019 compared to 124% the previous year;

(1] The entire framework is available on the European Commission’s website at:

m accounting equity attributable to the group totaled €15,616 million
(compared with €15,052 million at December 31, 2018). With no
transitional measures, Basellll Common Equity Tierl (CET 1)
prudential capital amounted to €13.6 billion, while the Common
Equity Tier 1 solvency ratio stood at 12.9%%, and the total ratio at
15.0%. The leverage ratio with the application of the delegated act
without transitional measures stood at 4.1% compared to 4.2% in
2018 (the leverage ratio published in 2018 was 4.1% without the
exemption of the centralized regulated savings assets which is now
accepted according to the decision of the EU court on July 13, 2018).

https.//ec.europa.eu/info/business-economy-euro/company-reporting-and-auditing/company-reporting/financial-reporting_en#ifrs-financial-statements.
(2] Changes calculated excluding pensions - refer to the methodology notes at the end of the Chapter.

(3] Without transitory measures.
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REVIEW OF THE FINANCIAL POSITION AND RESULTS FOR FY 2019
CIC's activities and consolidated earnings in 2019

2.2.4 Analysis of the consolidated income statement

(in € millions]

Net banking income

General operating expenses

Gross operating income/(loss)

Cost of risk

Operating income

Net gains and losses on other assets and ECCY
Profit/(loss) before tax

Income tax

Net profit/(loss)

Non-controlling interests

Net profit/(loss) attributable to the group

m 2018 Change
5,213 5,021 +3.8%
-3,250 -3,166 +2.7%
1,962 1,855 +5.8%
-311 -191 +62.9%
1,651 1,664 -0.7%
211 225 -6.4%
1,862 1,889 -1.4%
-395 -494 -20.1%
1,468 1,395 +5.2%
1 10 +3.2%
1,457 1,385 +5.2%

(1] ECC = Equity consolidated companies = proportionate share of the net profit (loss] from equity consolidated companies.

In 2019, CIC's net banking income totaled €5,213 million. It rose 3.8%,
thanks in part to the strong performance of the retail and private
banking networks.

Net income of retail banking reached €3,726 million in 2019. It
accounted for the largest share (71%) of the income from operational
business lines. It increased by 2.1% in one year due to the healthy
development of network activity, which offset the negative effect of
low rates on the intermediation margin.

In 2019, capital markets generated Net banking income of €337 million,
up by 38%. In addition to a solid performance for the fiscal year, this
change mainly reflects the weaker performance recorded in 2018,
which was adversely affected by the financial market downturn in the
last quarter .

The Net banking income from private banking (11% of operational
business line revenue) grew by 3.8% over the year to €572 million.

The Net banking income generated by the private equity business
(down 4.7% to €265 million) remained high after an exceptional year of
2018.

General operating expenses in 2019 reached €3,250 million compared
to €3,166 million in 2018, their increase was contained at +2.7%, below
the 3.8% increase in net banking income.

2.2.5 Ratings

This positive margin squeeze resulted in a 0.7-point improvement in the
cost/income ratio which amounted to 62.4% in 2019.

The gross operating income, at €1,962 million, increased by 5.8%
compared to a 2.1% decrease in 2018.

The cost of risk increased by €120 million primarily due to an
exceptional provision for a corporate banking default.

Excluding corporate banking, the cost of risk was down 12% and
reflected the good quality of retail banking’s portfolio assets.

In relation to commitments, the retail banking’s cost of proven risk was
stable at 10 basis points.

The non-performing loans rate stood at 2.7% at the end of 2019
compared to 2.8% at the end of 2018 and the coverage ratio was 57.9%
at the end of 2019.

Operating income was down slightly by 0.7% to €1,651 million in 2019.
The profit before tax was €1,862 million.

The net profit for 2019 was up 5.2% to €1,468 million compared to
€1,395 million in 2018.

Three rating agencies have recognized the financial solidity and the relevance of its business model:

Issuer/ Date of most
LT/ST LT Preferred ST Preferred Intrinsic recent
counterparty** senior debt Outlook senior debt rating*** publication
Standard & Poor’s A+/A-1 A Stable A-1 an 11/25/2019
Moody's Aa2/P-1 Aa3 Stable P-1 a3 11/04/2019
Fitch Ratings* AA- 7 AA- 7 Négative » Fl+ 2 a+ 03/30/2020

* The "Issuer Default Rating" is stable at A+.

** The counterparty ratings represent ratings from the following agencies: Resolution Counterparty at Standard & Poor's, Counterparty Risk Rating at Moody's and Derivative

Counterparty Rating at Fitch Ratings.

***The Intrinsic rating corresponds to the Stand Alone Credit Profile [SACP] at Standard & Poor's, to the Adjusted Baseline Credit Assessment [Adj. BCA] at Moody's and the Viability Rating

at Fitch.
Standard & Poor's: Crédit Mutuel group rating.
Moody's: Crédit Mutuel Alliance Fédérale / BFCM and CIC rating.
Fitch Ratings: Crédit Mutuel Alliance Fédérale rating.
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CIC's activities and consolidated earnings in 2019

On March 30, 2020, Fitch upgraded the Senior Preferred LT and ST
ratings by one notch from A+/F1 to AA-/F1+ and the Derivative
Counterparty rating from A+ to AA-, considering that Crédit Mutuel
Alliance Fédérale should be able to meet its MREL requirement without
recourse to Senior Preferred debt within a 3- to b-year horizon. This
improvement follows a change in the agency's methodology that
recently came into effect. The central "Issuer Default Rating" remained
unchanged at A+. In addition, between the end of March and the
beginning of April, Fitch downgraded the ratings of almost all European
banks in the context of the Covid-19 crisis, which resulted in: (i) the

2.2.6 Analysis of results by business line

2261

The activities selected correspond to the organizational structure of
CIC, as illustrated in the chart in the universal registration document.

Description of business lines

Retail banking, CIC’'s core business line, concentrates all banking or
specialized activities whose products are marketed by the network of
regional banks, which are organized into five regional divisions and CIC
in Tle-de-France: life insurance and non-life insurance, equipment
leasing and leasing with option to purchase, real estate leasing,
factoring, collective management, employee savings, real estate.

Private banking develops expertise in financial management and
wealth organization, serving families of entrepreneurs and private
investors both in France and abroad.

2.2.6.2 Retail banking

(in € millions)

banks most exposed to a downgrading of their ratings being on the
negative watch, and (i) the banks whose ratings were deemed more
resilient, such as those of Crédit Mutuel Alliance Fédérale, being given a
negative outlook.

On October 16, 2019, Standard & Poor's upgraded the Crédit Mutuel
group's intrinsic rating ["SACP") by one notch from "A-" to "A", a very
high rating, given that only one-third of the world’s 100 largest banks
rated by Standard & Poor’s have an intrinsic strength rating greater
than or equal to "A".

Corporate banking includes financing of large companies and
institutional clients, value-added financing (exports, projects and
assets, etc.), international and foreign branches.

Capital markets include investments in interest rate, equity and credit
activities (ITAC) as well as stock market intermediation.

Private equity combines equity investments, merger and acquisition
advising and financial and stock market engineering.

Holding includes all specific structural costs/products not assignable
to other activities.

Each consolidated company is included in only one business segment,
corresponding to its core business in terms of contribution to the
group’s results, with the exception of CIC, whose individual accounts
are allocated on a cost accounting basis.

Net Banking Income

General operating expenses

Gross operating income/ (loss)

Cost of risk

Operating income

Net gains and losses on other assets and ECCY
Profit/(loss] before tax

Income tax

Net profit/(loss)

Non-controlling interests

Net profit/(loss) attributable to the group

2018 Change
3,726 3,650 +2.1%
-2,337 -2,327 +0.4%
1,390 1,322 +5.1%
-179 -182 -1.8%
1,211 1,140 +6.2%
145 199 -27.0%
1,356 1,339 +1.3%
-379 -428 -11.3%
977 912 +7.2%

5 4 +23.6%

972 907 +7.1%

(1] ECC = Equity consolidated companies = proportionate share of the net profit (loss] from equity consolidated companies.

The banking network and business subsidiaries continued their
momentum of congquest and equipment resulting in high growth rates in
outstanding loans and deposits.

Retail banking’s outstanding loans rose 5.7% over one year to
€164 billion and deposits increased by 10.9% to €130.9 billion.

Net banking income from retail banking increased by 2.1% compared to
2018 to €3,726 million. It accounted for 71% of the income of operational
business lines. The increase in the interest margin supported this
increase, as higher volumes offset the slight decrease in the
intermediation margin rate.
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The change in general operating expenses was limited to 0.4% thanks
to the continued digital transformation of our customer relationship and
the modernization of the network. The cost/income ratio of the retail
bank improved by 110 basis points to 62.7% and the gross operating
income at €1,211 million increased 6.2% from €1,140 million in 2018.

The cost of risk decreased by €3 million (-1.8%).

The net profit for retail banking improved by 7.2% to €977 million in 2019
from €912 million in 2018.
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2.2.6.2.1 Banking network

(in € millions)

REVIEW OF THE FINANCIAL POSITION AND RESULTS FOR FY 2019
CIC's activities and consolidated earnings in 2019

Net Banking Income

General operating expenses

Gross operating income/(loss)

Cost of risk

Operating income

Net gains and losses on other assets and ECCY
Profit/(loss) before tax

Income tax

Net profit/(loss)

Net profit/(loss) attributable to the group

2018 Change
3,505 3,430 +2.2%
-2,180 -2,184 -0.2%
1,324 1,246 +6.3%

-180 -167 +7.9%
1144 1,079 +6.0%
-12 1 ns
1,132 1,080 +4.8%
-366 -416 -12.0%
766 664 +15.3%
766 664 +156.3%

(1] ECC = Equity consolidated companies = proportionate share of the net profit (loss] from equity consolidated companies.

The number of banking network customers stood at 5.22 million at the
end of December 2019, up 16% year-on-year. The number of
self-employed professional and business customers increased by more
than 3% with 1,032 million customers at end of 2019 (20% of the total)
and for individuals the increase was of 1.2%.

Outstanding deposits increased significantly by 11.6% over one year to
€128.1 billion: current accounts (up 12.9%), fixed-term deposits held
mainly by companies and professionals (up 24.2%) and deposits on
passbook accounts (up 6.3%).

Managed savings, held in custody, amounted to €60.9 billion in
outstanding assets at the end of 2019 and increased by 6.1%, mainly
driven by life insurance (up 6.5% to nearly €£38.1 billion).

Appropriation of loans increased by 2.6%, with the result of a 5.9%
increase in outstanding loans to almost €133 billion. This increase was
marked for home loans (up 6.1%) and investment loans (up 7.9%).

Cross-selling of products and services for the client's benefit
strengthened in insurance with growth of 4.3% in the number of in-force
contracts (5.6 million) as in services:

m +8.7% in remote banking with 3.0 million contracts;

m +4.4% in Homiris theft protection (more than 107,000 contracts);
m +5.7% in telephony (more than 527,000 contracts);

m +3.6% in payment terminals (almost 149,000 contracts).

2.2.6.3 Private banking

(in € millions)

With respect to the income statement, the net banking income from
CIC's banking and insurance network increased by 2.2% to
€3,5056 million. Still penalized by low interest rates, CIC's branches
network maintained its rising interest margin (+6%) due to volume
growth and the lower cost of resources. Commissions fell slightly
(-1.3%) as a result of financial commissions.

The general operating expenses were very well controlled (-0.2%).

The cost of risk increased by 7.9% (up €13 million year-on-year]. The
cost of proven risk increased by €14 million, while the cost of
non-proven risk decreased by €1 million.

The profit before tax was up by 4.8% at €1,132 million.

2.2.6.2.2 Support services for retail banking

Support services for retail bank insurance activities generated a net
banking income of €222 million in 2019, up 1.1%. Increases in factoring,
employee savings, and real estate leasing were partially offset by a
drop in equipment leasing.

Profit before tax was €224 million, compared to €259 million in 2018,
after taking into account the share of income of the Groupe des
Assurances du Crédit Mutuel, of €156 million, down following the sale to
BFCM of 2.44% of CIC’s stake in GACM.

Net Banking Income

General operating expenses

Gross operating income/(loss)

Cost of risk

Operating income

Net gains and losses on other assets and ECCY
Profit/(loss) before tax

Income tax

Net profit/(loss)

Net profit/(loss) attributable to the group

2018 Change
572 551 +3.8%
-413 -375 +10.1%
159 176 -9.6%
6 -16 ns
165 160 +2.9%
2 26 ns
166 186 -10.8%
-33 -47 -30.2%
133 139 -4.2%
133 139 -4.2%

(1] ECC = Equity consolidated companies = proportionate share of the net profit (loss] from equity consolidated companies.
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Private banking subsidiaries’ business was strong in 2019, posting a
very healthy level of new funds, bringing savings deposits to
€124.1 billion at the end of the year, up 12.6%; this increase relates to
both deposits (+7.3%) and financial savings (+13.9%).

Outstanding loans reached €14.5 billion, an increase of 7.3%.

The revenue of the private banking activity (€572 million) rose by 3.8%
over 2018 due to stable margins and a strong level of commissions
received (up 3% or €2 million] in relation to development.

2.2.6.4 Corporate banking

(in € millions)

General operating expenses amounted to €413 million and increased by
10.1% compared to 2018 in line with the recruitment policy to adapt to
the new regulatory constraints.

The cost of risk posted a net reversal of €6 million in 2019, compared to
a €16 million provision in 2018.

The operating income therefore increased by 2.9% to €165 million.

Net profit was down 4.2% ([non-recurring income in 2018 on the line
“Net gains and losses on other assets and ECC").

Net Banking Income

General operating expenses

Gross operating income/(loss)

Cost of risk

Profit/(loss) before tax

Income tax

Net profit/(loss)

Net profit/(loss) attributable to the group

2018 Change
365 369 -1.0%

-117 -108 +9.0%

248 261 -5.1%

-136 8 ns

111 269 -58.7%

14 -67 ns

125 202 -38.1%

125 202 -38.1%

The corporate banking activity was characterized by strong
deposit-taking, increased commitments in all structured financing
business lines and a decline in key account outstandings.

Outstanding deposits rose by more than €4 billion to €10.7 billion at the
end of 2019, and outstanding loans increased by 2.4% to €20.6 billion.

2.2.6.5 Capital markets

(in € millions)

The Net banking income from corporate banking decreased by 1% in
2019, amid low interest rates that weighed on margins, deposit-taking
and lending conditions.

Expenses are rising. General operating expenses increased by 9%. The
cost of risk amounted to -€136 million; it was impacted by exceptional
provisions primarily relating to a loan default. Net profit/(loss) fell 38.1%
to €125 million.

Net Banking Income

General operating expenses

Gross operating income/(loss)

Cost of risk

Profit/(loss) before tax

Income tax

Net profit/(loss)

Non-controlling interests

Net profit/(loss) attributable to the group

2018 Change
337 244 +38.0%

-226 -212 +6.8%

1 32 x3.4

= -1 ns

108 31 x3.4

-28 -11 ns

80 20 x3.9

6 6 -9.9%

75 14 x5.3

The Net banking income increased by 38% to €337 million; revenues
benefited in particular from the rebound in portfolio valuations
offsetting a challenging 2018 year-end in the financial markets.
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The general operating expenses increased by 6.8%. The gross operating
income increased by €78 million.

The net profit amounted to €80 million, up from €20 million in 2018,
after a €75-million payment in commissions to the netwaorks.
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2.2.6.6 Private equity

(in € millions)

REVIEW OF THE FINANCIAL POSITION AND RESULTS FOR FY 2019
CIC's activities and consolidated earnings in 2019

Net Banking Income

General operating expenses

Gross operating income/(loss)

Cost of risk

Profit/(loss) before tax

Income tax

Net profit/(loss)

Net profit/(loss) attributable to the group

2018 Change
265 278 -4.7%

-b1 -60 +3.6%

214 229 -6.5%

1 n.s.

214 230 -6.9%

-1 1 n.s.

213 231 -7.6%

213 231 -7.6%

Capital expenditure was strong in 2019, with €422.1 million invested.

As of December 31, 2019, the portfolio of investments amounted to
€2.6 billion, comprising over 350 holdings.

The international deployment required to continue to support portfolio
companies and develop equity investments accelerated: At the end of

2.2.6.7 Structure and holding

(in € millions]

2019, the investment in seven Credit Mutuel Equity sites in four
countries outside France represented €182 million of outstandings.

The Net banking income remained strong at €265 million in 2019. The
general operating expenses increased from €50 million to €51 million in
2019.

This resulted in net income of €213 million.

Net Banking Income

General operating expenses

Gross operating income/(loss)

Cost of risk

Operating income

Net gains and losses on other assets and ECCY
Profit/(loss) before tax

Income tax

Net profit/(loss)

Net profit/(loss) attributable to the group

m 2018 Change
-563 -70 -24.8%
-106 -95 +11.6%
-159 -165 -3.9%
1 -1 n.s
-157 -166 -5.3%
64 -0 n.s
-93 -166 -43.9%
32 58 -44.3%
-61 -108 -43.7%
-61 -108 -43.7%

(1] ECC = Equity consolidated companies = proportionate share of the net profit (loss] from equity consolidated companies.

At December 31, 2019, NBI of the holding structure mainly included:

m -€43 million for the financing of the cost of subordinated notes and
group cash (-€52 million in 2018);

m -€34 million in financing for the network development plan
(-€32 million in 2018).

The improvement in NBI of 27 million between 2018 and 2019 comes
from the financial margin (€9 million), the increase in dividends
(7 million) and the positive change in revaluations of unconsolidated
securities (9 million).

General operating expenses went from -€95 million at the end of 2018
to -€106 million at the end of 2019.

The cost of risk recorded an expense of €1 million compared to a profit
of €1 million in 2018.

This resulted in a pre-tax loss of -€93 million, compared to -€166 million
at the end of 2018.

Taxes recorded proceeds of €32 million compared to proceeds of
€58 million in 2018.

Net income attributable to the group amounted to -€61 million
compared with -€108 million in 2018.
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2.2.7

Following the accounting reclassification in 2019 of certain
calculated excluding repurchase agreements:

Methodology notes

OUTSTANDING CUSTOMER LOANS

(in € millions)

Loans and receivables to customers at amortized cost (A)

o/w repos* (B)

Customer loans excluding pensions (A) - (B)

repurchase agreements, changes in customer outstandings at amortized cost are
Change

12/31/19 12/31/2018 in% in M€

188,523 188,520 0.0% +3

915 11,067 n.s. -10,152

187,608 177,453 +5.7% +10,155

*The change in the management model of part of the pensions resulted in the classification of transactions initiated as of January 1, 2019, in the portfolio at fair value through profit or
loss. This change only involves transactions with a trading strategy or intended to refinance a trading book.

The banking book transactions remain in the portfolio at amortized cost.

OUTSTANDING CUSTOMER DEPOSITS

(in € millions]

Due to customers at amortized cost (A)

o/w repos* (B)

Customer deposits excluding repos (A - (B)

Change
12/31/2019 12/31/2018 in% in M€
169,306 152,060 +11.3% +17,246
3 2,024 n.s. -2,021
169,303 150,036 +12.8% +19,267

*

loss. This change only involves transactions with a trading strategy or intended to refinance a trading book.
The banking book transactions remain in the portfolio at amortized cost.

2.2.8 Alternative performance indicators

2.28.1

Name

Definitions of alternative performance indicators

Definition/calculation method

The change in the management model of part of the pensions resulted in the classification of transactions initiated as of January 1, 2019, in the portfolio at fair value through profit or

For ratios, reason for use

Cost/income ratio

Ratio calculated from items of the consolidated income statement:
ratio of general operating expenses (sum of items “general operating
expenses” and “allocations/ reversals of depreciation, amortization
and provisions for property, plant and equipment and intangible
assets” of the consolidated income statement] to “IFRS Net banking
income”.

Measure of the bank’s operational efficiency.

Overall cost of customer risk related
to the outstanding loans (expressed
in % or in basis points)

Cost of customer risk from the notes to the consolidated financial
statements related to gross outstanding loans at the end of the
period.

Enables assessment of the level of risk as a
percentage of credit commitments on the
balance sheet.

Cost of risk

The “cost of counterparty risk” item on the publishable consolidated
income statement.

Measurement of the level of risk.

Customer loans

The “loans and receivables due from customers at amortized cost”
item in consolidated balance sheet assets.

Measurement of customer loan activity.

Cost of non-proven risk

Expected losses at 12 months (S1) + expected losses at maturity (S2)
- See note to the financial statements. Application of IFRS 9.
Impairment is recognized for all financial assets that have not been
objectively indicated as individual losses.

Measurement of the level of unrealized risk.

Customer deposits;
Accounting deposits

The “amounts due to customers at amortized cost” item in
consolidated balance sheet liabilities.

Measurement of customer activity in terms of
balance sheet resources.

Insurance savings

Life insurance outstandings held by our customers - management
data (insurance company).

Measurement of customer activity in matters
of life insurance.

Financial savings;
Managed savings held in custody

Off-balance sheet savings outstandings held by our customers or
held in custody [securities accounts, UCITS, etc.) - management
data (Group entities).

Measurement representative of the activity in
matters of off-balance-sheet resources
[excluding life insurance).
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Definition/calculation method

For ratios, reason for use

Total savings

Sum of account deposits, insurance savings and bank financial
savings.

Measurement of customer activity in matters

of savings.

Operating expenses;
General expenses;
Management expenses

Sum of lines “general operating expenses” and “allocations
to/reversals of depreciation, amortization and provisions for
property, plant and equipment and intangible assets” from the
publishable consolidated income statement.

Measure the level of general operating

expenses.

Interest margin;
Net interest revenue;
Net interest income

Calculated from items in the consolidated income statement:

Difference between interest received and interest paid:

m interest received = “Interest and similar income” item of the
publishable consolidated income statement;

m interest paid = “Interest and similar expenses” item of the
publishable consolidated income statement.

Representative measurement of profitability.

Net loans/customer deposits ratio;
Commitment ratio

Ratio calculated using consolidated balance sheet items: ratio
expressed as a percentage of total customer loans (“loans and

receivables to customers” item of the asset side of the consolidated
balance sheet) to customer deposits (“due to customers” item of the

liabilities side of the consolidated balance sheet).

Measurement of dependence on external

refinancing.

Coverage ratio

Determined by calculating the ratio of credit risk provisions (S3
impairments) to the gross outstandings identified as in default in
accordance with regulations (gross receivables subject to an S3
individual impairment).

This hedge rate measures the maximum
residual risk associated with loans in default

[“non-performing”).

Share of non-performing loans in
gross loans

Ratio between gross outstanding receivables subject to individual

depreciation (S3) and gross customer loans (calculated from the
notes “Loans and receivables to customers” to the consolidated
financial statements: gross receivables + finance leases).

Indicator of asset quality.

2.2.8.2 Alternative performance indicators, reconciliation with the financial statements

Cost/income ratio (in € millions] m 2018
General operating expenses -3,250 -3,166
Net banking Income 5,213 5,021
COST/INCOME RATIO 62.4% 63.1%
Cost/income ratio for retail banking (in € millions] m 2018
General operating expenses for retail banking -2,337 -2,327
Net banking income for retail banking 3,726 3,650
COST/INCOME RATIO FOR RETAIL BANKING 62.7% 63.8%
Cost of proven customer risk related to outstanding loans (in bps] m 2018
Cost of proven customer risk of retail banking -154 -146
Gross loans to customers of retail banking 156,113 147,849
COST OF PROVEN CUSTOMER RISK RELATED TO OUTSTANDING LOANS (in bps] 10 10
Coverage ratio (in € millions] m 2018
Customer write-downs 3,012 2,892
Non-performing loans 5,207 4,959
COVERAGE RATIO 57.9% 58.3%
Rate of non-performing loans (in £ millions] m 2018
Non-performing loans 5,207 4,959
Gross loans to customers (excluding repurchase agreements and collateral deposits) 190,411 180,160
RATE OF NON-PERFORMING LOANS 2.7% 2.8%
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2.2.9 Information on establishments included in the scope of consolidation

Information on establishments included in the scope of consolidation are provided according to Article 7 of Law 2013-672 of July 26, 2013 of the French

Monetary and Financial Code amending Article L.511-45 and Decree No. 2014-1657 of December 29, 2014.

2019: Establishments by country

Business line

Belgium

Bangue Transatlantique Belgium
Crédit Mutuel Leasing Benelux
CIC Brussels [branch]

Cayman Islands

Private banking
Subsidiaries of the banking network
Corporate banking

CIC Grand Cayman (branch)®

Capital markets

France

Adepi Structure and logistics
Banque Transatlantique Private banking

CIC Est Retail banking

CIC Lyonnaise de Banque

CIC Nord Quest

CIC Ouest

CIC Participations

CIC Sud Ouest

Crédit Mutuel Asset Management
Crédit Mutuel Leasing

Crédit Mutuel Capital

CIC Conseil

Crédit Mutuel Epargne Salariale
Crédit Mutuel Factoring

Crédit Mutuel Innovation

Crédit Mutuel Equity

Crédit Mutuel Equity SCR

Crédit Mutuel Real Estate Lease
Credit Industriel et Commercial - CIC
Dubly Transatlantique Gestion
Gesteurop

Groupe des Assurances du Crédit Mutuel (GACM)
Satellite

Retail banking

Retail banking

Retail banking

Structure and logistics

Retail banking

Subsidiaries of the banking network
Subsidiaries of the banking network
Private equity

Private equity

Subsidiaries of the banking network
Subsidiaries of the banking network
Private equity

Private equity

Private equity

Subsidiaries of the banking network
Bank

Private banking

Structure and logistics

Insurance company

Corporate banking

Germany

Crédit Mutuel Leasing Gmbh Subsidiaries of the banking network
Hong Kong

CIC Hong Kong (branch) Corporate banking

Luxembourg

Banque de Luxembourg

Banque de Luxembourg Investments SA
Banque Transatlantique Luxembourg
Cigogne Management

Netherlands

Private banking
Private banking
Private banking
Capital markets

Crédit Mutuel Leasing Nederland (branch)?
Singapore

Subsidiaries of the banking network

CIC Singapore (branch)
Spain

Corporate banking, capital markets and private banking

Crédit Mutuel Leasing Spain (branch)

Subsidiaries of the banking network
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2019: Establishments by country Business line

Switzerland

Banque CIC (Switzerland) Private banking

UK

Banque Transatlantique London (branch) Private banking

CIC London (branch) Corporate banking

United States

CIC New York (branch) Corporate banking and capital markets

(1] Entity whose sole purpose is the refinancing of the New York branch through borrowing operations in dollars from money market funds.
(2] Entity included in the accounts of CM-CIC Leasing Benelux in 2018.

Income /
Net Banking (loss) Deferred Public
Country Income before tax Current tax taxes Other tax subsidies Workforce
Germany 4 2 0 0 -1 4
Belgium 17 7 -2 0 -1 49
Spain 1 0 0 0 0 5
United States of America 118 57 3 -2 -9 91
France 4508 1,616 -396 29 -733 18,268
Hong Kong 8 3 -1 0 -1 15
Cayman Islands 0 0 0 0 0 0
Luxembourg 306 90 -18 2 -29 988
Netherlands 0 0 0 0 0 1
UK 43 18 0 70
Singapore 61 28 -4 0 134
Switzerland 147 42 2 -11 358
TOTAL 5,213 1,863 -426 31 -793 19,983

Except for the workforce, the data presented are in millions of euros.
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2.2.10 Recent developments and prospects

Post-balance sheet events

One significant event occurring after December 31, 2019 is the
exceptional and unprecedented crisis caused by the COVID-19 virus
pandemic. In this context, Crédit Mutuel Alliance Fédérale's priorities, of
which CIC is a subsidiary, are to protect all employees and their families
and provide local support to customers and members. Thus, as an
immediate support measure for the economy, payments on medium-
and long-term amortizing loans to businesses, professionals and
farmers granted by Crédit Mutuel Alliance Fédérale may be
unconditionally suspended free of charge until the end of September
2020. Crédit Mutuel Alliance Fédérale will also implement, as soon as
possible, the customer support measures decided by the government.
On this basis, the Crisis Committee of Crédit Mutuel Alliance Fédérale
will take all necessary measures, in close cooperation with the
managers and crisis units of all entities and the public and health
authorities. To ensure the priority of continuing Crédit Mutuel Alliance
Fédérale's essential activities, working methods have been adapted.
These include:

m deployment of Emergency and Business Continuity Plans for the
various activities;

m implementation of teleworking, where possible with increased
equipment and infrastructure for remote connections.

2.2.11 Significant changes

Prospects

CIC posted good sales performances in 2019 in all aspects of its retail
banking business: banking, insurance, mobile phone services, remote
surveillance, etc. At the service of the regional economies, CIC is
continuing, through its five regional banks and its network in
lle-de-France, its technological development for an enhanced
relationship serving its 5.22 million customers. As a leading player in
business financing, CIC supports entrepreneurs’ projects at all stages of
their development. In 2019, as part of the company mobilization effort
for the development of the digital economy, CIC made a strong
commitment to the financing of French Tech. Like its parent company,
Crédit Mutuel Alliance Fédérale, it started Year 2 of its
ensemble#nouveaumonde (together#inewworld) strategic plan with the
aim of affirming its performance and its positioning: to be a
human-centered, responsible bank.

These items related to the outlook were announced at the Board of
Directors' meeting on February 18. The recent and unprecedented
nature of the health crisis makes it impossible to estimate its
consequences on the business, financial position, results and changes
to risk for the financial years 2020 and beyond, and de facto calls into
question the plan's objectives.

No significant changes to the commercial or financial position of CIC have occurred since the end of the last fiscal year for which audited financial
statements have been issued, except for the Covid-19 epidemic which is covered in section 2.2.10 “Recent developments and prospects”.

2.2.12 Financial risks related to climate change

See the section in Chapter 3 “Corporate social responsibility”.
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2.5 ACTIVITIES AND PARENT COMPANY RESULTS

IN 2019

The annual financial statements were the subject of a report by the statutory auditors.

2.3.1 Accounting principles

Annual financial statements are prepared in accordance with ANC 2014-03 rules pertaining to general accounting blueprints as amended by ANC
2015-06 and 2014-07 rules pertaining to company accounts in the banking sector.

2.3.2 Highlights of fiscal year 2019

None.

2.3.3 Evolution of CIC network in the Paris region

On December 31, 2019, the Paris region network was comprised of 300 branches.

The number of customers stood at 797,866, an increase of 2.4%.

Outstanding loans were up by 6.8% in comparison to 2018. They reached €20.1 billion, of which €14.0 billion were home loans (+8.0%). Deposits rose by
9.5% with outstandings at £28.0 billion. Financial savings amounted to €11.5 billion (+8.5%).

2.3.4 Evolution of corporate banking and capital markets

Outstanding loans reached €20.6 billion, a decrease of 44.7%.
Deposits reached €10.7 billion as compared to €11.2 billion in 2018.

2.3.6 Corporate profit / (loss) for 2019

Net banking income (NBI) rose from €1,573 million in 2018 to €1,974
million in 2019, including a €209 million increase in the interest margin,
and higher NBI on capital markets, helped by a rebound in portfolio
valuations that made up for a difficult end of 2018. Dividends received
from subsidiaries and holdings stood at €778.8 million compared to
€641.3 million in 2018, up 21.4%. They originated essentially from
regional banks and subsidiaries of Crédit Mutuel Alliance Fédérale.

Net commissions amounted to €375 million compared to €390 million in
2018.

General operating expenses increased 4.2% to €854 million (from €819
million in 2018) with an average full-time equivalent workforce
increasing from 3,756 in 2018 to 3,841 in 2019.

Gross operating income (GOI) stood at €1,120 million compared to €754
million in 2018 (-48.6%).

The cost of risk increased by €71 million. It amounted to €118 million at
the end of 2019 as compared to €47 million a year earlier. This increase
was mainly attributable to an extraordinary corporate banking provision
for an insolvency arrangement.

The net gain on non-current assets was €843 million compared to €117
million in 2018, due notably to net divestment of long-term investment
securities (+€850 million in 2019 compared to +£128 million in 2018).

Taxes on profits include income tax pertaining to CIC's activity as well
as CIC’s result from tax consolidation. These were €19 million in 2019
compared to €49 million in 2018.

The corporate net profit was €1,823 million as compared to €772 million
in 2018, or an increase of 136%.

Equity stood at €9,640 million on December 31, 2019 (8,809 on
December 31, 2018).

For compensation paid to executives, please refer to the consolidated
management report.

For shareholders at December 31, 2019, modifications that occurred
during the fiscal year as well as dividends paid appear in chapter 8
“Capital and legal information."

The activities of subsidiaries are presented in the tables shown under
7.4 "Activities and financial results of subsidiaries and holdings."
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2.3.6 The LME Law - Payment terms

Articles L.441-6-1 and D.441-4 of the French Commercial Code provide In view of the statute establishing credit, information that is
specific information pertaining to payment terms for suppliers and communicated pertaining to payment terms provided for under Article
customers to companies whose financial statements are certified by an D.441-4 of the French Commercial Code does not include banking
auditor. operations and related operations governed by the French Monetary

and Financial Code.

m The status of outstanding invoices received and issued, which are due (Article D.441-4 § 1), is defined as follows at the end of December 2019:

Article D.441-4 1°: Outstanding invoices received Article D.441-4 2°: Outstanding invoices issued
at the end of the fiscal year which are due at the end of the fiscal year which are due

0 day 1to 3lto 61to 91 days Total (1 day 0 day 1to 3lto 61to 91 days
(identifier) 30 days 60 days 90days  and more and more) (identifier) 30 days 60 days 90 days and more

Total (1 day
and more)

[A) TRANCHES OF LATE PAYMENTS

Number
of invoices
concerned 259 101 341

Total amount
of nvoices
concerned
including tax 144288417 659,012.48 1175095 2,945.73 9,366.70 683,065.86 162374955 44127.00 74570.00 5125488 211, 745.75

Percentage

of total amount

of purchases

including tax for

the fiscal year 0.80% 0.36% 0.01% 0.00% 0.01% 0.38%

Percentage

of revenue

including tax for

the fiscal year 0% 0% 0% 0%

98

381, 697.63

0%

(B) INVOICES EXCLUDED FROM (A) INVOLVING DISPUTED OR UNRECOGNIZED PAYABLES AND RECEIVABLES

Number

of invoices
excluded
Total amount
of invoices
excluded

(C) TERMS OF PAYMENT OF REFERENCE USED (CONTRACTUAL OR LEGAL PERIOD - ARTICLE L.441-6 OR ARTICLE L.443-1 OF THE FRENCH COMMERCIAL CODE)

Terms of m Contractual delay: 30 days m Contractual delay: 30 days

payment of m Legal delays: without provisions to the contrary appearing in the terms m Legal delays: without provisions to the contrary appearing in the terms
reference used of sale or agreed to between the parties, the deadline for payment is fixed of sale or agreed to between the parties, the deadline for payment is fixed
for calculating on the 30th day following receipt of the merchandise or performance on the 30th day following receipt of the merchandise or performance

late payments of the service. of the service.

= Statement of invoices received and issued carrying late payments during the period (Article D.441-4 § I1):

There were no significant (non-banking) transactions that were subject to late payment during 2019.

The few outstanding debts at the end of 2019, insignificant in amount, which are more than 61 days past due represent remaining sums due following
a dispute, oversight, or even in a few cases, debts representing notary expenses and taxes due to the Government in the context of the acquisition or

construction of buildings.
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CORPORATE SOCIAL RESPONSIBILITY
Preamble

3.1 PREAMBLE

This non-financial performance statement is drawn up on a voluntary basis and incorporates
information required by Articles L.225-102-1, R.225-105-1 and R.225-105, Articles 70 and 173 of the
Act pertaining to energy transition for green growth of August 17, 2015, Article 14 of the Act
pertaining to combating food waste of February 11, 2016, Sapin 2 Law No. 2016-1691 of December 9,
2016, Article L.225-102-4 of the law of March 27, 2017, pertaining to the duty of care by parent
companies and sourcing companies.

The actions of Crédit Mutuel group in terms of corporate social responsibility are subject to
statements of non-financial performance (NFPS) by the Confédération Nationale du Crédit Mutuel
(voluntary] and by the Crédit Mutuel Alliance Fédérale. Crédit Mutuel Alliance Fédérale’s statement
is published in its registration document.

NB: Unless otherwise noted by an *, the following remarks apply to figures mentioned in the
indicator tables included at the end of the statement.

Furthermore, some section headings include MA, R/0, SOCXX, SOTXX, ENVXX coding to facilitate
comparison with the cross-reference table present at the end of this statement.
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CORPORATE SOCIAL RESPONSIBILITY
CIC's business and value-sharing model (BM)

3.2 CIC'S BUSINESS AND VALUE-SHARING MODEL

(BM]

For more than a century and a half, CIC has distinguished itself by
relying on a spirit of initiative, a capacity for innovation, a taste for
challenges, an entrepreneurial mindset and a search for simplicity.

The primary subsidiary of Crédit Mutuel Alliance Fédérale, CIC is a
universal bank organized around five business lines - bank insurance,
corporate banking, capital markets, private banking, private equity.

A community bank, CIC, a holding and retail banking network in the
Paris region, brings together five regional banks and specialized
subsidiaries in all the finance and insurance business lines, in France
and abroad.

It relies on a physical network of nearly 2,000 branches in France,
foreign branches, representation offices and private banking locations
abroad covering 50 countries worldwide.

A digital bank that's 100% human, CIC is diversifying how it creates
relationships: branches, social media, collaborative platforms, etc.

It is run by 20,000 employees in the service of more than five million
customers.

DATA AS OF DECEMBER 31, 2019

CUSTOMERS BY MARKET!

COMMERCIAL ACTIVITY

FINANCIAL STRUCTURE

4.2 MILLION PRIVATE INDIVIDUALS

£€188.5 BILLION IN LOANS2

€15.7 BILLION IN EQUITY

£€169.3 BILLION IN FUNDING 2

CET1 RATIO WITH NO CIC GROUP
TRANSITIONAL MEASURES: 12.9%

ALMOST 126,000 NON-PROFITS

€179.3 BILLION IN SAVINGS
(MANAGED AND HELD IN CUSTODY)
€35.5 BILLION IN INSURANCE SAVINGS

CET1 RATIO WITH NO CREDIT MUTUEL
ALLIANCE FEDERALE

143,000 BUSINESSES

€5.6 MILLION IN INSURANCE
BASED SAVINGS IARD

TRANSITIONAL MEASURES: 17.3%

LONG-TERM RARTINGS:
MOODY’S *: Aa3

764,000 CORPORATE

€2.3 BILLION INVESTED
IN UNLISTED COMPANIES

STANDARD&POOR'S : A
FITCHS: AA-
OUTLOOK: STABLE ¢/ NEGATIVE’

Banking network customers.
Consolidated outstandings on the books.
ClC.

Crédit Mutuel Alliance Fédérale.

Credit Mutuel Group.

For Moody'’s and Standard & Poor’s.

For Fitch Ratings.

NN N N~
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CORPORATE SOCIAL RESPONSIBILITY
CIC's business and value-sharing model (BM)

CIC’s solid financial balance sheet underpins its development strategy in
proposing multiple offers in banking, insurance, telephony, remote
surveillance, etc.

In the service of human beings, whom it places at the heart of the
relationship, CIC strives to support its customers wherever they are in
real time by proposing high quality, appropriate and competitive
products, and by combining adept tools, a smooth flow of information,
excellence in service and protection of data and assets in each of its
business lines.

A digital bank, which benefits from the group’s IT resources, it offers
innovative products with cutting-edge technology.

The priority of CIC's strategic plan, which is part of Crédit Mutuel
Alliance Fédérale’'s 2019-2023 strategic plan ensemble#nouveaumonde,
is to be the bank of reference when it comes to customer service, range
of services and innovation in a digital world, for an enhanced
relationship between advisors and customers, and thus creating an
ecosystem of trust in a context marked by:

m a complex macro-economic environment with historically low rates;
m increasing regulatory pressures;

= technological changes (digital change), which impact the customer
relationship (internal processes, computer security) and create new
competitors;

m new expectations by customers who are better informed, more
connected, and concerned about secure on-line banking services;

m the changing behaviors and expectations of stakeholders;
m climate change and scarcity of resources.

DISTRIBUTION OF VALUE (SOT09)

2.7%

Other

27.0%

Net profit/(loss)

31.3%

Employee benefits
excl. tax expenses

13.3%

Taxes and duties 20.0%
5.7% ; Purchases
Cost of risk

(1] Consolidated outstandings on the books.
(2] Aggregate authorizations.
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At the employee level:

m 6.4% of payroll expense invested in training;

= nearly 4,500 hires [permanent + fixed-term contracts] in 2019;

m 47% of women among managerial staff or similar roles.

At the customer level:

= 83.8 billion in outstanding housing loans; (+6.6% compared to 2018);
= 59.5 billion in outstanding equipment loans® (+9%);

= L6 billion in outstandings® for financing renewable energy projects in
France and internationally;

m +14% in the number of projects financed in renewable energies with
professionals, farmers and small businesses;

m 308 proprietary trading investments in non-listed companies.
At the country level:
m 86.5% of NBl is generated in France;

m +22% of Passbook Savings outstandings for others between 2018 and
2019;

m over 20 million in budget dedicated to patronage and sponsorships;
m 13% of revenues returned to communities through taxes and duties.
At the financial level:

m 71% of NBI achieved by retail banking;

m higher long-term financial ratings.

These elements complete the description of CIC's activities, its business
model and the financial information presented at the beginning of this
universal registration document (see Chapter 2J.
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CORPORATE SOCIAL RESPONSIBILITY
CIC's social and environmental ambitions

3.3 CIC'S SOCIAL AND ENVIRONMENTAL

AMBITIONS

CIC participates in the policy defined by Crédit Mutuel Alliance Fédérale
based on its values since its creation: proximity, responsibility,
solidarity, and is associated with the Crédit Mutuel group’s adherence,
via CNCM, to the Principles for Responsible Banking of the United
Nations Environment Program Finance Initiative (UNEP Fl). These
Principles define a framework, developed in partnership between banks
around the world and UNEP Fl, for a sustainable banking industry.

(ENVO1) Crédit Mutuel Alliance Fédérale is developing its CSR approach
- known as social and cooperative responsibility (SCR) - with a goal of
creating innovation, wealth and sustainable growth. Based on a
relationship of mutual trust by all, this policy has five goals broken
down into fifteen commitments:

GOAL COMMITMENTS
POLICYHOLDERS 1 - Listen to our customers and members
AND CUSTOMERS 2 - Promote bank inclusiveness
3 - Control risks in the conduct of business
OF GOVERNANCE 4 - Support efficient functioning of governing bodies
5 - Empower cooperative governance
SOCIETAL 6 - Formalize a policy of responsible purchasing
7 - Maintain responsible relationships with our partners
8 - Contribute to the development of the country
9 - Support local initiatives
SOCIAL 10 - Promote diversity and equal opportunity
11 - Strengthen support for careers, synergies in the development of internal mobility and development of skills
12 - Make work life and internal communication processes a strategic lever for employee commitment
13 - Strengthen the dynamics of social dialog
ENVIRONMENTAL 14 - Reduce our environmental impact

15 - Promote quality products and responsible services

Work began at the end of 2019 to match these ambitions with the
United Nations’ sustainable development objectives, with the voluntary
participation of all the group’s entities. The ambition is to identify the
Sustainable Development Goals (SDGs) corresponding to the group’s
strategic objectives and those that can be leveraged. The first step was
to develop a questionnaire correlating the categories of the 17 SDGs
with the actions carried out under the SCR strategy in order to assess
the level of contribution to each SDG.

GOOD HEALTH
AND WELL-BEING

QUALITY
EDUCATION

GENDER
EQUALITY

The analysis of this questionnaire made it possible to select six SDGs
[numbers 3, 4, 5, 8, 9 and 13] that were consistent with the
commitments of the group’s SCR approach. These results will be put to
a vote among the stakeholders in order to prioritize this selection and
define those that will be integrated into the SCR strategy.

Finally, the SDGs selected will then be validated by the governing and
deliberative bodies and subsequently integrated into the governance of
Crédit Mutuel Alliance Fédérale after validation by the boards of
directors concerned.

DECENT WORK AND
ECONOMIC GROWTH

CLIMATE

INDUSTRY, INNOVATION 1
ACTION

AND INFRASTRUCTURE

& @
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CORPORATE SOCIAL RESPONSIBILITY

CIC's social and environmental ambitions

Furthermore, in 2015 Crédit Mutuel Alliance Fédérale adhered to
Committee 21, a network of stakeholders involved in the operational
implementation of sustainable development and on December 19, 2018,
it committed itself alongside other businesses to initiatives regarding
inclusive access to products and services concerning training and
learning in 2019 and 2020, in conjunction with governmental measures
taken in favor of purchasing power.

This SCR approach is an integral part of the 2019-2023 strategic plan
“ensemble#inouveaumonde” of the group articulated in 2018 with
employees, integrating in particular the following goals:

m 100% of employees trained in transformation;
= gender equality in management and governance positions;

m 30% increase in financing of projects with a significant impact on the
climate;

m 30% reduction in the group’s carbon footprint.

In order to evaluate its actions in environmental, social and governance
matters and as part of a continuous improvement process, Crédit
Mutuel Alliance Fédérale has mandated a non-financial rating agency to
obtain an annual rating. As of October 31, 2019, Crédit Mutuel Alliance
Fédérale obtained an Al rating from Vigéo Eiris based on an overall
score of 63/100. Crédit Mutuel Alliance Fédérale is among the top 2% of
companies rated by Vigéo Eiris worldwide and fifth in the Diversified
Banking sector in Europe.

As of April 15, 2020 Non-Financial Ratings*

VIGEO EIRIS 63/100
SUSTAINALYTICS 62/100
ISS OEKOM C-
MSCI AA

* BFCM ratings taking into account the entire scope of Crédit Mutuel Alliance Fédérale
for VIGEO EIRIS, SUSTAINALYTICS, MSCI, and Crédit Mutuel group rating for ISS
OEKOM.
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CIC’s mission also consists of pursuing its commitment to sustainable
development in regions where it operates, through, among other things,
its responsible management, its service offerings and its support for
initiatives with positive social and environmental impacts.

Its contacts in each of the group’s entities are working in collaboration
with the SCR team, which is integrated with the risk, permanent control
and compliance department of Crédit Mutuel Alliance Fédérale.

In parallel with the group’s action, working groups and committees
dedicated to particular themes or actions may be constituted within
some of the group’s entities. Likewise, some initiatives in this domain
may be subject to approval at the management committee level and
commitments taken by certain entities of the group. As an example, the
Banque de Luxembourg is a member of the IMS Luxembourg business
network, the national branch of Europe’s CSR organization, which works
in developing CSR policies in Luxembourg. It is involved in the ABBL's
CSR working group and sustainable development working group. A CSR
committee under the responsibility of the bank’s general secretary, in
which the bank’s business lines, human resources, facilities,
communication and compliance participate, coordinates existing
initiatives within the Bank and leads a process of reflection to fully
integrate CSR into the overall strategy.
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CORPORATE SOCIAL RESPONSIBILITY
The group’s non-financial risks and opportunities (R/0)

3.4 THE GROUP’S NON-FINANCIAL RISKS
AND OPPORTUNITIES (R/0)

CIC is exposed to a certain number of associated risks, which are
detailed in the “Financial Information” section of the universal
registration document.

The primary non-financial risks/opportunities identified result from the
challenges confronted by the group as previously described and from
relationships that it is developing with its stakeholders described below
(ENV02):

m relationships with shareholders and executives: involvement of CIC
and its subsidiaries in the process of corporate social responsibility
described below (validation of sectoral policies by the boards of
directors, etc.);

m at the level of employees and their representative bodies: refer to
Chapter 3.5 “Responsible Management of Human Resources”;

m with private customers, professionals, associations, businesses: this
concerns communication at the time a service or product is
designed, signing of contracts, response to the bidding process,
response to questionnaires [(see Chapter 3.7 “A Responsible
Economic Agent);

m suppliers, sub-contractors, firms providing jobs for the unemployed
or appropriate companies: relationships are established at the level
of the group’s business line centers for certain supplier relationships
(logistics, IT) and at the level of each entity for other suppliers. These
are detailed in Chapter 3.6 of the Vigilance Plan, “Being a Trusted
Partner”;

MAP OF SIGNIFICANT ESG RISKS
SUMMARY

Non-financial information category Significant non-financial risks

m associations, foundations, partnerships, universities, civil society:
see Chapter 3.7: “An Actor in Culture and Society”;

m professional organizations in the field of activity of each of CIC's
entities: regular contacts as part of country-wide animation;

m governments, monitoring and regulatory authorities, rating agencies:
transmission of information;

m the relationships with non-financial ratings agencies and NGOs when
controversies are handled at the level of Crédit Mutuel Alliance
Fédérale and the Confédération Nationale du Crédit Mutuel (CNCM).

A map of Environmental, Social and Governance (ESG) risks was
outlined for all of Crédit Mutuel Alliance Fédérale. The summary of risks
presented below covers all the risks identified other than governance
risks or elements specific to Crédit Mutuel Alliance Fédérale.

The denoted performance indicators sometimes cover a larger scope
than that of CIC to the extent it concerns indicators originating from
Crédit Mutuel Alliance Fédérale’s business line centers.

Primary prevention measures Performance indicators

GOVERNANCE

Failure to advise the clientele
Inappropriate goods and services sold

Risk of losing customers

GOVERNANCE: 2019 PERFORMANCE INDICATORS
Non-financial information

Failure to advise the clientele
Inappropriate goods and services sold

Routine quality measures
Satisfaction surveys
Adaptation of proposed offerings

Complaints maonitoring indicator
(Paragraph 3.6.2.2.9 and 3.6.2.3.5)

Performance indicators

Complaints monitoring indicator Change 2019-2018 in the number
of claims: +19.9%. Over 90% handled

within 1 month during the year.
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CORPORATE SOCIAL RESPONSIBILITY
The group’s non-financial risks and opportunities (R/0)

Non-financial information category

Significant non-financial risks

Primary prevention measures

Performance indicators

SOCIAL

Transformation of skills
Lack of employee training

Discharge of employees
(management of employees,
professional recognition, quality of
work life, etc.)

Risk of non-compliance of banking
operations

Risk of non-respect of procedures
Risk of failure to advise
customers/prospects - Loss of NBI

SOCIAL: 2019 PERFORMANCE INDICATORS

Non-financial information

Transformation of skills
Lack of employee training

Discharge of employees

(management of employees, professional recognition, quality of work life, etc.)

Significant training budget
(> 6% of payroll expense)

Support for all employees in digital
transformation

Internal support mechanism

for employees (regular interviews,
group charters and agreements,
measures for improving quality

of work life, etc.)

Performance indicators
Training indicators

Rate of transformation training

Job rotation rate

Absenteeism indicator: Change in the
number of days of absence

Training indicators
(Paragraph 3.12 - SOC46; SOC47,
S0C50)

Rate of transformation training
(Paragraph 3.5.1.1 - SOC122)

Job rotation rate

(Paragraph 3.5.2.1.1 - SOC27)
Absenteeism indicators: Change

in the number of days of absence
(Paragraph 3.5.2.2 and 3.12-SOC 124;
S0C38; SOC39; SOC40)

S0C46 Amount of payroll expense
invested in training: €69.6m
(+2.8% on 2018)

SOC47 Percentage of payroll
expense invested in training: 6.4%
(stable)

SOC50 Total number of hours
allocated to employee training:
736,748, or 37 hours per employee
(5.9%)

32.7% of employees registered

for training on the digital passport
in 2019 were certified.

Rotation rate of 4.2% (4.3% in 2018)

+0.5 day per employee between 2018
and 2019

SOCIETAL

Lack of awareness of the ESG issues
in the group purchasing policy

Malice in the handling
of customer/prospect banking
operations

IT systems security failure

Risk of non-respect of the vigilance
plan

Risk of internal or external fraud
Risk of conflicts of interest
Risk of information theft

Risk of downtime in bank IT systems
Risk of cybercrime

Risk of non-respect of General
Regulations on the protection

of customer data
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Respect of purchasing policy
Signing of supplier charter

Strengthening control procedures of
banking and insurance operations

IT systems security committee
Certification ISO 27001
Training of employees in GRDP
(General Regulations on Data
Protection)

Number of supplier charters signed
(Paragraph 3.6.2.3.5)

Amount of claims for internal and
external fraud (Paragraph 3.6.1.1)

Availability rate of primary
TP applications™
(Paragraph 3.6.2.3.3)
Impact of claims > £€1,000
(Paragraph 3.6.2.3.3)
GDPR training rate
(Paragraph 3.5.1.1)

www.cic.fr



Non-financial information category Significant non-financial risks

CORPORATE SOCIAL RESPONSIBILITY

The group’s non-financial risks and opportunities (R/0)

Primary prevention measures

Performance indicators

SOCIETAL: 2019 PERFORMANCE INDICATORS
Non-financial information
Lack of awareness of the ESG issues in the group purchasing policy

Malice in the handling of customer/prospect banking operations

IT systems security failure

Performance indicators
Number of supplier charters signed

Amount of claims for internal
and external fraud

Availability rate of primary
TP applications®

Impact of claims > €1,000

GDPR training rate

In 2019, nearly 2,000 charters were
signed by suppliers of CCS
(suppliers with revenue higher than
£€5,000) and nearly 80 by suppliers
of Euro-Information (SOT100)
(responsive or essential suppliers
and new suppliers)

Internal and external fraud reached
€15.3 million and accounts for almost
32% of total claims

The average availability rate of the
primary TP2 applications is 99.54%
(99.63% in 2018)

There were 298 claims costing more
than €1,000 (239 in 2018)

Almost 75% of employees have
completed an e-learning module
on the General Data Protection
Regulation

FIGHT AGAINST CORRUPTION

Non-respect of procedures Risk of corruption

FIGHT AGAINST CORRUPTION: 2019 PERFORMANCE INDICATORS
Non-financial information

Non-respect of procedures

Regular training of employees
Internal controls

Performance indicators

Percentage of employees trained
in the fight against corruption

Percentage of employees trained
in the fight against corruption
(Paragraph 3.6.2.3.5)

55% of training sessions were
undertaken by relevant employees
in 2019

HUMAN RIGHTS

Controversies over the non-respect
of human rights

Risk of exposure through banking
and insurance activities

Risk of non-respect of the vigilance

plan
HUMAN RIGHTS: 2019 PERFORMANCE INDICATORS
Non-financial information
Controversies over the non-respect of human rights

Contractual clauses

Crisis management mechanism
Monitoring performed using

a scoring tool

Monthly reporting and compilation
of a list of excluded securities

for asset management purposes

Communication of the vigilance plan

Performance indicators

Number of alerts from the
“Power to Report” monitoring tool

Number of alerts from the
“Power to Report” monitoring tool
(Paragraph 3.6.2.3.4)

Data not available
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CORPORATE SOCIAL RESPONSIBILITY
The group’s non-financial risks and opportunities (R/0)

Non-financial information category

Significant non-financial risks

Primary prevention measures

Performance indicators

ENVIRONMENTAL
Absence of dedicated CSR Regulatory risk (poor application The group’s CSR commitment CSR indicators included
governance of regulatory texts) Validation of decisions by the boards  in the strategic plan

Lack of consideration for the carbon
footprint of the group’s entities in the
exercise of their activities

Failure to consider specific rules
for sectors with high greenhouse gas
emissions when granting financing

Absence of prevention measures
to reduce the carbon footprint
of banking and investment operations

Lack of consideration for risks
associated with climate change

Risk to reputation
Regulatory risk

Risk of losing customers and
attractiveness (impact on NBI)

Financial risk
[depreciation of controversial
securities in the portfolio)

Risk of transition
Physical risk

of directors of umbrella organizations
Dedicated organization with contacts
in each entity

Carbon offset mechanism
ISO 50001 certification process
(energy management)

Sectoral policies and integration
of ESG criteria in granting loans and
investment management

Roll-out of Climate strategy for coal
and non-conventional hydrocarbon

activities

Exploratory approach to assessing

climate risks: establishing limits

“ensemble#nouveaumonde
2019-2023"
(Paragraph 3.3)

GHG Emissions: 5-year goal

of 30% reduction in the group’s
carbon footprint

(Paragraphs 3.6.2.3.3-3.9.1)

Growth rate in financing
commitments for renewable
energy projects

(Paragraphs 3.7.3.2 and 3.6.2.3.5)

Decrease in outstandings
Revision of exclusion thresholds
for coal and hydrocarbon policies

Quarterly monitoring of limits
by country

ENVIRONMENTAL: 2019 PERFORMANCE INDICATORS

by country including climate and
ESG risks

Additional work has been done to streamline the methodologies for measuring performance indicators.

(1) TP: Transactional process - major applications used by the banking network and customers.

Methodology applied to creating the ESG risk mapping:

The risk, permanent control and compliance department of Crédit
Mutuel Alliance Fédérale has a mapping of group risks that makes it
possible to grasp all of the factors that might affect the activities of
Crédit Mutuel Alliance Fédérale and their performance. This mapping is
the starting point for work led by a dedicated team to identify, assess
and prioritize ESG implications for the group.

The approach in place, inspired by the CSR Reporting Methodological
Guide published by the MEDEF, draws on the collaborative work of the
risks and CSR teams, which consists of identifying risk factors for each
area of ESG. These risks were subject to analysis (by experts] that
allowed for grading based on the probability of occurrence, their
seriousness in terms of impacts and the possibility of non-detection.
The grading scale of 1 (very significant risk) to 5 (insignificant risk) is
the one used of the group’s mapping of risk and applied to the ESG
implications. This work allowed us to highlight a summary of significant
ESG risks, featuring risk prevention and mitigation measures as well as
the main performance indicators.

An action was undertaken in 2019 with the risk teams of Assurances du
Crédit Mutuel (ACM) to identify the specific risks and challenges
connected with the insurance business line. The method used is
identical to the one described above. The specific risks and
performance indicators of the insurance business line were added to
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Crédit Mutuel Alliance Fédérale’s ESG risk mapping supplementing
those that had already been identified.

The mapping of significant ESG risks is approved by Crédit Mutuel
Alliance Fédérale’s Risk Committee [executive body) and the Risk
Monitoring Committee (deliberative body).

It should be noted, like legal risks, the risk to reputation is seen as a
consequence of other risks (especially financial, operational, credit,
commercial). The risk to reputation is managed by means of other risks.
However, the threat of harm to the group’s reputation may have
significant consequences. That is why the group carefully evaluates the
possible consequences of various risks (preventive measures) and
ensures proper functioning of a crisis unit when a proven risk to
reputation arises.

A description of policies and reasonable efforts associated with these
risks is integrated into CIC's overall policy in terms of corporate social
responsibility (refer to the performance Indicators included in the
summary table above). Very attentive to potential risks, CIC is
spearheading an active policy across all non-financial spheres, even if
until now the indicators monitored haven't demonstrated significant
risks other than those presented above. This policy also has as its goal
to transform these risks into opportunities to increase the group’s
overall performance.
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3.5 RESPONSIBLE MANAGEMENT OF HUMAN

RESOURCES

As of December 31, 2019, CIC has 20,507" registered employees,
distributed as follows:

m banks: 17,241;
m French subsidiaries: 1,358;
= branches/offices and foreign affiliates: 1,908.

3.5.1

3.5.1.1 Training, a factor in the

employability and development
of employees

The aim of training is to help employees adapt to the rapid changes in
their profession and to prevent one of the significant non-financial risks,
that of non-compliance of banking operations in a context of
transformation. It is a major lever for the success of the group’s
transformation strategy.

In 2019, as in 2018, the training budget represented 6.4% of payroll
expense with a total of nearly 737,000 hours of training sessions, or
37 hours per employee.

A large part of training is provided by Cap Compétences®, Crédit Mutuel
Alliance Fédérale’s skill center. This involves the establishment of
training sessions that closely match the needs of employees to help
them acquire sustainable skills. In 2019, 40% of CIC network’s training
sessions were related to career paths.

Cap Compétences favors a blended learning approach combining
face-to-face training with distance learning. The e-learning modules,
e-videos, on-line classes, etc., are considered complementary tools to
face-to-face training, which help trainees experience new situations,
share and work with others while acquiring knowledge. Three training
centers located in the Bas-Rhin, the Essonne and the Loire-Atlantique
regions, make it possible to bring together groups of employees, in the
context of their careers, who are practicing the same profession for the
purpose of sharing experience and training.

All employees have a FORMAD remote training platform, which
integrates dynamic and interactive modules. The home page is
personalized, and the catalog offers targeted trainings based on the
profession practiced. Every year, new e-learning courses are posted
on-line. In 2019, the number of hours of distance learning reached more
than 122,000 hours, i.e. 17.5% of the total number of training hours.

Quantitative data concerning training appears at the end of the
statement (indicators SOC46 to SOC50).

(1) HR Data.
(2] Formerly CM-CIC Formation.
(3] Training for entities in France.

The commitment and involvement of employees are key factors in the
CIC’s successful development and financial performance. CIC’s social
policy aims at creating conditions to better support profound changes
that impact its various business lines, and which make it possible to
address financial, regulatory and behavioral challenges while promoting
career advancement and well-being at work.

Adapting skills and jobs to the group’s transformation strategy

As for employees of the sales netwaork, training is a priority and is built
around three themes:

m inescapable strategic actions related to the acquisition of new skills
(new offerings, regulations, technologies, etc) or related to
strengthening of skills (technical, methodological, behavioral] over a
multi-year period;

m initiation of a career path and deepening of knowledge;
m individual actions to strengthen skills.

The curriculum of the directors’ school, which alternates theoretical
training and professional implementation of what has been learned,
changed in 2019. New modules have been created to better understand
management, customer relations and digital and increased agency
immersion phases.

Mastering and using digital technology to strengthen human relations is
a necessity for all of the group’s employees. In 2019 Crédit Mutuel
Alliance Fédérale created the digital passport, to enable everyone to
position themselves on their level of office automation skills and digital
literacy. The assessments cover knowledge of the digital environment,
data and information processing, protection in a digital environment,
means of communication and collaboration (social networks, online
conferencing, online chat, etc.). The aim is for employees, on the basis
of the diagnosis carried out using a questionnaire, to acquire new skills
and progress at their own pace. This passport includes a certification
that validates a level of knowledge. This certification allows employees
to enhance their skills, and Cap Compétences to define the appropriate
measures to improve employees’ digital literacy. Nearly 33% of the
employees concerned® voluntarily passed the certification in 2019
(S0C122).

In addition, a relational visa allows network employees to assess their
level of proficiency in tools such as electronic signature, email analyzer,
research assistants and online banking.

Cap Compétences, approved as an authorized training organization,
extended its activity in 2019 to include apprenticeships to develop
work-study programs and encourage the integration through
employment of young people in Crédit Mutuel Alliance Fédérale.
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The agreement related to provisional job and skill management (GPEC)
also specifies training modalities for other professions, training
unrelated to skills unique to each profession and the means of
individual training at the employee’s initiative: personal training account
(CPF), professional transition project (transition CPF), validation of prior
experience [(VAE), professional development counseling (CPE].
Employees were informed this year of the launch of the Personal
Training Account mobile application.

3.5.1.2 Provisional job and skill management

In 2016, a three-year group agreement related to provisional job and
skill management (GPEC) was signed for the purpose of allowing
businesses that benefit from this agreement to continually have the
skills necessary for their activities, evolution and development. The
GPEC tools are available to employees to acquire and update skills
necessary for exercising their job, and to acquire new ones to evolve
into a new position in the context of career management.

3.5.1.2.1 Anticipating the evolution of professions

With the entry into force of agreements signed in 2017 constituting the
common statutes for employees of Crédit Mutuel Alliance Fédérale, the
nomenclature of the positions shared by the entities that signed the
agreements was prepared to include the specific functions exercised in
each of CIC’'s businesses. This unigue job nomenclature makes it
possible to follow the evolution of professions and the skills necessary
to practice them. Actions are taken depending on the needs of
businesses in positions or in skills, as well as identified needs for
training or change for employees whose jobs have evolved. This could
involve measures to adjust staffing, mobility issues, adaptation training
or reconversion, while still respecting the goals of workplace equality. A
monitoring commission constituted of group union delegates is tasked
with reviewing the intermediate results once a year and to make
suggestions within the framework of action plans, monitoring the
evolution of professions, issuing opinions on tools and established
support measures, suggesting improvements or training as part of the
GPEC and which could be, where appropriate, integrated into training
plans.

3.6.1.2.2 The employee, a participant in his
or her career plan

The professional interview is a privileged moment of exchange between
managers and employees. It's a time to assess the employee’s skill
level, to set a path for progress in the job and to facilitate future
changes, based on progress achieved and observed successes. It may
involve a component of functional and/or geographic mobility. In 2019,
the format was simplified to make it more user-friendly. For the group, it
is also one of the procedures used to detect employees with high
potential. Tools (guide, best practices) are available to managers to
carry out these interviews.
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3.5.1.2.3 Promoting mobility

As part of the agreements constituting common statutes, negotiations
on mobility, which opened in 2017, resulted in a group agreement
concerning geographic mobility in order to harmonize the conditions for
mobility that apply to all employees from the entities that signed the
agreement. The willingness to promote internal mobility and to primarily
recruit employees internally was reaffirmed. Mobility is considered to be
a key element in professional development and career progression,
fostering employees’ capacity to adapt and opening new horizons to
them in an environment of constant change.

The employees benefit from the “JOBS” application. This job listing
market facilitates the search of offerings published throughout the
regions and internationally, and can create alerts about new
opportunities that meet the user's expectations. The unique job
nomenclature contributes to better understanding the jobs offered. A
library of the job-skill data sheets shared by the entities is also available
on the employees’ intranet site. Data sheets are divided into 12 families
and for each given job presents: the job, the primary tasks, the skills
required to exercise these tasks, the primary jobs that are closely
related (those from which an employee can advance to exercise this job
and those towards which he or she may advance after a successful
assignment on this job). For the same job, a summary sheet and a
comprehensive data sheet are offered, complete with the required job
skill levels, details on job skills and definitions of general skills. A guide
to facilitate procedures for employees and defining the practical rules of
group mobility is available on the intranet tool.

3.5.1.2.4 Recruiting for the future

At the end of 2018, a campaign to attract the best talents
(#ClICentreprendresonjob) was pitched around CIC's values: the spirit of
initiative, a constructive manner, the challenger mindset and the spirit
of simplicity. In 2019, as part of this campaign, every month, videos
featuring an employee testimony were highlighted on social networks
and on the CIC website to illustrate the diversity of profiles and career
prospects within the group.

Collaborative platforms were made available to CIC and CIC QUEST
employees to co-opt people in their entourage and also to share job
offers on social networks.

At CIC, young talent recruitment involves in particular the use of
work-study programs and internships, for which a proactive policy is
being implemented (since this year, Cap Compétences is the ATC of
Crédit Mutuel Alliance Fédérale), based on the quality of candidates,
while making certain that the conditions in which they are welcomed
are optimal. The goal is to hire them at the end of their contract. The
number of work-study training courses increased by 30% compared to
2018.

At the same time, CIC is engaged in Crédit Mutuel Alliance Fédérale's
commitment with the public authorities as part of the Pacte avec les
quartiers pour toutes les entreprises (Neighborhood pact for all
businesses - PAQTE] to promote the economic inclusion of young
people in priority neighborhoods in urban policy (QPV]. On this occasion,
precise and concrete commitments were made in terms of training and
apprenticeship. In order to strengthen this mobilization, a consortium of
companies, including Crédit Mutuel Alliance Fédérale, has been created
for a more inclusive economy. The first concrete manifestation of this
commitment took place at CIC Est, which hosted the first Forum for the
Future at its headquarters on November 7, 2019. Several major
companies in the Grand Est region and associated partners in the Grand
Est have combined their strengths and skills to offer young people
between 16 and 30 years of age support in their efforts to access the
professional world and enter the workforce. The objective was to give
them the method, the training, the codes and above all to respond to
their specific needs thanks to workshops, conferences and
testimonials, advice, coaching, and assistance with orientation,
networking, CV writing, leads for finding an internship, a work-study
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contract or even a job. The CIC Est agencies in the Alsace sector were
mobilized to pass on the invitation. In the end, 500 young job-seekers
came to the Forum. To continue its action to promote the inclusion of
young people, employees will sponsor young job-seekers.

Moreover, CIC continues to develop close ties with numerous higher
education establishments, particularly during trade gatherings,
recruitment days and career forums, etc. Recruitment techniques are
also evolving with the use of tools offering more dynamic and
innovative applicant processes. A delayed video interview solution
allows applicants to describe themselves beyond their CV and
recruiters to better discover the personalities of the candidates.

CORPORATE SOCIAL RESPONSIBILITY
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4.438" employees were recruited in 2019 for open-ended and
fixed-term contracts (-0.3%), representing 22.6% of the total workforce.
The portion of employees within the scope [selected for social
indicators] being less than 30 years old is stable and represents nearly
20% of the entire workforce.

Integration mechanisms are in place to support new employees. In this
way, recently hired employees in the network benefit from a career
path combining theoretical training, days of immersion and application
in an office as well as self-learning. Furthermore, in subsidiaries,
specific training sessions or tutorials are also adopted for new recruits.

3.5.2 Anemployer that encourages employee involvement

in a sustainable fashion

Employee involvement is a strategic objective for Crédit Mutuel
Alliance Fédérale entities and failure to achieve this objective has been
identified as a significant non-financial risk. CIC's commitment is
manifested by responsible social practices that are respectful of
employees and the search for quality working conditions and living
conditions.

3.5.2.1 Aresponsible social framework
3.5.2.1.1 Lasting jobs

Total workforce® of CIC entities increased by 0.8% compared to the end
of 2018 at constant scope of consolidation, with the number of bank
employees remaining stable (+0.1%). French subsidiaries saw their
workforce increase by 68 employees [+5.3%). The workforce of foreign
establishments also grew by 80 employees (+4.4%).

Over the scope selected for the following indicators (entities located in
France, Banque de Luxembourg and Banque de Luxembourg
Investments SA), which includes 19, 676 employees (natural persons]),
95.1% have open-ended contracts (CDI).

CIC posted a turnover rate (SOC27) of 4.2%, stable in comparison to
2018 (SOC123). Data concerning hirings and firings are shown in the
table of social indicators. The average seniority of employees in CIC
entities is more than 14 years.

3.5.2.1.2 A policy of transparent and incentivized
compensation

The components of fixed compensation are described in the appendix
of the group’s new agreement available on the intranet. Each job is
positioned in a classification grid, shared the entities that signed the
agreement, on one or several levels. Each classification level has a base
salary range. The classification grid, base salary grid for the year, rules
on changing levels, decision criteria and minimum amount of individual
raises are published. The group agreement stipulates that job functions
and compensation may not be subject to discrimination.

Moreover, an annual electronic individual social report (ISR] allows the
employee to be knowledgeable about the components of his or her
overall compensation for the preceding year and any changes.

Via the intranet site, “The Employee’'s Universe,” employees have
access to various tools and documents.

An annual report on compensation policies and practices for employees
whose professional activities have substantial impact on the company’s
risk profile is communicated to the ACPR and published on CIC's
Internet site.

The gross payroll expense of open-ended contract employees in 2019 is
€925.3 million, an increase of 1.8% in comparison to 2018. At the
beginning of 2019, all employees covered by the group agreement,
present in entities that signed the agreement as of December 31, 2018,
benefited from an exceptional purchasing power bonus in the amount
of €1,000 gross under law no.2018-1213 of December 24, 2018, on
emergency economic and social measures.

Quantitative data concerning compensation appears at the end of the
statement (indicators SOC73, SOC107 to 109 and SOC80).

3.5.2.1.3 Employees: partners in the overall
performance

This year, the overall rate of profit-sharing and incentives paid in 2019
in respect of 2018 was raised to a historically high level of 15.0621% of
total payroll [12.4349% for incentives and 2.6272% for profit-sharing).
Thus, for CIC entities falling under the unique status, 20,050 employees
for this reason received an overall amount of €126.2 million. In addition,
the matching contribution to the group savings plan for 2019 was
increased to €630 for a voluntary savings of €210. The amount of the
matching contribution paid was €17.1 million.

As a reminder, following the new incentive and profit-sharing
agreements signed in 2018, the calculation of profit-sharing is now
based on Crédit Mutuel Alliance Fédérale’s IFRS consolidated income,
incorporating the performance of all companies that signed the
agreements; the salaries used as the basis for the calculation are
increased for the lowest salaries. These agreements illustrate the
desire to fully recognize the contribution of employees to the company’s
results.

Complete information on employee savings was made available to all
employees on the intranet (video, self-learning, documentation).

Incidentally, there are no stock option plans for CIC’s executives.

(1] Refer to the SOCI3 to SOCI7 indicators, on all the companies in the group as indicated in the methodology appearing at the end of the statement.

(2) HR Data.
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3.5.2.1.4 A progressive social security policy

With regard to supplemental health coverage, the general plan’s
contribution paid by CIC exceeds that prescribed by law. This system of
a contribution proportional to salary favors the lowest incomes. Other
measures also benefit families by improving on the provisions
prescribed by the collective agreement. In terms of provident schemes,
employees also benefit from quality protection financed to a large
extent by the group, particularly concerning maintenance of salary for
three years in the case of long-term illness and a level of income
maintained until retirement in the case of disability. Also provided for in
the guarantees for employee plans:

m in terms of beneficiaries of the death benefit, an increase per
dependent child paid directly to them, which takes into consideration
changing family situations;

m calculation formulas of the annuity of a spouse adjusted to actual
age at time of retirement to allow spouses of older employees to
receive a lifetime annuity;

m payment of the education annuity for children who pursue their
studies or who are infirm until their 28" birthday.

For retirement, employees of the CIC benefit, in addition to the basic
compulsory social security schemes and the complementary
ARRCO-AGIRC, from a supplementary funded pension plan, “CIC
Retraite,” entirely funded by the employer. Employees have the
possibility of making voluntary payments and to assign rights
originating from the time-saving account (CET) to the plan. A second
mechanism allows employees to establish a supplementary pension by
funding a group collective retirement savings plan (PERCOG) by
payment of profit-sharing, incentive compensation, through voluntary
payments or transfer of rights from the CET.

3.5.2.2 A company concerned about the
conditions and quality of life at work
(SOC45)

Measures for prevention and monitoring
with regard to employee health and safety
and harassment

For all companies under the group agreement, there exist:

3.6.2.21

m an action plan pertaining to avoidance of stress on the job. The
actions proposed for preventing, reducing and eliminating stress on
the job take into account the work done by the task force and the
survey conducted with employees by an outside firm. Preventive
measures concern workstation design and equipment, adaptation of
the intranet site, use of messaging, the role and training of the
manager, training and support for employees, the organization of
work;
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m as an appendix to the internal rules of each company concerned:

m a charter pertaining to the prevention of and fight against
harassment and violence (an informational brochure on prevention
of acts of harassment and violence at work was distributed to
employees),

m a security charter with rules applying to all employees and to any
person with authorized access to facilities, IT resources or
information made available to or used,

m a safety handbook, which details procedures and safety
instructions to apply to different situations that may occur. This
guide is comprised of several themes and in particular the safety
of premises and natural persons. It is available to employees on
the intranet.

Moreover, besides the warning procedure in the context of prevention
and combating harassment or violence within the entities that signed
the group agreement, including CIC entities, employees also have the
power to report any failure to respect the legal and regulatory
obligations as well as professional or internal standards that they may
observe in the context of their activities.

Concerning incivilities by the clientele, employees have an electronic
resource that allows the reporting of incivilities and which contains
recommendations concerning measures to take vis-a-vis concerned
employees. Training sessions on the management of incivilities are
conducted especially for employees at reception areas in branch
offices. These employees must have previously followed a self-learning
module on the subject.

For the companies concerned, an update of the single document for
evaluating professional risks and the evaluation grid of arduousness is
done annually. To prevent certain risks specific to business: armed
attack, physical aggression, incivility, an update and reminder of safety
instructions are done regularly.

Various documents (the safety handbook, the security toolkit and the
network safety guides, “Act together in the face of incivility [in
customer relations),” and “Preventing any acts of harassment and
violence at work™) are available to employees on the intranet.
Self-training modules (“Safety and Fire Prevention” and “Safety
Awareness - Protection of People and Property”) are also offered and
awareness-raising activities, fire evacuation simulation exercises and
risk prevention exercises are regularly rolled out. As the Crédit Mutuel
has been a signatory to the Charter for Safer Roads since 2016, it
reminded employees, including CIC employees, in 2019 of certain rules
to give preference to videoconferencing instead of physical travel, to
first study the possibilities of public transport if travel is necessary, and
in the case of travel by car, to systematically respect the rules of good
conduct to prevent road risks and to make their journeys in complete
safety. Road Risk training is mandatory for employees who have to
travel frequently in the course of their work.

As part of the Strategic Plan, a project was launched in 2019, entitled
“Working Well Together,” with the aim of raising awareness among all
employees on the prevention of harassment, the fight against
discrimination and internal incivility. Videos were distributed to
managers and employees.
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In addition, public health initiatives are regularly carried out: at CIC,
information is disseminated on the Intranet, including an online medical
library. In 2019 two awareness-raising days on relaxation and nutrition
were held to promote improved well-being. In particular, an online
guestionnaire was made available to employees to measure the impact
of lifestyle habits on their health and well-being. Based on the answers
provided, personalized advice was given to improve their behavior and
quality of life in terms of nutrition, physical activity, stress and sleep. At
Bangque de Luxembourg, a conference on “Good Habits to Prevent
Cancer” by the Cancer Foundation was offered to employees.

In addition, the question of specific possible problems in dealing with
family and professional responsibilities was addressed during
professional interviews.

CIC declared 111 workplace accidents that resulted in medical leave
(including relapses).

Absenteeism [SOC38) other than maternity/paternity leave represented
189,689 working days of absences over the fiscal year (+6.3% as
compared to 2018) (SOC124), or 9.6 days per employee as compared to
9.1days in 2018.

CIC is actively participating in employee health, provident and
retirement coverage [see Section 3.5.2.1.4). All of the provisions are
published in the “The Employee’s Universe” on the intranet. In terms of
health and safety (SOC84), two group agreements were signed: the
agreement on donation of days and the agreement on the right to
disconnect. Present in all CIC establishments with at least
50 employees, the economic and social committee, through the health,
safety and working conditions committee (CSSCT), now contributes to
protecting the health and safety of employees and improving working
conditions, replacing the CHSCT.

3.5.2.2.2 Improving the job and workspace

environment

This is manifested in the search for equipment and ergonomic furniture,
(installation of adjustable standing/sitting desks at the Banque de
Luxembourg for example), and by considering orientation with respect
to fixtures and lighting.

3.5.2.2.3 Development of collaborative methods

In order to successfully achieve the ambitions of the strategic plan,
collaborative working practices are being developed. Outside of
co-optation schemes, initiatives are being launched to gather
constructive proposals from employees. For example, at CIC Ouest and
CIC Est, a platform for collecting ideas was launched in 2019, accessible
on the intranet. The ideas submitted are studied with regard to their
compatibility with the group’s strategic orientations and may contribute
to the emergence of new products, services or practices.

3.5.2.2.4 Promotion of the group’s managerial values

Promotion of the managerial values are covered by a management
charter common to all entities, so as to contribute to the quality of life
at work. Management spec sheets are available to managers. Each one
of them treats a managerial situation in a summarized manner, puts
forth recommended practices and proposes lines of action. All of the
documents are available on the intranet and accessible to everyone.
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3.5.2.2.5 Aflexible work organization
with entitlement to days off

The agreement on work schedules, which came into force on January 1,
2018, allows entities that signed the agreement, including CIC entities,
to adapt their organization to the behavioral changes of customers and
adjust reductions in work time with flexibility. It takes into account the
responsibility for employees’ health and safety and must allow
employees to balance professional life with personal life. Taking into
account the diversity of activities and the organizational constraints of
companies as a result of the new agreement, several possible work
formulas were defined with acquisition of days off when the weekly
schedule exceeds 35 hours (off-cycle). Practices within all the entities
that signed the agreement are harmonized and simplified; that's the
case, for example, of the period of reference for acquisition of paid
vacation.

The proportion of part-time employees is 5.6% (indicators SOC29 to
S0C32).

3.5.2.2.6 The search for work-life balance

Certain agreements signed at the CIC entity level contain measures to
strengthen the balance between professional and personal life,
particularly in terms of organization and work schedule.

The group agreement on supporting employees in the use of digital
tools and the right to disconnect, signed in 2018, reminds employees of
their right not to process e-mails read outside working hours except in
cases of proven urgency. A code of good conduct for communication
tools is included in this agreement for the purpose of ensuring
reasonable, useful and efficient use of these tools. On this occasion,
meetings were organized with branch managers so that they could
present their point of view on the right to disconnect and its
implementation with their employees. This testimony was posted on the
intranet.

During the professional interview, the question of reconciling private
and professional life can be raised and solutions sought in the event of
difficulties.

Moreover, the agreement on the donation of days provides for
establishment of a mutual fund in order to pool donations made by
employees at the group level and not only, as prescribed by law,
donating days for employees of the same company. Thus, employees
who need a donation benefit from the same options whatever the size
of the company in which they work. The possibility of using a donation
was extended in the event of iliness, disability or accident of particular
seriousness of a spouse or civil partner.

Measures may also be taken to allow the employee to deal with
constraints related to geographic mobility apart from moving expenses,
according to agreements in force within the signatory companies.
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3.6.3
3.6.3.1

Social dialogue*

Professional relationships
and overview of collective
agreements*(SOC78)

In 2019, an economic and social committee (ESC) was elected in 19 CIC
entities concerned to replace the existing bodies: works council,
employee delegates, health, safety and working conditions committee.

The operation and organization of the entities’ Economic and Social
Committees are governed by a Group Agreement which was signed on
December 5, 2018, which defines their specificities in terms of head
count, territory and number of sites. The diversity of the group’s
companies required adaptations which were the subject of a
companywide agreement negotiated between the social partners and
their representative union organizations.

The economic and social database [(called BDU, a French acronym for
unique database) set up within each company gathers all the
information necessary for the consultations and recurring information
of the CSE. Other data are provided monthly, especially on workforce,
part time, fixed-term contracts, etc.

In companies with 50 or more employees, the CSE is consulted each
year on three recurring themes:

m the company’s strategic orientations;
m the company’s economic and financial situation;
m the company’s social policy, working conditions and employment.

And, periodically, on topics within its competence such as
reorganization projects, the introduction of new technologies, internal
regulations, collective working hours. To take account of the
multiannual development plans defined within each entity, the parties
agreed to consult on the strategic guidelines only every three years,
except in the case of a major project (e.g. a new multiannual
development plan), or a major change in that project, which would take
place during those three years. An update on the implementation of the
plan will be made each year where there is no consultation.

3.5.3.2 Social progress agreements (SOC83)

In 2019, the following group agreements were signed:

= amendment no. 1 to the agreement on the payment of an exceptional
bonus to support purchasing power;

m agreement on the organization of professional elections and the use
of electronic voting;

m amendment no. 7 to the group agreement on the CM-CIC provident
and health insurance scheme;

= amendment no. 3 to the group Agreement;
= amendment no. 1 to the group agreement on profit-sharing;
m amendment no. 1 to the group agreement on employee profit-sharing;
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m amendment no. 25 to the group savings plan;

m amendment no.9 to the group’s PERCO (collective retirement
savings plan) settlement agreement;

m amendment no. 8 to the group agreement on the CM-CIC provident
and healthcare expenses plan;

m agreement to pay an exceptional bonus to support purchasing power.
Specific agreements were signed at the level of certain CIC entities.

3.5.3.3 Employee satisfaction (SOC87)

For the third consecutive year CIC is ranked among the winners of the
“Best Employer” by the magazine Capital, receiving second place in the
banking and financial services sector (first for retail banks) based on
grades awarded by its own employees, but also by those working in the
same field.

In 2019, Crédit Mutuel Alliance Fédérale launched a commitment survey
#vousavezlaparole!2019 in which CIC banks and subsidiaries in France
participated. The purpose of this survey was to gather employees’
opinions on subjects related to their company, their working conditions
and environment and the Crédit Mutuel Alliance Fédérale in general.
76% of the Crédit Mutuel Alliance Fédérale’s employees responded to
this survey. This high level of participation was enriched by numerous
proposals aimed at satisfying the expectations of the employees with
whom the survey'’s results were shared.

3.5.3.4 Raising employee awareness
about CSR

Awareness campaigns for employees are already present through
several initiatives:

m existence of a company travel plan;

m an SRI (socially-responsible investment] employee savings plan,
labelled by the Inter-Union Employee Savings Plan Committee (CIES];

m dematerialization of pay stubs, BSIs (Individual Social Reports), meal
tickets;

m dissemination of articles on CSR in internal journals like #Initiatives,
“Le billet de I'ISR," (socially-responsible banknote], found in the
weekly letter of the Crédit Mutuel Asset Management “Economy and
Markets”;

= “Be a Good Eco-Citizen at Work” space on the intranet;
= in the professions in offerings proposed (SRI, solidarity savings); and
m at the level of compliance and risk management.

These actions have been reinforced by the integration of SCR
objectives in the 2019-2023 strategic plan (reduction of the carbon
footprint and development of financing with a high climate impact] and
by the desire to obtain ISO 50001 -certification for its energy
management system. This ambition notably involves raising awareness
and training all employees in the knowledge of the standard and the
impact of their activities and behavior.
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3.5.4 A business that promotes equal opportunity and diversity

The prohibition of and fight against any form of discrimination (SOC69)
and respect for gender equality in the workplace (SOC56) are among
the commitments of the managers and are featured on the intranet:
“Management: best practices.” A charter related to the fight against
discrimination, promotion of diversity and vocational integration as well
as retaining workers with disabilities has existed since 2016. Moreover,
in all of the entities, employees of the HR department in charge of
recruiting have taken training in non-discrimination at the time of hiring
in order to comply with the law 2017-86 of January 27, 2017, regarding
equality and citizenship (Article 214).

In 2019, Crédit Mutuel Alliance Fédérale strengthened its commitment
to diversity by appointing a Diversity Manager, who is responsible for
coordinating the network of Diversity correspondents set up in each HR
team, including those in CIC entities.

In addition, an online survey dedicated to discrimination was conducted
among employees at the end of 2019. Processed confidentiality by an
outside service provider, this survey will provide an overview of the
situation and enable a continuous improvement action plan to be
established. This survey is part of the annual assessment by the Branch
Managers and Department Managers (“ETHIK"). Employees will be
informed of the survey’s main findings at the beginning of 2020.

3.5.4.1 Policy promoting gender equity

(SOC 56)

Particular attention is given to equal representation of men and women
in different jobs. Where appropriate, a company must implement a
policy that encourages, or even extends invitations in particular
towards women or men when they are underrepresented in a job,
especially when the job has a bearing on their professional career.

At the level of the banks and certain subsidiaries, agreements or
commitments exist. They may be incorporated into broader agreements
like that of CIC Ouest on the quality of life at work and workplace
equality or that of CIC Nord Ouest with an agreement pertaining to
equality in the workplace, non-discrimination and quality of life at work.
In terms of gender equality, these agreements deal with the promotion
of workplace equality between men and women from the time of
recruitment, equal treatment with regard to qualification, classification,
compensation, conciliation between family and professional life and are
subject to oversight. An outline of specific individual attributes for
reducing identified wage disparities was defined as part of the
agreements on mandatory annual negotiations (NAO).

In 2019, in accordance with Decree No.2019-15 of January 8, 2019,
implementing, inter alia, the provisions aimed at eliminating the gender
pay gap in the workplace, the CIC banks published their Gender Equity
Index. For the majority of them, the score is 86 or 87 points. This
100-point Index is calculated by taking into account the gender pay gap,
the distribution gap of individual increases, the distribution gap of
promotions, the number of female employees receiving an increase
upon return from maternity leave, the number of people of the
under-represented sex in the 10 highest salaries.

In March 2019, CIC Ouest was once again involved in the “Printemps
des Fameuses,” an event aimed at advancing gender equality. This sixth

(1) Revised 2018 data.

edition was devoted to the theme of Generation(s], to place gender
equality in its historical and intergenerational context. This partnership
is a major commitment for the bank. This event results in the
publication of portraits of “Fameuses CIC Ouest” on the intranet. The
bank also supports the Femmes du Digital de I'Ouest association, which
promotes gender diversity in the digital and technology sectors in the
Pays de la Loire region.

Through its initiative, “Impact f,” the Banque de Luxembourg
encourages women to take on responsibilities and recognize that they
bring a wealth of assets benefiting the company. This initiative
includes, in particular, personal development seminars and awareness
campaigns for all employees and mentors. The bank is also making sure
that its Linkedin pages and other networks include gender
representation in photos and employee testimonials.

Finally, the REV REM application (for REVision of REMuneration)
provides specific information on the history and the positioning of
compensation of each employee and makes it possible for managers to
define salary proposals in the context of the package allocated
annually. REV REM reproduces summaries that make it possible to
verify that proposals preserve or improve gender equality.

Thus, 4,201 women are executives or managers with open-ended
contracts, (+2.5% compared to 2018). 41.8% of executives or managers
who were promoted in 2019 were women, compared to 42.6%™ in 2018.
The 2019-2023 strategic plan ensemble#nouveaumonde targets gender
equality in managerial and governance positions. In 2019, the report
shows that women hold 46.2% of these positions (men 53.8%), i.e. an
increase of 0.6 percentage points as compared to 2018 (SOC126).

The distribution of the workforce by age and by sex appears at the end
of the statement on all the companies in the group as indicated in the
methodology note.

3.5.4.2 Actions promoting diversity (SOC69)

CIC is a partner of the portal Mon stage de troisieme (My High School
Internship) and welcomes trainees from priority neighborhoods.

In order to diversify talent, it contributes to the achievement of the
ambitious objectives defined by Crédit Mutuel Alliance Fédérale in
terms of integrating young people in the workforce:

m increase work-study recruitment by 40% (4,000 young people on
work-study contracts over the period 2018/2020];

m propose permanent contracts for 80% of work-study students;
m bolster the recruitment of interns (2,000 young people per year];

m 25% of this internship recruitment is reserved for young people from
priority city neighborhoods or living in rural communities with fewer
than 5,000 inhabitants.

Partnerships have been set up with public stakeholders and non-profit
associations to promote access to employment.

CIC Sud Ouest opened the doors of its branches to REP+ middle school
students in order to introduce them to banking professions as part of
their high school internship. It was a success, with more than twenty
contracts signed.
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CIC entities are diversifying the profiles of candidates for employment.
Several of them, including CIC and CIC Nord Ouest, are partners with
the Mozaik HR firm, which specializes in recruitment of diversity
graduates in view of diversifying their applications. At the fourth edition
of Social Change, a major CSR event, CIC Ouest was awarded the
Entreprise accueillante [Hospitable Company] certificate (a scheme
launched by Nantes Métropole] for its actions promoting employment
and integration in Nantes.

CIC Lyonnaise de Banque is taking action in the context of 100 chances,
100 emplois (participation in interview sessions and meetings in
Marseille), whose goal is to help young adults find employment thanks
to a network of local businesses, combat discrimination and promote
diversity;

Beyond integrating young people, other initiatives to promote diversity
are being carried out. Banque de Luxembourg is a signatory to the
Létzebuerg diversity charter, the goal of which is to encourage
businesses to respect and promote diversity. It also supports future
retirees through the Sophia program.

3.5.4.3 Employment and Vocational
Integration of persons with
disabilities (SOC70)

Established in June 2016, the group charter pertaining to combating
discrimination, promotion of diversity and vocational integration as well
as retaining workers with disabilities, publicizes the following goals with
regard to disabilities:

= promoting recruitment and integration of workers with disabilities;

m retaining workers whose disability occurred or evolved in the course
of a career;

m allowing access to training for workers with disabilities under the
same conditions as any other employee;

m promoting measures of assistance and support for workers with
disabilities;

m establishing internal communications to inform employees about
disabilities.

As an extension to this charter, agreements pertaining to vocational

integration and retaining workers with disabilities was signed or

specific commitments were taken in the context of broader agreements

on workplace equality, non-discrimination and quality of life at work,
like at CIC Nord Ouest and CIC Lyonnaise de Banque.

In the absence of specific agreements, mechanisms exist to promote
the integration of persons with disabilities. It is reflected essentially in
measures in favor of employees with disabilities and addresses
participation in acquiring equipment related to the disability, support in
administrative processes, granting of time-off for these processes,
taking responsibility for the workstation layout, adjustments to the work
schedule if the disability requires it, adaptation of physical conditions
for professional training to the disability. At CIC Est, hotlines are
established with a company specialized in disabilities to support
employees in their reporting procedures.

(1) Recognition of Disabled Worker Status.
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There are one/several advisors for persons with disabilities in some
entities. The goal is to communicate with and raise the awareness of
employees regarding perceptions about disabilities, explain the
advantages of the RQDW approach®” for employment retention, help
employees obtain disabled worker (DW) status, provide advice in terms
of behavior to adopt regarding disability issues, and in some entities
taking action to promote direct recruitment of employees with
disabilities.

For example, at CIC in the lle-de-France region, on the occasion of the
European Disability Employment Week, several actions were carried out
to raise employee awareness of the invisible disability with online
waorkshops (Short e-courses in “Hand’E Passeport” - a platform to raise
awareness and train employees), face-to-face events, and to give them
the opportunity to exchange ideas and information in complete
confidentiality.

Several CIC entities take part in the Hello Handicap virtual recruitment
fair.

CIC Ouest is committed to the association Osons I'égalité (Dare to be
equal) in the joint construction of actions promoting the choice of
orientation and the professionalization of young people with disabilities.
This partnership should help to facilitate their progress to training that
meets tomorrow’s needs and facilitate their social and professional
integration. In addition, the challenge for CIC QOuest is to make its
employees aware of disability situations in order to promote the best
possible integration of those who work at CIC Ouest.

Certain work was also entrusted to ESATs (assistance and service
centers helping disabled people into work] or to EAs (adapted
companies).

3.5.4.4 Promotion and respect for provisions
of the fundamental conventions of
the International Labor Organization

m Respect for the freedom of association and the right to collective
bargaining (SOC67): CIC entities (with exceptions due to size)
regularly gather their employee representatives ([economic and social
committee, health, safety and working conditions committee).
Employers of entities in the scope of indicators have not been
convicted of any infractions for obstruction. The agreements in force:
on the one hand, the group’s agreement on union negotiation, and on
the other hand, the agreement on the duties of CIC's union
representative and on union and social communication, which
describe in particular the means made available to union
representatives of the group and CIC, measures for the protection
and development of careers from which the latter benefit, and the
means made available for union and social communication.

m Elimination of discrimination in terms of employment and profession
(SOC64): in accordance with the law, CIC is attentive in its social
policy to promoting the elimination of these forms of discrimination,
especially through actions described in sections 3.5.4.1 t0 3.5.4.4.3.

= Elimination of forced or mandatory work [SOC65) and Effective
Abolition of Child Labor [SOC66): CIC does not resort to forced or
mandatory work, nor to child labor in its foreign branches or
subsidiaries.
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3.6 BEING A TRUSTED PARTNER

3.6.1 Trustworthy practices (SOT79)

CIC is part of Crédit Mutuel Alliance Fédérale whose development model
is based on the values of solidarity, proximity and social responsibility.

3.6.1.1 Actions undertaken to prevent

corruption

Code of conduct

It is carried out by each entity in the Crédit Mutuel Alliance Fédérale,
including CIC entities. This registration document, annexed to internal
rules of procedure, resumes the primary contractual, regulatory and
statutory provisions in force with regard to the code of conduct. It's a
reminder of the general principles that must be respected by all
employees in exercising their duties such as:

m rules and regulations, procedures and internal standards;

m the protection of information (professional

confidentiality);

secrecy and

m the quality of service due to the clientele (duty to provide advice and
information];

m the duty of vigilance in the context of performing transaction for the
clientele;

m integrity and probity;
m the prevention of conflicts of interest;
u the fight against corruption.

It refers to the obligations of employees who hold positions deemed
“sensitive,” especially in capital markets and corporate banking,
portfolio management and financial analysis, exposing their holders to
possibly situations of conflict of interest or to possessing privileged
information. To that extent, they are subject to the rules that regulate
and limit their personal transactions concerning financial instruments.

The latest version of the code of conduct, which has been in force since
the summer of 2018, was adopted at the end of the legal consultation
process with the social partners. In particular, it includes a chapter
dedicated to combating corruption, which constitutes the code of
conduct on the matter.

The chain of command is called to monitor respect for these principles
whose application is subject to regular verification by the control and
compliance departments.

It should be noted that the amount of claims related to internal and
external fraud for CIC entities reached €15.3 million in 2019 [SOT101]
against €7.1 million in 2018.

The mechanism to fight corruption

CIC has set up a system for detecting, preventing and combating
corruption in accordance with law no. 2016-1691 of 09/12/2016
pertaining to transparency, the fight against corruption and the
modernization of the economy (known as the Sapin 2 law) and which is
based on a set of internal procedures and specific actions:

= risk mapping for corruption and conflicts of interest;

m a code of conduct;

m personnel training on respecting good business practices and
combating corruption and influence-peddling;

m the obligation to declare gifts and benefits received or given;
m an internal whistle-blowing system for employees;
m a system for processing customer claims;

m an internal control and evaluation plan on the application of these
measures.

This provision furthermore relies on a disciplinary system incorporated
into internal rules and regulations, which allows for sanctioning
company employees in the event of violating internal rules.

All employees, customers and business partners are informed of the
commitment to combat all kinds of corruption in the group and of the
zero tolerance for corrupt behavior. This is set out in the “combating
corruption policy” which applies to all employees whether technicians
or managers, all senior directors and to external staff seconded to the
company.

In particular, the compliance department is responsible for ensuring the
deployment of procedures to prevent and combat corruption, for
verifying compliance with them, for organizing, with the support of the
relevant departments, investigations in the event of suspicion and for
answering employees’ questions about potential or actual situations
related to corruption. Compliance possesses the necessary
independence and means to fulfill its mission in total impartiality.

Anti-money laundering and counter-terrorist financing

CIC has also established a mechanism to fight money laundering and
financing of terrorism in accordance with legal and regulatory
requirements and adapted to the risks generated by the various
activities exercised across France and abroad. This mechanism
includes a set of procedures and tools, which are implemented by
employees trained and assigned to detect suspect operations. It is
subject to thorough internal controls and to regular evaluation on the
part of supervisory authorities.

In this context, CIC is committed to respect regulatory requirements,
which consist of:

m knowing the customer and his or her operations better and assessing
the risk of money laundering with the aim of avoiding any
relationship whose character or activities could be unclear;

m exercising vigilance in proportion to the risks, based on the type of
clientele, installation, products and distribution channels, and the
origin of funds deposited and/or the flow of such funds in order to
detect unusual or atypical operations;

m involving all employees in the fight against money laundering through
regular training and awareness activities.

CIC prohibits any direct or indirect relationships with an offshore legal
address, with consulting firms offering offshore structures or advisors.
It also prohibits the provision of advice to clients of such companies or
firms.
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The fight against tax evasion (SOT91)

CIC implements, both in France and in the foreign countries where it is
established, all regulations aimed at improving compliance with
international tax obligations and ensuring tax transparency for its
clients, including in particular:

m US regulations under the Foreign Account Tax Compliance Act
[FATCA), implemented via the Inter-Governmental Agreement (IGA)
signed by the United States with other States, including the IGA
between France and the United States signed on November 14, 2013,
to improve compliance with tax obligations at the international level
and to implement the law on tax compliance for foreign accounts,
which was approved by law no. 2014-1098 of September 29, 2014;

= the automatic exchange of information relating to financial accounts
between the signatory States of the multilateral agreement signed in
Berlin on 10/29/2014, including France, which approved it by law
no. 2015-1778 of 28/12/2015;

= Directive (EU) 2018/822 amending Directive 2011/16/EU as regards
the automatic and compulsory exchange of information in the field of
taxation in relation to cross-border arrangements requiring a
declaration (“DAC 6 Directive”), which was adopted by the Council on
05/25/2018 and which France incorporated into its domestic law by
Order No. 2019-1068 of 21/10/2019 through Articles 1649 AD to 1649
AH of the French General Tax Code (“CGI").

In addition, CIC has adopted sector-specific policies, including a policy
concerning private banking clients (i) which stipulates that transactions
relating to the structuring of clients’ assets must not encourage
concealment, fraud or tax evasion and, more generally, that
cross-border activities, in particular advisory and marketing activities,
must be carried out in strict compliance with the laws and standards in
force in the client's country of residence; and (i) which requires
compliance with reinforced Know Your Customer procedures in the
presence of non-resident clients, with a requirement for a certificate of
tax compliance in their country of residence.

In addition, CIC prohibits any contact with a person domiciled in a State
that does not implement the automatic exchange of information
referred to above, with the exception of those duly validated by a
strictly controlled procedure. New relationships with politically exposed
persons (PEP) domiciled in such a country are not authorized in any
circumstances.

Absence of operations in non-cooperative States or
countries for tax purposes

CIC has no establishment and does not conduct business in an
uncooperative State or country for tax purposes, either on the list
drawn up by France pursuant to the provisions of Article 238-0 A of the
French General Tax Code or on the list drawn up by the European Union.
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Compliance with transfer pricing regulations

CIC implements, both in France and in foreign countries where it
operates, all tax laws and regulations relating to transfer pricing, i.e. the
obligation, under a principle established by the OECD, to apply an
“arm’'s-length” price to transactions carried out between group entities
established in different countries:

m preparation of the declaration country by country in accordance with
OECD standards [see “Base Erosion and Profit Shifting - BEPS action
13" - see Article 223 quinquies C of the CGl in France), which the tax
authorities may exchange automatically, pursuant to the Multilateral
Agreement signed by France on 01/27/2016;

m annual preparation of transfer pricing documentation that complies
with the OECD recommendations and the requirements of the tax
legislation of the State of establishment (see Article L 13 AA of the
French General Tax Code).

3.6.1.2 Criteria for beginning a new
customer relationship

Crédit Mutuel Alliance Fédérale has an internal policy for entering into

relations which applies to all its entities in France and abroad.

CIC supports its customers in the realization of their projects by being
attentive to the management of risks, particularly the risk of reputation.
In view of this, it refuses on principle any relationship with third parties
about which one may reasonably believe they carry out or promote,
explicitly or implicitly, illegal practices or practices contrary to the
group’s values, such as:

m the advocacy or incitement to terrorism;
m the call to hatred, violence or attacks on the human person;

m discrimination, particularly of a racist or homophobic nature;

pedophilia, pimping;

active or passive corruption, money laundering;
m undeclared labor or fiscal fraud.

In addition, for the specific risks they create for the bank, relationships
with natural or legal persons with ties to certain activities are not
acceptable, such as prostitution or pornography, sects, fortune telling
or astrology, arms trade, etc.

More generally, the bank does not pursue relationships with third
parties when the economic or social interests and/or local or regional
proximity does not seem obvious, but also when conditions of
transparency or trust or not (or no longer) present.

3.6.1.3 New relationships and clientele
of so-called “sensitive” countries

The mechanism that exists in terms of managing operations and
customers located in countries deemed “sensitive” has been
strengthen since 2016.

The compliance department is responsible for identifying, drawing up
and circulating within the Crédit Mutuel Alliance Fédérale, and
consequently CIC entities, lists of countries according to their degree of
sensitivity: green (low risk], amber (standard risk) and red (high risk and
strengthened procedure).
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The purpose is to define progressive procedures or bans pertaining to
new relationships with customers who reside in the concerned
countries.

Countries that do not practice automatic exchanges according to the
OECD standards are classified on the red list. For these countries, new
relationships are not authorized with the exception of those duly
validated by a strictly controlled procedure. New relationships with
politically exposed persons (PEP) residing in a country on the red list are
not authorized in any case.

It is forbidden to maintain direct or indirect relationships with an
offshore legal address, with consulting firms offering offshore
structures or advisors.

3.6.2 Vigilance plan
3.6.2.1

Act No. 2017-399 of March 27, 2017, pertaining to the responsibility of
parent companies and initiating companies is the law known as “duty of
vigilance.”

Introduction

This act obliges large companies to establish and implement a
“vigilance plan,” intended to prevent serious harm to human rights and
the environment as part of their activities and those of subcontractors
or suppliers with which they have a lasting business relationship.

This obligation, which applies to companies [subsidiaries included)
employing at least 5,000 employees in France or at least
10,000 employees in France and abroad, in particular concerns Crédit
Mutuel Alliance Fédérale and the entities which comprise it, including CIC
and its subsidiaries.

This document is submitted to the group’s control and compliance
committee and auditing and accounting committee, which represents
the surveillance authority of Crédit Mutuel Alliance Fédérale.

It is accessible to employees of each Crédit Mutuel Alliance Fédérale
entity, particularly through the Intranet. It may be subject to
modifications as the group makes progress in the matter and
incorporates the particularities of certain professions.

The vigilance plan and its implementation are made public through the
non-financial performance statement (NFPS), which can be consulted
on the dedicated website®.

3.6.2.2 Presentation of the group's vigilance
plan

3.6.2.2.1 Details of the vigilance plan

“The plan contains reasonable vigilance measures adequate to identify
risks and prevent serious harm to human rights and the fundamental
freedoms, health and safety of persons as well as the environment,
resulting from the company’s activities and those of the companies it
controls within the meaning of Il of Article L.233-16, directly or
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3.6.1.4 Representatives of interests

The Sapin Il law created a specific regime for representatives of special
interests, supervised by the High Authority for Transparency in Public
Life (HATVP], providing for:

m the obligation to apply a strict code of conduct;

m the obligation to report oneself on an ad hoc digital directory
intended to inform citizens about one’s activities;

m the establishment of an annual report.

These provisions entered into force on Julyl, 2017. The group's
framework procedure pertaining to special interest representatives,
established under the aegis of the CNCM, is the registration document,
which applies uniformly to all the various regional groups of which it is
comprised. Thus, for Crédit Mutuel Alliance Fédérale, some entities are
potentially concerned. The General Secretariat of the CNCM takes care
of registration of entities that meet the required criteria on the digital
directory of the HATVP as well as sending the respective annual
reports.

indirectly, as well as the activities of subcontractors or suppliers with
which there is an established commercial relationship, when these
activities are related to this relationship.” (see Articlel of Act
No. 2017-399).

The vigilance plan is completely integral to the social and mutualist
responsibility process - SMR - which has been implemented for several
years by Crédit Mutuel Alliance Fédérale.

3.6.2.2.2 Scope of the vigilance plan

The vigilance plan makes it possible to identify risks and prevent
serious harm in the following areas:

1/  Human rights and fundamental freedoms
There are several categories:

m inherent human rights: meaning equality, freedom, property, safety
and freedom from oppression;

m rights that are aspects or consequences of the preceding:

= from the principle of legality, for example, ensues universal
suffrage, gender equality, and also equality before the law,
employment, taxes, justice, access to culture,

= the principle of freedom elicits the existence of the individual
freedoms, of opinion, expression, assembly, worship, the right to
unionize and to strike,

= the right of property implies the freedom to dispose of personal
property and entrepreneurial freedom,

= the right to safety justifies the preclusion of arbitrariness, the
presumption of innocence, respect for the rights of defense, the
protection of individual freedom by justice;

m social rights, meaning services that are the responsibility of the
collectivity: we can cite the right to work, protection of health, free
public education;

m rights related to the environment, which affirm the right of everyone
to live in a balanced environment that's respectful of health and
which consecrates the notion of sustainable development and the
precautionary principle.

The vigilance plan covers infringements on human rights and
fundamental freedoms generated by CIC (subsidiaries and employees)

(1) https://www.CIC.fr/fr/banques/institutionnel/publications/responsabilite-societale-de-I-entreprise.htm/
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or partners (suppliers and intermediaries) on their stakeholders within
the context of established commercial relationships.

2/  The health and safety of individuals
a) Definitions

m The WHO defines health as the “the complete state of physical,
mental and social well-being, which does not only consist of the
absence of illness or infirmity”;

m Safety designates all of the provisions intended to ensure the
protection of persons and property in a manner such that the
situation in which one finds his or herself has an acceptable level of
risk.

b) Examples of risks to safety and health at work

Physical activity [(working on a screen, lumbago, etc.), noise,
occupational or chemically-caused cancers [asbestos, etc.), travel,
psycho-social risks [aggression, external violence, occupational
exhaustion or burn out, harassment and internal violence, stress,
suicides), etc.

c) The vigilance plan covers infringements on health and safety
within the company, but also outside the company

m Internally, the employer should ensure safety and protect the health
of employees. The employer should take the necessary preventive
measures against occupational risks and inform and train employees
about these risks. The employer should also respect certain rules in
the layout and utilization of work premises;

m Externally, the employer should also ensure that the company’s
activities like those of its suppliers do not have negative
repercussions on the health and safety of the supplier’s employees,
customers or any other persons.

d) Environment

Risks related to the environment are industrial or technological risks
generated by the company or partners, which have an impact on the
environment: water, air, sites and soils, noise, etc. Risks related to
financing and investment activities are also included, the goal being to
reduce as much as possible the environmental consequences resulting
from these activities.

They concern:

m the vitality of the ecosystem (protection of the ecosystem, resource
management, pollution];

= management of water, agricultural, fishing and forest resources, but
also climate change and biodiversity and the air;

= environmental health (the impact of the environment on human
health).

3.6.2.2.3 Persons concerned by the vigilance plan

All those people likely to be affected by a risk or an infringement of a
social or environmental nature are those who are involved in the
context of the company’s activities or in the context of a commercial
relationship, particularly with suppliers and subcontractors.

That means employees, temporary workers, staff (detached or not) of
suppliers, subcontractors, customers and any other persons involved.

These people may be the cause of a violation of social or environmental
rights; they may also be accomplices (active or passive] or even
victims.

In summarizing, it's necessary to distinguish:

m the risks generated by the entity/subsidiary on employees;
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m the risks generate by the entity/subsidiary of customers via activity,
financing granted, investments made, products and services offered;

m the risks generate by the entity/subsidiary on its partners (suppliers
and subcontractors, intermediaries, etc.) and third parties;

m the risks generated by partners (suppliers, intermediaries, etc.) with
which the entity/subsidiary has an established commercial
relationship, when activities are linked to this relationship or when
these risks affect employees and third parties.

3.6.2.3 Vigilance plan measures

In accordance with the law, it includes the following five principal
measures:

a mapping of risks intended to identify, analyze and prioritize them;

m regular assessment procedures of the situation of subsidiaries,
subcontractors or suppliers with which there is an established
commercial relationship, in terms of the mapping of risks;

m appropriate measures to mitigate or prevent serious harm;

m an alert system and procedure for reporting the existence or
occurrence of risks;

= a mechanism to monitor any measures put in place and to assess
their effectiveness.

3.6.2.3.1 The mapping of social and environmental
risks

The mapping of risks covers the areas evoked above based on an
awareness of employees’ work situation, relationships with customers
and partners, activities exercised by the company and those of
subcontractors and suppliers.

The objectives sought consist of:

1/  Identifying the risks

This means identifying all the dangers to which employees (of the
company or suppliers), customers or third parties may be exposed.

2/  Analyzing the risks

The risk incurred for each dangerous situation raised is to be defined
and evaluated based on:

m the nature of the danger;

= the means of prevention already existing (technical, organizational,
human).

3/  Classifying risks

The classification of risks makes it possible to:

m determine action plan priorities based on the potential seriousness
and probability of occurrence;

= implement preventive measures.

For each area (human rights, fundamental freedoms, health and safety,
environment), work has been done to identify the primary risks. These
risks were the subject of analysis (by experts] that made it possible to
evaluate in two times by using first gross risk and then residual risk.
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Gross risk™ considers the probability of occurrence and frequency, as well as the impact that the particular case may have on the entity’s activities
and the services it provides to the clientele. Scoring is established based on the five following levels:

Scoring 1 2 3

4 5

Degree of risk  Very substantial Substantial

Average Low

Very low

For each case, the residual risk is then valued according to the extent to which there is coverage for the observed risk based on the existence and
relevance of preventive or mitigation measures in place. Its scoring is established based on the five following levels of risk:

Scoring 1 2 3

4 5

Degree of risk
coverage

Missing coverage: Risk
not covered and remedial
measures need to be
quickly implemented

Insufficient coverage:
risk partially covered with
significant points for
improvement identified

Average coverage: risk
covered but with one or
more points for

improvement identified

Very satisfactory
coverage: risk hedged by
a control mechanism

Satisfactory coverage:
risk hedged by a suitable
mechanism (organization,
procedures, controls, etc.)

On this basis, Crédit Mutuel Alliance Fédérale identified the following
primary potential risks:

m concerning human rights and fundamental freedoms: discrimination,
undermining equality, breach of the principle of respect for private
family life; infringement on the right to strike, the freedom of
assembly and the right to association as well as on the freedom of
expression;

m concerning the health and safety of individuals: health risks,
non-respect for legal working conditions, infringement on the safety
of workers and inequality of access to the right to health;

m concerning the environment: the risk of pollution, failure to fight
global warming, damage to biodiversity and violations in the
management or waste.

The mapping is likely to evolve as progress is accomplished in each
area.

3.6.2.3.2 Assessment procedures for the status
of suppliers and subcontractors

Regular assessment of the status of subcontractors and suppliers
particularly external ones with which there is a commercial relationship
is conducted with the help of various operational procedures at Crédit
Mutuel Alliance Fédérale.

1/  Bidding process procedures
Most purchasing is conducted by internal business line centers.

Certain business lines have defined procedures for the bidding process
in view of the importance of negotiations. Therefore, at
Euro-Information, suppliers were listed in categories whose principles
are “essential” and/or “responsive suppliers” (economic or strategic
importance for Euro-Information or for its customers). For the bidding
process and in regular fashion, Purchasing teams ask these suppliers to
provide documents that can attest to their CSR procedures [or to
provide the link to the document on the Internet] in order to know the
content. This operation is applied in the purchasing process of
equipment/software, but also in the context of buying immaterial
computer services from DSC (Digital Services Companies) suppliers.
Euro-Information conducts a regular review of it.

The evaluation of suppliers is also done through policies established by
the group (sectoral policies, purchasing policy and charter with
suppliers, essential outsourced services/see below). For example,
Euro-Information includes the supplier charter in its bidding process.

(1) The gross risk is defined without taking into account the control environment.
(2] National Council on Private Security Activities.

2/ Collection of documentation and information on external
suppliers

Numerous elements that make it possible to check on the identity of the

supplier, its reputation and the quality of service provided are collected

as part of the group’s procedures.

= Information collected on suppliers and service providers are the
following:

= with regard to combating undeclared labor (Article L.8222-5 of the
Labor Code), vigilance obligations required of all suppliers with
revenues in excess of €5,000 include a Kbis extract, a URSSAF
declaration, URSSAF authentication, the list of foreign workers
(LNTE) and a certificate of vigilance,

= other documents requested by certain business line centers
depending on their activity: E&O (Errors and Omissions) insurance,
proof of 10-year liability insurance, license for domestic transport,
CNAPS? governing approval (Safety), professional licenses of
security agents, etc.,

m INSEE files and legal information that may be consulted with the
BILI  (companies, associations, individual  entrepreneurs)
application,

m for accredited suppliers in the CONTRACT application: contracts,
maintenance records, operational elements,

= the supplier charter signed for all new contacts with the internal
business line centers.

m The regulatory data from the supplier (legal structure, address, SIRET,
NAF, legal category, etc.) are reported in the application - PIEFOU - a
management tool for supplier invoices;

= When the supplier is also a customer, elements related to the fight
against money laundering and the financing of terrorism (CLCB-FT)
are requested of the supplier or service provider.

3/ Selection of intermediaries and collection of information

m For retail banking, the PRESC application for IOBSPs (intermediaries
in banking operation and payment services] makes it possible to
identify the following documents: ORIAS registration, civil liability
insurance, financial security, mandate, etc.

= In addition, each retail bank or specialized profession, establishes a
referencing procedure for IOBSPs, which allows for the formalizing of
the collection of required information and the implementation of
certain controls.
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m For market activities, the group establishes a policy for the selection
of financial institutions or other intermediaries to which customer
orders are entrusted for execution on French or foreign markets. The
chosen entities must dispose of procedures and mechanisms to
execute orders that correspond to the objectives set in the group’s
execution policy (available on the Internet] and particularly to certain
criteria (rules of good conduct, terms and conditions of transmission
and execution, security of processing). The selection of
intermediaries may be modified depending on the evaluation grid and
controls carried out.

= In addition, each retail bank or entity in the group (management
companies in particular) is responsible for the approval of the
financial instrument brokers they deal with and for monitoring their
relationship with them. In this regard, the entity:

= formalizes a procedure for initiating a new relationship, including, in
particular, combatting money laundering,

m established and keeps current a formal list of authorized brokers
who are authorized to work with it,

= established an evaluation grid of brokers, which allows for regular
evaluation based on qualitative criteria.

4/ Outsourcing of essential services to group and
non-group entities

The framework procedure for controlling the outsourcing of the

“essential” activities drawn up by the group’s central compliance and

permanent control functions includes the policy, procedure and its

annexes. These documents are updated as needed.

This group framework procedure states that each entity of Crédit
Mutuel Alliance Federale which sets up a subcontracting mechanism
establishes a written contract with the service provider. When essential
services are outsourced, the entity must ensure that the contractual
commitment covers the regulatory requirements notably concerning the
level of quality, backup mechanisms, the protection of entrusted data,
ACPR’s access to information connected to the outsourcing, and
generally complies with the laws and regulations which apply to the
entity.

From 2019, each entity must ensure that the supplier charter
(CSR/SMR] is signed for each essential outsourced activity.

The outsourcing section of the internal control report is updated every
year.

3.6.2.3.3 Actions to mitigate and prevent risks

A set of measures aimed at reducing and preventing these risks is
implemented vis-a-vis customers, suppliers and employees. These
measures are presented below.

1/ Inrelations with customers
a) Relationships based on ethics and the code of conduct

Rules of proper conduct exist to prevent risks to which customers could
be subject. They are defined by internal rules that apply to all of the
entities and to which is appended the safety charter, the code of
conduct, the code of ethics and compliance and the charter on
prevention and fight against harassment and violence in the workplace.
The code of ethics and compliance, which is a public document, caps off
this system.

(1) General Data Protection Regulation.
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b) Protection of personal data

Knowing the customer and the relationship between the bank and the
customer requires gathering, using and storing a certain amount of
information about him or her. The collection, use and processing of
these data are protected and also covered by professional secrecy:

m Crédit Mutuel Alliance Fédérale entities concerned comply with the
principle of relevance and proportionality of the data collected
regarding the purpose of data processing, in order to comply with
legal provisions;

m Customer information is handled in a clear and pedagogical manner,
particularly concerning:

= the identity of the person responsible for processing,
= the purpose of data processing, avoiding unduly generic wording,

= the obligatory or optional nature or answers and the consequences
of failure to reply,

= the recipients of this information,
m one’s rights of access, to object, to correct.

Information on the protection of personal data is disseminated to
customers who use remote banking as well as conventions on opening
an account.

On April 27, 2016, the European Parliament and the Council adopted the
regulation on the protection of natural persons with regard to the
processing of personal data and the free movement of such data. This
regulation, which was enforceable beginning on May 25, 2018,
strengthened protection of personal data.

CIC has adapted its tools and guidelines to incorporate the regulatory
changes stemming from GDPR.” These accommodations concern the
following points:

m creation of a register of data processing activities;

= realization of an impact analysis for data processing likely to present
an elevated risk to the rights and freedoms of private individuals;

m implementation of mechanisms and procedures that show respect for
rules pertaining to data protection;

m establishment of a data protection officer;

m application of the principle of protection of personal data in the
design of the processing operation;

m the rights of individuals.

In addition, CIC has adopted a security charter has adopted a security
charter concerning personal data management, which is published on
its website.

In 2019, nearly 75% of CIC's employees (SOT105] completed an
e-learning course on the General Regulations on Data Protection
(GDPR).

c] IT security management system

Considering the processing of sensitive banking data and the numerous
offers of services proposed, Euro-Information, the IT subsidiary of Crédit
Mutuel Alliance Fédérale, pays very special attention to all aspects of
the IT system, which changes every year to adapt to new risks, and
strengthens defenses. An IT security management system was
deployed across all production and hosting sites, thus making it possible
for Euro-Information to earn IS0 27001:2013 certification in 2017. This
certification was confirmed at the end of 2019 after a surveillance audit.
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The basic principles remain the following:

m availability: provide a reliable system with permanent accessibility;
m confidentiality: secure access, processing and data;

m integrity: guarantee reliability of data;

To which are added:

m traceability of information;

= identification/authentication of persons accessing the information.

Different follow-up indicators have been set up, such as the availability
rates for the different Transaction Priocessing (TP) applications, which
was almost 100% in 2019 as in 2018, and the rate of IT outages with a
cost in excess of €1,000, which were very low, with only 298 for the
2019 fiscal year as compared to 239 in 2018 [SOT103).

Employees are also trained and made aware of the most common types
of fraud and the ethics rules applicable especially to the use of IT tools
and email. A new “Security Info” tab was created in 2019 on the home
page of the intranet in which information relating to the security of
banking operations, people and property, computer security, fraud alerts,
warnings, etc. appears. Furthermore, a newsletter on IT security
published by Euro-Information is disseminated on the intranet of all
employees.

d) Customer protection in the design of new products

Crédit Mutuel Alliance Fédérale's entities have specific procedures to
examine the compliance of new products or major transformations to
existing products, including a written opinion from the Head of
Compliance or a designated representative, as well as for any system
which is intended to advise or assist customers. New products can be
examined by Crédit Mutuel Alliance Fédérale’s new products committee
or delegated to the entity concerned after informing the Compliance
Department.

The opinion of Crédit Mutuel Alliance Fédérale’s new products
committee must be sought for a new product that is to be marketed in
the network or by several entities. When marketing is restricted to a
single business line, the business line’s assessment is communicated to
Crédit Mutuel Alliance Fédérale’s new products committee for
information. The committee may, if it sees fit, issue its own
recommendations. Crédit Mutuel Alliance Fédérale’s new products
committee validates the business line’s control processes beforehand.

e) Fragile and vulnerable populations

m By adopting a commitment policy for fragile and vulnerable
populations: it describes the ongoing actions together with those
which have been performed within Crédit Mutuel Alliance Fédérale
since the end of 2017 to promote banking inclusiion, to protect fragile
and financially vulnerable customers (especially protected adults) and
to highlight how they are assisted in response to the requirements of
the public authorities (0IB-BDF-ACPR);

m By equipping itself with a dedicated central governance body, the
fragile and vulnerable clientele committee, to ensure that the
legislative obligations and best practices for protecting fragile or
vulnerable customers are properly implemented.

The works continued in 2019 to comply with the recommendations of
0IB - Banque de France (set out in the letter from the Governor of
Bangque de France dated December 2018, OIB’s specifications and FBF's
Best Business Practices, dated September 3, 2018, and December 21,
2018.
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The OIB - Banque de France recommendations concerning banking
inclusiveness, in particular fragile clientele, have been implemented
under the aegis of the fragile and vulnerable clientele committee in
order to:

m increase the number of detected cases of financial fragility and
develop new detection criteria;

m optimize the attractiveness of the Fragile Customer Offer to increase
the take up rate (the offer has been enriched by offering a second
bank card for the co-holder of a joint account, the possibility of
having the Avance Santé card and a special telephone rate plan);

m implement the 2019 tariff freeze;

m implement a cap on bank charges for incidents within the deadlines
stipulated by professional commitments:

m of €25 per month from January 2, 2019, for financially fragile
customers, and

= of €20 per month and €200 per year on April 1, 2019, for fragile
customers holding the Fragile Customer Offer (extended to holders
of the Basic Banking Services [SBB] on Crédit Mutuel Alliance
Fédérale’s perimeter];

m promote the Fragile Customer Offer;
= improve internal and external communications;

m encourage support for vulnerable people: a partnership with an
outside association [CRESUS) has been set up to supplement the
action taken by the network.

In 2019, CIC entities involded produced regulatory reports which
included quantitative and qualitative data on fragile and vulnerable
customers to ACPR (in the guestionnaire on business practices and to
0IB as regards customer protection] and to the Banking Inclusion
Observatory.

In addition, as part of its participation in the work of the FBF, Crédit
Mutuel Alliance Fédérale is monitoring the work carried out by the joint
ACPR-AMF unit to detect the decline in cognitive faculties of aging
populations. The aim is to adapt commercial practices, mainly
concerning the sale of financial and life insurance products, to this type
of clientele.

f)  Accessibility of banking services

In the context of regulations on the accessibility of establishments open
to the public (ERP] to persons with disabilities, a public accessibility
register (RPA) exists in all branches in order to inform the public about
the degree of accessibility of the location as well as provisions made to
allow all persons, especially those with disabilities, to benefit from
branch services. Moreover, CIC provides everywhere it operates 2,258
ATMs, more than 99% of which are accessible the visually-impaired.

Bank statements are provided in braille. CIC has been committed for
several years to an accessibility process to make its branches and
applications accessible to all, including to seniors and persons with
disabilities or with functional impairments, on any type of support
(computer, smartphone, tablet, etc.). Thus, a remote interpretation
service in sign language is available to hearing-impaired customers.
Operators assist customers for free, by chat or by video link with the
services they need. Customers can use this assistance from the mobile
application during discussions in the branch. Moreover, deaf or
hearing-impaired customers with telephone subscriptions can now take
advantage of one free hour per month of translation, in accordance with
regulations.
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Simultaneously, regular technology surveillance is conducted on
technical devices and raising awareness about accessibility was
incorporated into internal training courses taken by the teams in charge
of IT development. Certain employees are now experts on accessibility.
They help with projects at all stages, audit sites or applications upon
request and process customer feedback. The level of accessibility of the
site CIC.fr is specified on the home page.

In another area, CIC respects the generic terms of primary banking fees
and services defined in the decree of March 27, 2014, which aims at
simplifying consumer access to rate information. Finally, the glossaries
of the advisory committee of the financial sector and the financial
education guides (“The Keys to the Bank”) from the French Banking
Federation are accessible on the site CIC.fr.

g) Processing of customer claims

The mechanism for processing claims implemented by entities in the
group’s sales network includes the three following levels:

m advisors and agency managers are responsible for processing claims
at the first level. They are thus analyzed at the location the customer
is most familiar with in order to respond in the best possible manner
to the request;

m in each region, a specialized customer service department (CSD)
provides an appeal process for the customer if the initial response is
not satisfactory;

m after having exhausted the previous appeal, the customer may
address CIC’'s consumer Ombudsman. The latter relies on the
Secretariat of Mediation at the national level.

The customer is informed about the existence of the mechanism and its
organization particularly by means of the website. As of this year, the
customer can directly enter a claim in the secure environment of the
online banking space. He or she then receives an acknowledgment of
receipt indicating the processing time for the claim according to the
type of claim and can then track its processing.

As of 2019, customers have been able to upload claims to their branch
through their personal online banking space. Such claims are received
and processed by the branch in the same way as claims made at the
branch. This new system improves the traceability of customer claims.

Operational steering consoles are available to the branches (Lead
Console) and the customer relationship monitoring teams (CSD
Console). These tools are enriched with alerts on the compliance with
regulatory deadlines and on the documentation of the tool for
transmission to customers.

The claims management tool (“SARA”) has been enriched with a “date
of receipt” field to ensure that the time limits for processing claims are
respected.

In addition, a committee dedicated to analyzing customer claims and
acting on behalf of all Crédit Mutuel Alliance Fédérale entities was set
up at the end of 2019. Its purpose is to decide on the actions to be
deployed to improve the claims handling system and remedy the
operational malfunctions observed.

h) Mediation process (SOT74 to SOT78)

Consumer mediation, in place since January 1, 2016, is reflected by the
introduction of a dedicated website, featuring the mediation mechanism
and providing customers with online access [(at the address:
https://www.lemediateur-cic.fr/). The mediator's annual report is also
available to view. The mediator is registered on the list of mediators; the
European Commission is notified by the Assessment and Mediation
Control Commission.

In 2017, the group’s mediator and the AMF's mediator signed an
agreement giving customers the possibility of presenting any claim
within the scope of the AMF to either the AMF mediator or the group
mediator, with the understanding that the choice is irrevocable.

i) Inclusion of ESG criteria in the business lines (SOT88)
Sectoral policies

Sectoral policies are formalized for the fossil fuel, defense and security,
civil nuclear energy and mining sectors and apply to CIC entities.

In 2019, Crédit Mutuel Alliance Fédérale has decided to reduce the
exposure of its financing and investment portfolios to coal to zero by
2030 for all countries in the world.

Crédit Mutuel Alliance Fédérale has also decided to stop financing the
exploration, production, transport infrastructure or processing of:

m shale oil or shale gas;

= oil from bituminous sands;

m heavy or extra heavy crude oil;
m oil extracted in the Arctic.

Moreover, special attention is paid to certain sectors of activity that are
not covered by the requirements of the group’s sector policy. These
sectors being monitored (numbering 8] concern the chemicals and
derived products industries (including the pharmaceutical industry), the
tobacco industry, forestry, the food industry, agricultural commodities,
transport, the iron and steel industries and the building and public works
sector.

The group has also decided to reinforce the rules for applying its
sectoral policies by creating specific analysis grids for each business
sector. These analysis grids integrate counterparties’ non-financial
ratings which are analyzed when the decisions to grant banking and
financial transactions are taken.

Other policies related to the private bank, consumer loans, purchasing
and supplier relations and even the commitment policy supporting
fragile or vulnerable customers complete this list. They can all be
consulted on the CIC website.

Project financing™

CIC has an internal assessment methodology based on the “Equator
Principles” classification scale.

m category A projects - projects presenting negative social and
environmental impacts, which are potentially significant,
heterogeneous, irreversible or unprecedented;

m category B projects - projects presenting limited negative social or
environmental impacts, but less numerous, generally specific to one
site, largely reversible and easy to treat with mitigation measures;

m category C projects - projects presenting minimal or no negative
social or environmental impacts.

(1] “Project funding” is understood here as a very specific category of corporate financing, called specialized financing [defined in particular by Article 147.8 of European
Regulation 575,/2013) and which meets very specific criteria. These criteria, such as approved by the ACPR in October 2012, are used to set eligibility for deals in CIC

Project Financing portfolio.
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Any new financing project is therefore subject to external due diligences
including a section on its environmental impact and taking social utility
criteria into consideration (the more or less strategic nature of the
project for a country, the alignment of interests of various stakeholders,
the overall economic rationality), local acceptance (known opposition of
environmental defense groups or the local population, noise pollution,
impact on the landscape, etc.) and respect of environmental criteria
(compliance with current and foreseeable standards).

The Project Financing Department usually participates in projects in
countries where the political and solvency risks are contained [i.e.
“designated countries” in the sense of the Equator Principles]). When the
department intervenes in the most fragile countries, both politically and
in terms of environmental standards, it is in consideration of the
project’'s economic necessity and in participation with banks that have
signed the Equator Principles or multilateral bodies. In each of these
projects, the social and environmental impacts are not only taken into
account when the operation is chosen, but also throughout the life of
the project [obligation of monitoring the construction phase and its
environmental impact by an independent engineer if the size of the
project warrants it, contractual obligation of the borrower to respect
standards and their evolution throughout the life of the project).

Taking into account the environmental impact of real estate leasing
to businesses

Crédit Mutuel Real Estate Lease™ requires lessees to carry out an
environmental study in different phases depending on the case:

m in the “upstream phase”. an environmental review completed on a
documentary basis;

m in “phase 1": an environmental review comprising at least a
documentary study and a site visit by an expert to possibly detect
any site-specific risk factors;

m in “phase 2": an environmental review comprising an in-depth site
investigation that could entail soil surveys, groundwater checking,
etc.

Private equity and ESG criteria

The social responsibility of Crédit Mutuel Equity® is included in its
investment doctrine. An assessment questionnaire on the policy in
terms of corporate social responsibility is submitted to the companies in
its portfolio. This questionnaire is analyzed during investment project
studies. Identified points of improvement are subject to monitoring
during the detention period of participation.

Socially responsible investment

The investment strategies of the group’s asset management
subsidiaries are based on the active and rigorous selection of sovereign
and corporate issuers. Crédit Mutuel Asset Management has therefore
overhauled the classification of its Responsible Finance range to
increase the visibility of its offer. From now on, the range is structured
according to two aspects:

m ESG integration: comprising all funds whose management is based on
non-financial criteria alongside financial criteria, to identify market
opportunities while respecting environmental, social and governance
principles and limiting risk (physical, financial and market, regulatory
and reputation). This system is accompanied by regular dialog with
issuers to encourage them to change their practices;

(1] Formerly CM-CIC Lease.
(2] Formerly CM-CIC Investissement.
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m SRI: comprising funds managed according to the principles of the
State SRI label, including being highly selective of the securities in
the portfolio and improving transparency through dedicated reports.

BLI-Banque de Luxembourg Investments, the asset management
subsidiary of Banque de Luxembourg, also practices:

m establishing regular reviews of controversies that are likely to lead to
the removal of companies from BLI's investment universe;

= excluding of companies linked to certain sectors;
m outlining a transparent strategy for voting by proxy;

m commitment by establishing a dialog between businesses on
questions and controversies related to ESG.

An internal socially responsible investment committee [(SRIC) is
guarantor of the ESG approach.

2/ Inthe relationship with subcontractors and suppliers
(S0T81)

a) Group purchasing policy

A purchasing policy applies to all purchases by entities of Crédit Mutuel
Alliance Fédérale.

The purchasing of goods and/or services is an act of management and
is part of the operational implementation of the group’s strategy. This
policy incorporates economic, quality and respect of technical
requirements criteria as well as ESG factors.

All contracts with suppliers and/or service providers include a clause
dedicated to respect for provisions in force in terms of labor law. In the
context of the charter of supplier relations, suppliers and/or service
providers are committed to respecting the reference texts on human
rights and labor law. Special attention is given to complying with best
practices in professional ethics and in particular to strictly complying
with principles pertaining to corruption under any form, notably
concerning practices in terms of gifts and other benefits.

Other measures supplement this policy and promote responsible
behavior by suppliers and/or service providers. Thus, the group favors
relationships with suppliers and/or service providers, though equal on
the technical and financial services level, which adopt an environmental
approach that incorporates ESG criteria and which respect a social
policy combating discrimination.

A power of attorney was signed by the buyers of Euro-Information
reminding them of the respect linked to obligations in terms of sectoral
purchasing policy.

b) Charter on supplier and service provider relations for sustainable
procurement

This charter describes all of the commitments, notably in terms of
human rights, vigilance [access to the “power to report”) and corruption,
to be respected by suppliers and service providers contracting with one
or more of the entities of CIC and Crédit Mutuel Alliance Fédérale. Each
of them must sign the document. First of all, identifying the charters
signed by suppliers was undertaken for all those whose revenue
exceeded €1 million. In 2019, this was extended to all suppliers.

c) Supplier professions centers

A large part of purchases is done by the group’s supplier professions
centers, such as CCS, SOFEDIS and Euro-Information.
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Incorporation of CSR criteria in the relationship with CCS’s general
resources department with suppliers is materialized by:

m inclusion of the company’s obligations of vigilance and CSR policy in
drafting specifications for a bidding process;

m existence of an analysis grid for responses to bid solicitation, which
prescribes the weight of responses by companies on environmental
and social aspects in the overall rating by type of activity (household,
recycling, hospitality);

m incorporating into the program reviews of accounts that monitor and
audit social aspects under the labor law (especially in the context of
combating undeclared labor];

m inclusion of ad hoc paragraphs on CSR aspects in standard contracts;

m annual obligation for all managers in the central services sector
having decision-making authority regarding suppliers, to declare gifts
of any amount whatsoever.

The management of the supplier relationship within  the
Euro-Information structure is part of the ISO 9001 V2015 certified quality
process monitored and audited by AFAQ. In addition, a “Supplier
Supervision” committee ensures:

m obtaining financial and quality ratings for essential and responsive
suppliers established in France expanded in 2019 to foreign suppliers;

m obtaining CSR reports for the same suppliers each year.

Euro TVS, subsidiary of Euro-Information, dedicated to the digitalization
and computer processing of documents and means of payment, also
introduced environmental management and is certified 1ISO 14001.

3/ Inrelationships with employees
Relationships based on ethics and the code of conduct

Creédit Mutuel Alliance Fédérale promotes certain values and principles
such as solidarity, freedom, responsibility and protection of the
environment, and asserts its commitments as well as the rules of good
behavior and good conduct resulting from them.

This culture which is common to all employees is implemented across a
set of actions involving:

= the fundamental principles in terms of rules of good conduct, which
are defined by internal rules, its three appendices and the code of
conduct;

m the evaluation of the application of the Code of conduct, which is
performed by the networks as well as an additional question
dedicated to examining a specific rule of conduct. The Ethics and
Compliance Committee decided to overhaul this evaluation in the
2019 fiscal year and to extend it to the headquarters and business
lines of Crédit Mutuel Alliance Fédérale’s entities in France, including
CIC entities. The dedicated tool, known as “ETHIK,” was completely
transformed and made more wide ranging and user-friendly. This is a
questionnaire which is completed by the Chairmen and Directors of
banks, branch managers and the head office or business line
managers concerned, with the voluntary and desired involvement of
all the employees;

m the theme adopted in 2019 was combating discrimination related to
the rule on the respect of the person, in connection Crédit Mutuel
Alliance Fédérale’s strategic plan. The fight against discrimination
(#laluttecontrelesdiscriminations) survey for our 44,000 employees in
the France perimeter was based on an anonymous guestionnaire with
10 questions sent by email to each employee by an outside service
provider;

(1) Non-exhaustive list.
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m Crédit Mutuel Alliance Fédérale's training system complements and
enriches the culture of its employees, particularly in terms of respect
for human rights:

= the new module on “ethics,” intended for all employees, which will
be deployed on 2019/2020,

= the module on “Working Well Together/Fighting discrimination”
distributed in 2019,

= the modules on “invisible disability” in 2019.

Measures implemented

There are multiple procedures and preventive measures depending on
the type of risk (infringement of Human Rights, risk to the environment)
that employees may suffer or that they may cause in the context of
their activity.

a] Prevention of infringement to employees™ rights and measures put in
place
m violence and harassment: internal rules and the “charter on
preventing and fighting harassment and violence in the group”;

m health and safety: CHSCT, occupational medicine, etc.;

m group agreement on supporting employees in the use of digital tools
and the right to disconnect;

m incivilities: procedure for combatting incivilities and INCIV application;
m assaults and hold-ups: “armed robbery” procedure;

= trade union freedoms: the group’s agreement on union negotiations,
the bank’s collective agreement, etc.;

m labor law: labor legislation, the bank’s collective agreement, etc;
m right to notify: “power to report” procedure;

m protection of personal data: the group’s code of conduct, procedures
pertaining to CNIL;

m protection of private life: protocols for recordings and phone tapping,
protocol for video surveillance, GDPR, etc.;

m corruption and influence peddling: the group’s internal anti-corruption
mechanism;

= the combat against discrimination: specific actions (2019 campaign
on “invisible disability,” the fight against discrimination
#laluttecontrelesdiscriminations survey, etc.), the anti-discrimination
charter, the promotion of diversity and vocational integration and
keeping disabled workers employed inside the group.

b]  Prevention of direct environmental impact generated by the activity

of employees within the company
By its activity, the prevention measures essentially address reduction of
paper consumption and waste recycling:

m Paper waste: dematerialization of numerous documents (simulation
of credit or estimates and subscription to products online, electronic
signature, electronic messaging, etc.). The percentage of digitized
documents (GED) in the banking network, depending on the type of
documents, varied between 82.3% and 98.7% at the end of November
2019;

m waste management: “collection of used printer cartridges” procedure,
selective sorting mechanism (paper recycling, recovery of used
batteries, etc.).
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3.6.2.3.4 Power to report (SOT109)

The power to report is an occupational warning system available to
internal, external or occasional staff, which encourages them, in
addition to the entity’s normal warning methods, to report to their
employer any serious failure to respect professional or legal obligations.

Reporting extends to all areas (corruption, fraud, etc.) and particularly to
human rights and fundamental freedoms, personal health and safety as
well as the environment.

In accordance with rules and regulations, this procedure guarantees
strict confidentiality of the identity of the originators and of persons
targeted by the reporting. The employee runs no risk of sanction when
the reporting is done in good faith. Moreover, the rules provide for
recourse to outside authorities in an emergency situation. This system
is supervised by the compliance department, which ensures regular
reporting.

3.6.2.3.5 Monitoring mechanism

Monitoring actions that have been implemented hinge on all the
indicators and on the collection of figures touching on the previously
mentioned themes®.

2019 Assessment of the code of ethics and compliance

A high level [between 90% and 100% depending on the rules). Over 98%
of the 3,300 eligible employees participated in the 2019 assessment. It
investigated whether the good conduct rules in the code of conduct
(respect of values and texts, duty of confidentiality, duty of reserve,
respect for the person, prevention of conflicts of interest, etc.) were
being globally respected (with assessments from 3.9 to 4.9 on a
graduated scale of 0 to 5 and an overall average of 4.6 out of 5). It
highlighted the difficulties of implementation which could be
encountered for some subjects such as training (management of
schedules] and areas for possible improvement.

The rules subject to reporting are the following:

respect for people;

duty of good management;
duty of confidentiality;

duty of reserve;

willingness and independence;
m duty of training those appointed;
m duty of training employees;

m conflicts of interest;

m respect for values and texts.

The survey supplementing the evaluation of the code of conduct was
sent to the 44,000 employees of all the entities (networks, head offices
and business lines) including CIC. It is intended to raise employee
awareness and involvement in the combat against discrimination and to
encourage them to assess their own behavior. Line managers received
two information supports to pass on to their employees: one on raising
awareness and one on combating discrimination.

CORPORATE SOCIAL RESPONSIBILITY
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The 69% participation rate demonstrates the employees interest in the
measures taken to combat discrimination within Crédit Mutuel Alliance
Fédérale. Nevertheless the combat against discrimination can be
consolidated by communicating more with employees through
information and training actions in order to better adapt everyone's
behavior.

In addition, in 2019, 55% of training courses on the rules of ethics
including the fight against corruption and/or the fight against money
laundering and the financing of terrorism were completed by registered
CIC employees (SOT104).

Processing claims and mediation

The mechanism in force for processing claims within the group allows
the clientele to transmit all types of claims, whether they concern the
functioning of accounts, savings or non-financial matters.

(SOT106) At CIC banks, in 2019, the number of claims increased by
19.9% compared to 2018, notably due to the possibility given to
customers in 2019 to enter their claims directly through online banking.
(SOT107) More than 90% were closed during the year within less than
one month (SOT108).

As concerns mediation, the number of referrals by the group’s mediator
decreased by 2.7%2 in 2019. On the other hand, the number of files
admissible (eligible for mediation) rose sharply, representing 19.7%% of
referrals against 14.6% in 2018.

The pricing of products and services remain the primary subject for
referral.

[t should be noted again this year that half of the files were not
admissible on the grounds that internal remedies had not been
exhausted.

Fragile clientele

Quarterly monitoring conducted at the level of Crédit Mutuel Alliance
Fédérale identifies the number of third parties detected and the number
of packages subscribed. The number of packages subscribed to by
clients detected as fragile at the CIC level increased by nearly 25%
between 2018 and 2019.

And more than 99% of staff in contact with customers were trained in
customer protection at the end of 2019 (compared to 17% at the end of
2018).

Other indicators (non-exhaustive list)

Supplier charter

In 2019, nearly 2,000 charters were signed by CCS suppliers (suppliers
with a revenue of more than €5,000) and nearly 80 by Euro-Information
suppliers (SOT100] against 60 signed last year (suppliers with a revenue
of more than €1 million).

Project financing

Of the 39 projects financed in 2019 (see Section 3.7.3.3), 35 are
classified in category B, three in category C and one in category .

SRI

In 2017, Crédit Mutuel Asset Management earned three-year SRI
certification for 16 funds:

m CM-CIC Objectif Environnement;
m CM-CIC Moné SRI;

(1) Concerning the power to report, the monitoring indicator, overseen by the compliance department, is verified by an independent third party, but not published for reasons

of confidentiality.
(2] Scope of banks, Banque Transatlantique and Crédit Mutuel Epargne Salariale.
(3] Data established on the basis of files processed on December 31, 2019.
(4) Data established on the basis of files processed on January 31, 2019.
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m CM-CIC Obli SRI; The SRI label allows us to point out to investors SRI products that
m as well as the 13 funds in the Social Active range: these cover all address demanding specifications not only on transparency and guality
asset classes [equities/fixed income) and five of them are solidarity of SRI management, but also on how they demonstrate concrete impact
investment funds, thus contributing to the development of social and on the environment or society.
solidarity economy structures (ADIE, Autonomie & Solidarité, French These funds amount to outstandings of €1.3%6billion as at
Red Cross, Entreprendre pour humaniser la dépendance, InvESS December 31, 2019.
lle-de-France, Initiative France, SIEL Bleu, France Active

And the outstanding amount of SRI solidarity employee savings
managed by Crédit Mutuel Asset Management with the CIES label
reached €1.415 million at the same date.

Investissement).

3.6.2.4 Documents available to view on the Internet

Title Ref/link

Law No. 2017-399 of March 27, 2017, pertaining https://www.legifrance.gouv.fr/eli/loi/2017/3/27/2017-399/jo/texte
to the duty of vigilance of parent companies and
sourcing companies

Sectoral policies https://www.CIC.fr/fr/banques/institutionnel/publications/responsabilite-societale-de-I-entreprise.html
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3.7 A RESPONSIBLE ECONOMIC AGENT

CIC is a committed player in the development of an economic and social ecosystem in the countries where it operates. This commitment translates by
providing financing, offering products and services, responding to the needs of all, while taking into account the challenges and principles of

sustainable development, especially in terms of ethics and code of conduct.

3.7.1
(SOTO09] in all countries

The offer to companies was strengthened in 2019: CIC and the Bangque
Européenne du Crédit Mutuel, opened a pre-approved credit line of
€L4 billion. The packages, amounting to between €50,000 and
€2 million, benefited nearly 3,400 client companies in CIC.

Among the new customers of business and professional markets in
2019, over 77% have revenue of less than €1.5 million. The Créa CIC
offer provides a concrete response to project leaders in their quest for
advice, services and banking products with:

= permanent support thanks to a network of account managers trained
in business creation or taking over a business, a program of regular
conversations to monitor the business, partnerships with several
networks (Initiative France network, Management Agencies, ADIE,
etc.);

m individualized financing solutions;
m social protection schemes;

m rate reductions adapted to the means of payment and account
management.

Self-employed entrepreneurs also benefit from an offer adapted to their
needs.

A charter on business creation completes the mechanism put in place
for business creators/those taking over a business, which is based on
a fitting and warm welcome and frequent and regular monitoring during
the first three years of life of the future business.

For students under the age of 29 who wish to become entrepreneurs,
CIC offers to accompany them during the period of analysis and for the
first steps with the CIC Start Student Entrepreneurship Loan at 0%
interest rate.

And a package promoting business creation in the Quartiers prioritaires
de la politique de la ville (QPPV) was defined at the end of 2018, and as
a result 37.9 million credits have since been granted by the banking
network.

A dedicated space for business creation on the www.CIC.fr website and
an “Entreprenons.fr” discussion platform is made available to business
creators and all entrepreneurs (microenterprises, artisans, retailers,
self-employed entrepreneurs, etc.) to help them in their efforts and
provide them with free practical, legal, fiscal and qualitative social
information accompanied by advice and answers from experts.

3.7.1.1

CIC is also committed to innovative entrepreneurs.

Support for innovation

A specific dedicated branch for start-ups and innovative businesses
was established with account managers specialized in banking
networks and with specific offers and measures.

At the national level, 50 corporate customer relationship managers are
dedicated to the start-up branch.

Financing offers and initiatives to develop entrepreneurship

The “Start Innovation CIC” scheme offers:

m specific services to respond to the various problems encountered by
these start-ups;

m a community of business leaders, business experts and partners
such as the BPI, the Carnot Institutes, MoovJee, the Réseau
Entreprendre;

m CIC Place de I'innovation venues (in Lyon, Marseille, Paris and soon in
Nantes) and events dedicated to innovation;

m calls for projects and competitions. This year, CIC Sud Ouest
launched the first “Business Awards Start Innovation CIC” enabling
start-ups and innovative companies to benefit from personalized
coaching sessions, participate in thematic workshops led by leading
experts, develop its network and exchange with the jury, and win one
of two prizes: the Espoir innovation and Espoir international awards.
For its part, CIC Lyonnaise de Banque has for several years been
organizing the competition: “Innovating in a changing world” aimed
at all those who want to promote and accelerate an innovative
project: expert workshops, coaching sessions, networking, pitching
sessions, etc. The bank is also a partner of the Victoires de
linnovation awards, which in 2019 focused on climate change,
ecological transition and social justice.

Among the offers, the Innovative Business Loan with a repayment
period of up to two years allows the entrepreneur to give his or her
project time to succeed. A bundled offer of services dedicated to
business startup was additionally launched at the end of 2018 (Global
Startup Contract). CIC also offers a “Closing Express” service, which
consists of delivering to the client within 48 hours the administrative
bank documents related to the fundraising, a financial communication
service (Up the Com) and an international support service (Start
Export).

Finally, the unprecedented partnership signed on December 19, 2018,
between the BEI and Crédit Mutuel Alliance Fédérale enables CIC to
grant joint financing to innovative SMEs and ETls and/or those located
in the cohesion regions of the European Union on particularly attractive
financial terms. The total amount of the partnership is €300 million,
with the BEI and Crédit Mutuel Alliance Fédérale each contributing
€150 million of investment.

Crédit Mutuel Innovation, a subsidiary of Crédit Mutuel Equity, invests -
and often reinvests - its own capital to support innovative companies
and structure their development in seed capital (prototype finalization),
venture capital (first sales made), growth capital (growth, international).

This year, Crédit Mutuel Innovation has continued to strengthen its
support for innovation and today represents €130 million in
40 innovative companies in all countries, with Crédit Mutuel Alliance
Fédérale dedicating an additional €200 million exclusively to investment
in French technology start-ups. It can thus double its total investment
in these companies to €250 million within three years.
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In addition, as an active shareholder, Crédit Mutuel Equity invites the
managers of its “Tech it Easy3” holdings, to an annual gathering of the
world’s young innovative companies and medium-sized entities (ETIs),
focused on technology to watch, which is already leading to a change in
practices.

For its part, in 2018, Crédit Mutuel Asset Management offers the
CM-CIC Global Innovation fund focused on innovative companies
around the world for investors.

Partnerships were also formed with stakeholders in innovation (see
Section 3.8.2.1).

3.7.1.2 Aresponsible and active stakeholder
for development of SMEs over the
long term

Crédit Mutuel Equity and its subsidiaries exercise the group’s “equity
transaction” activities by supporting companies over the long term, at
all stages of their development, are signatories of the charter of
Investors’ Commitments for Growth of France Invest. They are
therefore committed, beyond the rules already set in the profession’s
code of conduct and in the context of the regulatory framework defined
by the AMF in terms of economic, social and human, environmental and
good governance issues. Crédit Mutuel Equity SCR is also a shareholder

of the LUCIE agency, creator of the first social responsibility label based
on ISO standard 26000.

As of December 31, 2019, the capital invested of its own equity amounts
to €2.6 billion in 360 investments, 86% of which are unlisted companies.

Crédit Mutuel Equity proposes the “Expansion SME” offering, intended
to meet the needs of SMEs for equity and quasi-equity of less than
€1 million in their plans for growth or transfer. As for the CIC “In the
Regions” offering, it helps executive shareholders wishing to sell their
small cap business [value of business less than or equal to €7 million).

The transfer and takeover of businesses are major economic
challenges, both in terms of growth and employment and in terms of
the country’s appeal. CIC offers a support service to its clients who
wish to transfer their company(ies) at all stages of the project: analysis
of the various possible strategic options, search for the best buyer up
to the signing of the transfer protocol. In order to better anticipate the
transfer, a diagnosis can be established with the company director to
highlight the weaknesses that may exist at the time of its
establishment in relation to the project. In the case of the takeover of a
family business, CIC has set up and is a partner in training courses for
company directors to facilitate the handover between the different
generations (see Section 3.8.2.1). It is also involved in information
events for business leaders, such as CIC Ouest, which has been a
partner of the Nuit de la transmission, organized by the Nantes-Saint
Nazaire Chamber of Commerce and Industry and the Loire-Atlantique
Chamber of Commerce and Industry, since the first edition.

3.7.2  Supporting the digitalization of businesses

In terms of financing, a new range of investment loans were rolled out
at the end of 2018. Among these loans, the Digital Transition Loan has
as its purpose to facilitate business digitalization projects. It concerns
financing tangible and intangible investments related to the
digitalization of a business’ activities for the purpose of modernizing its
tools and/or transforming its economic model through digital
technology. Like all other loans in this portfolio, it receives subsidized
interest rates.

In terms of digital tools, CIC offers its customers a range of products
adapted to their needs:

m CIC e-invoices by Epithéte, a complete on-line billing and payment
service, which is intended for all economic and professional players
in the broadest sense [(associations, self-employed entrepreneurs,
microenterprises, small and medium-sized companies, ETIs, large
companies) and allows them to work easily with their customers and
suppliers, even if they are not themselves subscribers to the service,
and to exchange orders, estimates, invoices, payments, etc.;

= the e-services package of Crédit Mutuel Factoring™, a subsidiary
specialized in the mobilization of receivables and factoring, which
proposes 100% digital and secure management of accounts
receivables in its factoring offer to microenterprises and
medium-sized companies...;

(1) Formerly CM-CIC Factor.
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m a payment card that replaces paper meal tickets and whose
functionalities were enhanced in 2018 by signing a partnership with
Edenred - Ticket Restaurant® (CIC Restaurant Ticket Card);

m an e-boutique offer to support customers in new distribution
channels by offering creation of their e-boutique along with a web
agency, an e-payment solution and preferential financing, depending
on their needs.

Meetings are organized concerning the digital field. As a partner of the
Nantes Digital Week for the past three years, CIC Ouest has also
organized its own event on major innovation trends: Osons le futur!
(Venture into the future!) on the theme “What if Silicon Valley landed in
Nantes?".

CIC Est took part in the big digital festival in Alsace Bizz & Buzz,
organizing a whole day dedicated to new technologies, e-commerce
techniques, digital communication and more. The day was divided into
two parts: Jedi's of the Web and Off e-Commerce and e-Marketing. The
bank welcomed a large public of all ages, from students who came to
learn and “network” to shopkeepers and entrepreneurs who came to
find solutions to their business problems.
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3.7.3
(ENV53]

Financing and services
for individuals (SOT59)

With regard to real estate, outstanding interest-free Eco-loans (Eco PTZ
and complementary Eco PTZ] totaled €102.4 million. In addition to these
loans, for certain specific work to improve the energy performance of
housing in old buildings, long-term sustainable development loans are
offered (outstandings: €1.2 million) and short-term loans [outstandings:
€4.3 million) for work benefiting from tax credits in buildings completed
more than two years ago.

3.7.3.1

This year, CIC Lyonnaise de Banque undertook to develop local
cooperation with regional platforms for energy renovation by signing a
partnership agreement with four other banks to promote the energy
renovation of private housing with the Auvergne-Rhdne-Alpes region,
the State and the ADEME (French Environment and Energy
Management Agency).

CIC has a joint offer with EDF to provide financial support to customers
who wish to carry out energy renovation work, which includes, among
other things, the free advance to the customer of the EDF energy bonus
by means of an interest-free consumer loan at a rate of 0%.

In addition, CIC offers home insurance that covers renewable energy
systems (heat pumps, geothermal, aero thermal, photovoltaic solar
panels, etc.) along with the property on which they were installed. It is
also envisaged to offer civil liability coverage for electrical production in
the event electricity is sold back to the grid when photovoltaic panels
are registered.

Concerning modes of transport, CIC has:

m Eco-Mobility offers with very favorable terms for hybrid or electric
vehicles and attractive terms for petrol vehicles with no ecological
malus. The production of lease financing for hybrid and electric
vehicle acquisition made in 2019 more than tripled as compared to
2018;

m in terms of auto insurance, attractive offers for people with
eco-friendly behavior: reduced rates if the vehicle travels less than
6,000 km a year, if a driver under 28 years old takes a driver
education class, extension of the driver's bodily harm coverage if he
or she uses other means of land-based transport (mass transit or
bicycle rather than car for home-to-work trips). Damage to the
bicycle is also covered. In addition, automotive liability protection
covers disputes relating to public transit passes or bicycle rental. If
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it's a matter of insuring an electric vehicle, the battery and recharger
cable are covered under the policy warranty. For vehicles three years
or older, the policyholder who accepts the use of guaranteed
refurbished parts to repair his or her car in the case of damage also
benefits from a rate reduction;

m CIC also offers insurance for new mobility solutions:

m for users of scooters, gyropods, hoverboards, gyrowheels, a
package includes a civil liability cover and a Criminal Defense and
Recourse cover,

= with regard to carpooling, in addition to the vehicle assistance
cover, their carpoolers benefit from a taxi to complete the carpool
trip in the event that the vehicle is immobilized (following an
accident or breakdown and within a certain limit). Insured
customers can also benefit from this service if they take a seat in a
carpool crew whose vehicle is damaged or breaks down.

3.7.3.2  Financing of renewable energy
equipment for professionals
and businesses

Financing investments dedicated to the energy economy and
high-energy performance may be achieved with the energy Transition
Loan from the new portfolio of investment loans with subsidized rates.

Two years ago, CIC also signed an agreement with the BEI aimed at
establishing a refinancing package, valid for four years, on wind or
photovoltaic projects. Besides the financing, the BEI will participate in
up to 50% of the risk on selected projects. In the regions, the projects
financed for businesses and professionals in 2019 concern almost
exclusively methanization installations and photovoltaic parks.

Furthermore, professionals and companies benefit from specific
financing offers in long-term leasing for the acquisition of hybrid,
electric and public transportation vehicles.

Developing renewable energy equipment for farmers

Experts are helping farmers more and more with high-performance
renewable energy equipment projects. In 2019, photovoltaic and
methanization unit projects accounted for 56% (with a 21% increase in
financing granted) and 41% respectively.

CIC | 2019 UNIVERSAL REGISTRATION DOCUMENT

73




3

T4

CORPORATE SOCIAL RESPONSIBILITY
A responsible economic agent

3.7.3.3 Financing grand projects
in renewable energy (SOT40)
and project funding®”

CIC also participated in higher profile projects in France and abroad in
various domains.

In 2019, the ICC’s project finance department financed 39 projects, 25
of which were renewable energy projects:

= 11 onshore wind farm projects, totaling more than 1,700 MW [eight
projects in France, including notably the refinancing of Boralex’s wind
farms, two in Canada and one in the USAJ;

m five offshore wind farm projects in Europe representing more than
2,800 MW (including notably the Saint-Nazaire wind farm, the largest
offshore wind farm in France, two wind farms in Scotland, one in
Belgium and one in the Netherlands);

= eight solar projects for a total capacity of 5256 MW ([five in France,
one in Spain, one in Chile, one in the USA);

m and a biomass power plant project in Guadeloupe.

The outstandings for renewable energy projects [(cumulative
authorizations] at the end of December 2019 reached €1.6 billion,
comprised mainly of onshore and offshore wind projects, solar and
biomass, representing an increase of 22% compared to the end of 2018.

CIC also financed 11 infrastructure projects, including two high-speed
lines and a fiber-optic network in France, an airport in Croatia,
motorways in Portugal and a metro in Spain and Australia. All funded
projects strictly meet the environmental standards of the country in
which they are located.

The group’s 2019-2023 strategic plan ensemble#nouveaumonde set the
growth target for financing projects with high-impact on climate at 30%.
Initially, this goal concerns corporate banking activity, particularly
through the financing of projects.

All funded projects strictly meet the environmental standards of the
country in which they are located.

This financing is subject to an internal vetting procedure, including the
ESG criteria described in the vigilance plan (Section 3.6.2.3.3).

3.7.3.4 Investments in businesses

that respect the environment

Crédit Mutuel Equity and its subsidiaries also participate in
development projects by investing in companies whose products are
environmentally friendly and efficient in terms of energy consumption
(manufacture of biomass-fired boilers, distribution of photovoltaic
equipment, etc.).

Crédit Mutuel Equity has also chosen to support one of the very first
players in the tourism sector to have fully integrated Social and
Environmental Responsibility into its business model and offset 100% of
the CO, emissions linked to its customers’ travel and the activities of
the companies that make up the group through reforestation programs.

3.7.4 Supporting the CSR efforts of businesses

The CSR Transition Loan helps businesses and professionals that wish
to make investments in responsible development:

m at the social level: improving work conditions, training plan for teams,
hardware equipment;

m in terms of energy savings: creation of new, more energy-efficient
products, etc.;

3.7.5

For each important stage of a young person’s life (apprenticeship,
higher education studies in France or abroad, driver’s license, first move
away from home, first job, creation of a business, etc.), CIC offers
customized solutions including:

= the CIC Study Loan with complete job search assistance (research
strategy, writing the CV and cover letter, preparing for job interviews,
etc.);

m advance payment of the security deposit when renting an apartment,
and a rental guarantee in case of unpaid rent and charges thanks to
“Acces Locatif” and “Loca-Pass” intended for the owner;

m on environmental issues: waste recycling solutions, reduction of
paper consumption, implementation of a process to comply with
rules and regulations, solutions for reducing greenhouse gas
emissions, introduction of assessment tools that make it possible to
measure the impact of actions on the environment, etc.

A bonus is awarded after two years of amortization if the business
presents a CSR audit that shows improvement over what was
communicated to the bank at the time the loan was arranged.

Facilitating the integration of young people

m the Youth loan at a preferential rate to finance equipment or
installation expenses;

m the driver’s license loan at €1 per day to facilitate access to driver
training for vehicles in the 2-wheel category (Al and A2) and autos
(B) where the cost could represent a major obstacle to obtaining a
job. The amount of loans granted in the banking network totaled
€8.1 million at December 31, 2019.

(1] “Project funding” is understood here as a very specific category of corporate financing, called specialized financing [defined in particular by Article 147.8 of European
Regulation 575,/2013) and which meets very specific criteria. These criteria, such as approved by the ACPR in October 2012, are used to set eligibility for deals in CIC

Project Financing portfolio.
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3.7.6 Being present for associations (SOT40)

The number of non-profit organization (NPO) customers in the banking
network registered a growth of 4.9% in 2019 in comparison to 2018.
Among other things, CIC offers to optimize collection of donations
(Dynaflux Globa'Collect) with a delegation that can assist with the
entire donation process, from calling donors to receipt of gifts, from
depositing checks to generating receipts, and integrating gifts into
record keeping. The new “Pay Asso” offer also gives local associations
the opportunity to offer members the possibility of paying by credit card
even if they don't have a website. In the last quarter, which is a good
time for fundraising, a fundraising campaign was organized with zero
costs for the associations and donors. Crédit Mutuel Alliance Fédérale
also offers the “Lyf Pro” application, a secure payment solution for

3.7.7

CIC is involved in the establishment of financing for construction of
social housing and through CIC Dynaflux Immaobilier and its subsidiary
Euro TVS offers a solution to low-cost housing companies for
processing collection of rental payments and expenses. It contributes
to the financing of social housing by offering the Social Rental Loan
(PLS]), the Social Rental-Accession Loan (PSLA].

collecting electronic donations via mobile devices, which also allows
associations to create and develop their relationship with their donor by
using the mobile device as a new channel of communication, to simplify
and manage their events thanks to a solution that covers tickets sales,
collection and payment.

Financing and investment solutions adapted to their needs are also
offered, including lease financing.

Some associations also benefit from the Passbook Account and the
Savings Cards for Others, which CIC offers to its clientele (see
Section 3.7.81). CIC’s commitment is also manifested by partnerships with
associations in various domains (see Chapter 3.8).

Financing projects of a social nature (SOT37)

In 2019 it distributed Social Accession Loans (Préts a I'accession sociale
(PAS) or Préts conventionnés a I'accession sociale [PCAS)) to individuals
with modest incomes wishing to become homeowners.

3.7.8 An offering of responsible products and services

3.7.8.1 Promotion of Socially Responsible

Investment (SRI) (SOT28)

Crédit Mutuel Asset Management, a committed player in responsible
finance for more than 20 years, joined the Finance for Tomorrow
initiative launched by Paris Europlace in 2019, thereby committing to
help redirect financial flows towards a low-carbon and inclusive
economy, in line with the Paris Accord and the UN’s Sustainable
Development Goals (SDGs). The company was already:

= a member of FIR (Forum for Responsible Investment) since 2004, and
EuroSIF (the European Association of FIR];

m a member of the CDP water project (formerly Carbon Disclosure
Project) since 2010, associated with its carbon program since 2011
and with its forest program since 2013;

m a member since 2011 of the ICGN (International Corporate
Governance Network);

m a supporter of the AFG-FIR transparency code since its inception;
m a member of the Green Bonds Principles since 2015;

m signatory to the PRI (United Nations Principles for Responsible
Investment) since 2012 (with a rating of A+, the highest since the
beginning);

m a signatory of the Paris appeal on climate since December 2015 as
part of COP21;

m a signatory to Access to Medicine Index since July 2017;

m a signatory to the declaration: “Towards generalization of
non-financial rating” since 2017,

m and to the Global Investor statement to governments on climate
change since 2018.

Crédit Mutuel is also a signatory to the United Nations Global Compact.
This globally recognized initiative is based on international conventions
(human rights, environment, etc.) and concerns all industrial sectors.

In detail, Crédit Mutuel Asset Management’s offer can be broken down
as follows:

m best-in-class SRI funds:

m CM-CIC Objectif Environnement, CM-CIC Obli ISR, CM-CIC Moné
ISR for private and institutional investors,

m CM-CIC France Emploi, a solidarity mutual fund now managed
according to “best-in-class” SRI principles and an approach that
excludes the coal and tobacco sectors;

m the “Social Active” range of inter-company SRI funds, created by
Crédit Mutuel Asset Management and Crédit Mutuel Epargne
Salariale and accredited by the Comité intersyndical de I'épargne
salariale (CIES). Dedicated SRI funds are also offered;

m a green bond fund: the CM-CIC Green Bonds fund, which has
obtained the Greenfin government label intended for individual retail
and institutional customers. Its objective is to contribute to the
financing of the energy transition by adopting an approach focused
on projects with high environmental benefits. Its outstandings as of
December 31, 2019, were comprised of as much as 95.7% green
bonds. These bonds are chosen with respect to Green Bonds
Principles and environmental, social and governance criteria, and
interest in the project being finance;

m the commitment to greener finance is reflected in a willingness to
diversify funds. In 2019, a new fund with a formula indexed to the
STOXX® Global ESG Leaders Select 50 EUR index, Performance
Monde Avenir 2025, was launched for individual retail customers. The
selection of the companies included in this index takes into account
non-financial criteria to assess the extent to which sustainable
development and long-term issues are taken into account in their
strategy.
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Following an extensive survey of individual and professional investors,
Crédit Mutuel Asset Management was awarded the Prix de la pédagogie
in the management company category at the 19" Investor Awards
ceremony organized by Boursorama, in recognition of its efforts to
promote a better understanding of the products on offer.

Crédit Mutuel Asset Management is also heavily involved in raising
awareness of responsible and sustainable finance among its employees
and savers. This theme is also the subject of a dedicated
communication aimed at clients and on the networks’ intranet site
through “Le billet de la Finance Responsable,” which is published
bi-monthly. At the end of 2019, Crédit Mutuel Asset Management
launched a series of animated educational videos entitled “Corentin and
sustainable finance” to raise awareness among all stakeholders on the
subjects of responsible finance, socially responsible investment and
climate risks.

Banque de Luxembourg Investments [(BLI), the subsidiary of asset
management of the Banque de Luxembourg signed the United Nations
charter on Principles of Responsible Investment (UNPRI) in 2017, and
implements an investment strategy based on environmental, social and
governance (ESG) criteria. It offers a management solution in socially
responsible funds (SRI). The funds (third party, ETF, and BL Sustainable
Horizon (SRI funds since 2008)) are selected based on the criteria of
creating a positive impact and the presence of ESG themes (water,
smart energy, green bonds, etc.). Alternative investments are excluded.
Three types of approaches are used: best-in-class, thematic investment
or ESG integration [selection of companies that integrate ESG factors in
the same way as financial criteria).

3.7.8.2 Encouraging solidarity savings
and investment

The Passbook Savings for Others is a solidarity product, as labelled by
Finansol. 50, 75 or 100% of annual interest is given back in the form of
donations to one to four partner associations, which work in the area of
humanitarian emergencies (Action Against Hunger, Catholic Relief
Services, Doctors of the World), children (The Little Princes Association
and UNICEF), social housing [Abbé Pierre Foundation, Habitat and
Humanism), or medical research (Curie Institute). The Card for Others
also gives back donations to these same partners when making
purchases with the card. Thanks to the donations collected throughout
the year with these two solidarity products.

CIC also offers a sharing fund to support employment: CM-CIC France
Emploi (as labelled by Finansol), of which half of the profits are donated
to the France Active Association, which supports and finances solidarity
businesses that create or consolidate jobs and people having difficulty
finding employment who create their own business.

Among the range of SRI products dedicated to the “Social Active”
employee savings plan, labelled by the Inter-Union Employee Savings
Plan Committee (CIES), four mutual funds (FCPE) are solidarity plans
(obli solidaire, équilibre solidaire, tempéré solidaire, dynamique solidaire).

(1) Protected adults and persons facing death of a loved one.
(2] Supplementary universal health coverage.

CIC | 2019 UNIVERSAL REGISTRATION DOCUMENT

3.7.8.3 Support for fragile populations
(SOT39)

3.7.8.3.1 Offerings for the fragile or vulnerable
clientele®

CIC is attentive to supporting customers who are going through difficult
life situations, whether they are structural, social or short-term in
nature. The provisions that have been put in place by the bank are
described in the vigilance plans in Section 3.6.2.2.3.

3.7.8.3.2 Insurance and fragile populations

At the level of insurance, people with low incomes may receive State
subsidies with regard to supplemental health coverage. The CMU-C?
and the Complémentaire santé ACS health contract have been replaced
since November 1, 2019, by the Complémentaire santé solidaire. This
new coverage is provided by the state. Beneficiaries must be attached
to their basic scheme for the implementation of this coverage.

Since January 2017, CIC’s borrowers, insured at ACMs for a loan related
to their principal residence, may benefit from continued medical
approval. Enroliment in insurance coverage by ACM borrowers provides
them the possibility of also being covered, in the future, under the same
terms of medical approval, for a new loan in the event of changing
primary residence without any additional medical paperwork, even if, in
the meantime, they've encountered a health problem.

Borrowers can also complete their medical formalities online. This
development is part of the desire to improve service to customers and
making medical paperwork smoother.

In addition, CIC complies with the “AERAS” (Insurance and Borrowing
with Aggravated Health Risk] agreement designed to facilitate access
to insurance and credit for persons with an aggravated health risk.

The Health law of January 26, 2016, specifies the provisions on the
right to oblivion which should allow people who have presented a
cancerous pathology to be exempted, under certain conditions, from
declaring their former iliness when applying for insurance for a loan.

The nursing care insurance offered allows for fragile populations to
finance their future needs in this area. Furthermore, isolated
populations may find in the funeral coverage a solution for financing
their funeral through an insurance mechanism, but also, thanks to the
provisions, the guarantee that the funeral will be organized according to
their desires.

3.7.8.3.3 Helping to manage one’s budget

CIC is committed to offering products that allow the customer to control
his or her budget:

m the “CIC Alerts,” which sends alert messages by email or SMS
related to the account(s) (balance, transactions, etc.), payment
transactions, payment instruments (bank card outstandings, etc..
The receiving frequency, thresholds and manner of activation are
parameters set by the customer;

= the “Budget Management” functionality offered by mobile solutions
and on CIC.fr, gives a summary and graphic view of expenses and
income. It includes an account aggregation function of secondary
institutions inside or outside the group;
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m credit simulators are also available on all of the sites of CIC banks;

m after review, consolidation of several existing loans into a single loan
may also be suggested, which can facilitate monitoring one single
monthly payment and one single contact person;

m moreover, a sector policy on consumer credit sets the rules to
respect with regard to marketing and business practices, approval
and financing, collection, preventing and combating money
laundering and financing terrorism, processing of personal data and
processing claims;

m concerning credit in reserve, the rate defined is fixed depending on
the purpose, and it is possible to benefit from the best rates at the
time on any unreleased portion; as long as credit is not used it costs
nothing, the amount and the monthly payment are adapted to the
customer’s budget, reimbursement of credit may occur at any time
with no additional charges;

m in the “Assur Prét” offering, a borrower’s insurance, calculation of the
premium is determined at the time of enrollment so that the borrower
knows in advance about all the annual premiums;

m finally, contingency plans to maintain one’s level of income in the
event of a work stoppage are also offered.

3.7.8.4 Responsible offers with regard
to health and safety (SOT80)

With regard to health, with its bank insurance business, CIC offers
health insurance products, provident schemes, nursing care insurance
for individuals and self-employed persons, and group insurance
coverage for businesses. In addition to a supplemental health offer for
all private sector employees, customizable for the business, additional
supplementary health coverage is offered. This latter coverage is aimed
at complementing benefits paid by basic and supplemental insurance
plans, the coverage related to these plans often proven to be
insufficient for the employee and his or her family. Dedicated services
complement these offerings. The Avance Santé card allows insured
persons to pay their health care expenses without doing so in advance.
Health insurance subscribers have the possibility of transmitting
estimates and invoices, which are not transmitted electronically, from a
mobile device (by sending photos] and thus obtaining a quick response
as to what expenses are covered. A helpline support service called CIC
Senior Assistance is also available in order to enable isolated or fragile
individuals to live at home and maintain autonomy. CIC Lyonnaise de
Banque assists clients who wish to carry out adaptation work so that
they can continue to live at home for longer through its RSE CONSO
financing offer at a subsidized rate.
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Concerning property loan insurance, CIC offers continued medical
approval during a change in primary residence (see Section 3.7.8.3.2).
Furthermore, when an enrollment request for borrower’s insurance is
subject to medical formalities (declaration of state of health, health
questionnaire, medical analysis, medical report, etc.) the medical
e-approval device makes a secure site available to the borrower on the
Internet where he or she can fill out medical paperwork. The customer
may thus fill out the paperwork when and where it is most convenient
and obtain a quick response.

In terms of physical security, CIC offers Theft Protection (protection for
property and persons), which was complemented by an offer of a
remotely-monitored carbon monoxide detector, as this kind of poisoning
represents one of the primary causes of accidental death by poisoning.
Moreover, the e-declaration is a quick way to file a home or auto claim
by computer and/or a smartphone, which is available to individuals
24/7. And in the event of severe weather in a geographical area, an
appropriate support system is set up with CIC employees and experts
to provide all the necessary support in a personalized manner in the
declaration of a claim, the implementation of compensation, and the
immediate release of advance payments according to the degree of
urgency.

In terms of IT security, significant resources have been deployed to
secure banking transactions. Recurrent messages to raise the
awareness of customers are present on personal pages of online
banking, as well as permanent content, especially in the “Security”
folder.

Security solutions for Internet bank transactions are suggested
(Safetrans, K-sign certificate, keyless entry, confirmation code sent by
SMS of interactive voice service, mobile confirmation) so that the
customer provides authentication with CIC's online banking services
and can make sensitive transactions.

In the context of combatting fraud pertaining to transactions made by
card via the Internet, customers have the possibility, from their personal
space on the Internet or from mobile applications, to suspend use of the
payment card for home shopping transactions made for a period of his
or her choice. Moreover, customers may subscribe to a card with a
dynamic cryptogram, where the three numbers of the printed
cryptogram printed on the back of the card are replaced by a small
screen generating a new code every hour.

3.7.9 Arelationship that’s mindful of respect for the customer - the desire
to establish quality service (SOT73)

CIC continued the development announced as part of Crédit Mutuel
Alliance Fédérale’s 2019-2023 strategic plan ensemble#nouveaumonde,
which aims for excellence in customer relations. It strives to offer its
customers the best of the relationship, whether physical or digital, and
to provide products tailored to the new needs and uses of today’s
world, digital, simple, relevant and attractive. CIC was ranked number
one in this year’s banking sector Customer Relations Awards organized
by BearingPoint - Kantar TNS.

3.7.9.1

The advisor remains at the center of the face-to-face, telephone and
digital relationship with customers. With a budget of more than 6% of
payroll expense, there are many training sessions: in terms of
welcoming, listening, diagnostic accuracy, relevancy of offers, control
of tools. Training modules were developed regarding the areas of online
and digital banking (see Section 3.5.1.1 “Digital Passport”).

Strengthening of employee’s skills
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A program called “My Digital Ally” was launched to help employees
understand how innovations in digital tools and services affect their
jobs and for them to be more proactive and relevant when answering
customers. Besides being a dedicated intranet universe, Mon Allié
Digital also provides employees with a monthly video on a specific
subject.

Area specialists may also be called in to provide support for specific
customer needs, including by remote means, since this year by webinar.
Digital advisors support agency employees in the field to ensure that
they assimilate the group’s digital changes. Moreover, in order to
support Corporate customer relationship managers, a store with
downloadable videos and interactive PDFs is available to managers
during conversations with customers. Chats are also organized on
specific topics for customer relationship managers with specialists with
whom they can discuss complex subjects. Monitoring is carried out with
respect to the domain of online banking, whether in terms of its use by
customers, delays in response from advisors or recourse by the latter to
the email analyzer or virtual assistants.

3.7.9.2 A more personalized relationship
with clientele

The website CIC.fr makes it possible to enhance the customization of
advice and content based on the customer profile. The customer may
save the most utilized operations as favorites and customize his or her
profile with display preferences. He or she also has the possibility via the
online banking application accessible on computer, smartphone or tablet
of staying in touch with his or her advisor thanks to a dedicated space
and declaring the projects or areas of interest from the customer space
in order to take advantage of customized offers at the right time.
Furthermore, modularity is also one of the criteria considered in the
design of new offers. Therefore, the customer may now create, with his
or her advisor, the individual health coverage that best corresponds to
his or her needs: in supplemental health, for coverage of preventive and
alternative care as well as hospitalization costs, and additional
supplemental coverage.

It should be noted that customer relationship managers do not receive
commissions on sales of products they offer, which contributes to
offering customers the most appropriate solution.

Furthermore, in order to build long-term relationships with new
customers, the Welcome process makes it possible to personalize
interactions with customers throughout the first year depending on
their contact patterns and their activities.

3.7.9.3 Innovative and secure offerings

that simplify the life of customers

Surveys are conducted in order to suggest offerings that are aligned
with the needs of customers.

New offerings that are introduced are more and more frequently
co-designed with future users, customers and network employees
based their universe of needs. Among the new services offered this
year:

m the Ticket Restaurant® CIC card in partnership with Endered, which is
simple to set up and manage, with a secure online customer area
enabling the company to monitor and carry out its day-to-day
operations. It is also more versatile for employees to use: payment to
the nearest cent, as opposed to a paper ticket, direct access to
delivery platforms and distance selling, it adapts to new methods of
consumption and payment (contactless, mobile payment] and
incorporates the security and advantages of a payment card;
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= in terms of insurance, a Small and Medium Fleet Vehicle offer four to
30 vehicles insuring, in a single contract, all the vehicles of the same
professional or company with options and guarantees adapted to
each type of vehicle and its activity, for all drivers without nominative
designation, and offering advantages in terms of tariff and guarantee
for electric vehicles;

m CIC also participated in the implementation of a contactless payment
system for urban transport in the Pays de Dreux conurbation.

3.7.9.4 An efficient and reactive approach

The decentralized organization of the banking network leads to
responsiveness to customer demands. About 0% of decisions to grant
credit are taken locally and autonomously in the consumer market. CIC
opted for proximity, simplifying the organization of regional hierarchical
structures for the benefit of local branches, allowing them to provide a
more responsive service.

Facilitating tools were also put in place to allow advisors to maximize
contacts, like the email analyzer rolled out in branches. A research
assistant also assists customer relationship managers in answering
recurring questions concerning specifics in terms of auto and fire or
casualty insurance, savings, consumer credit and related borrower’s
insurance, lease financing, health and individual provident schemes and
any questions relating to contracts and areas of Legal Protection
coverage. The tools deployed must allow network employees to make
time to provide the necessary scope of advice and spend relational time
with customers. More broadly, the goal is to use cognitive solutions in
all banking insurance business lines where these solutions are likely to
generate growth.

3.7.9.5 To be in phase with customers
who are increasingly connected
and autonomous

m CIC is adapting to new lifestyles while offering customers a fluid and
monitored relationship through the means of their preferred
communication with the bank. A user’s guide that consolidates the
various topics related to digitalization of branches was implemented
so that customer relationship managers assimilate all tools of the
omni-channel relationship. More and more digital transactions may
now be carried out on the Internet and on mobile applications with, in
the case of contracts, recourse to electronic signature. The targeted
goal is to make 100% of functionalities in all markets accessible to
the customer on the web or mobile device.

m In terms of credit, as with the monitoring on the website, the
customer can now track the progress of his home loan application
via his mobile Online Banking app, converse with his adviser and
attach supporting documents via the online banking (BAD]
messaging system.

For consumer credit, numerous transactions may be carried out
remotely by the customer under certain conditions: simulation,
subscription, unlocking amortized consumer credit, instant unlocking
of funds from a smartphone for customers having credit in reserve,
increasing bank card limits for an “impulse” purchase before making
a cash payment or consumer credit subscription within a 30-day
period. The advisor at the center of the process follows simulations,
a customer’s subscription process that's been started or finalized,
interacts with the customer, and after assessing the risk, finalizes
the loan;
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= In the domain of insurance, customers have on their smartphone a
dedicated space in which appears information related to insurance,
policies held and in which they have the possibility of accessing
various services: quotes for home insurance, the “three-photo auto
quote” for auto insurance, which makes it possible to obtain a
complete custom quote in a few seconds by simply taking photos
with a smartphone of the vehicle’s registration certificate, the
operator’s driver’s license and the information statement of current
auto insurance. Online or at the branch, the account manager gets
involved during the subscription process to answer potential
questions and make useful adjustments depending on the needs of
the future insured.

Borrowers can also complete medical paperwork online in a totally
secure and confidential manner and have follow-up to their medical
approval in real time.

Declarations and follow-up on auto or home claims are also feasible
online. Regarding auto claims, the insured may now choose his or her
garage, take advantage of approved garage services, chose the date
of the appraisal;

m In terms of service, CIC offers a unique mobile solution that
anticipates the uses and preponderance of the mobile in the lives of
customers: the Lyf Pay all-in-one mobile payment application, which
already combined numerous payment features and benefits, loyalty
offers, and made it easier to donate to associations, now offers the
possibility of creating a participatory kitty free of charge. Once the
kitty is created by the organizer from the Lyf Pay application, it can
be shared with participants, whether or not they are Lyf Pay users. At
the closing of the kitty, the organizer can either transfer the money
to his or her account or use the amount collected in stores accepting
the Lyf Pay payment solution.

Customer management of payment cards is also facilitated: from the
customer space and on the mobile application, the customer may
consult detailed card information and manage parameters depending
on needs: temporarily increase his or her payment and withdrawal
limits, activate/deactivate payments on the Internet, stop payments
and order a new card simultaneously.
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3.7.9.6 Measuring quality

In order to bring ever more attentiveness, quality and responsiveness to
customers, we regularly collect their feedback. They are questioned not
only on their satisfaction but also on the design of applications
developed for them: design, functionality, ergonomics. Employees may
also be solicited as users when new offers are launched.

In the context of the quality process, satisfaction surveys are routinely
done with new individual and professional customers. Surveys are also
conducted in the event a relationship is terminated.

The Net Promoter Score, an indicator of customer loyalty, which
evaluates with a single question the probability of recommending the
bank is at a high level and is up three points compared to 2018.

Since the end of October, a new survey has been in place to
systematically collect the level of satisfaction and referral intention of
clients, regardless of seniority, after an appointment with their
customer relationship manager. More than 37,000 customers
responded. The results will be made available to the networks in 2020.

Constant monitoring allows branch managers to know what their
customers are thinking. At branches, a scoreboard - involvement and
mobilization for the quality action plan (IMPAQ) - allows us to consult
various quantitative and qualitative indicators related to the quality of
customer relationships and helps us to identify failings or alerts when
there are sensitive situations.

This monitoring also makes it possible to adapt responses to identified
customer expectations. Focused surveys and studies are conducted
simultaneously, and CIC also participates in external satisfaction
surveys. For the first time, CIC won the 2019 Customer Relationship
Award for the banking sector. The award was presented by
BearingPoint and Kantar TNS and recognizes the commitment of all CIC
teams to a single goal: excellence in customer relations.

The subsidiaries that support the network are also committed to a
quality approach, such as Crédit Mutuel Leasing with its “Service
Attitude” Other activities benefit from the same ISO 9001 certification
like the CCS™ payment method, Crédit Mutuel Epargne Salariale or
AFEDIM (Crédit Mutuel Immobilier's real-estate agency), and the ETS
customer relations center for AFNOR’s quality standard NF Customer
Service Relation 345. In addition, CCS monitors the level of quality of its
services through a monthly dashboard made available to its members
and sets annual improvement targets by business line.

3.7.10 Encouraging suppliers and subcontractors to consider social

and environmental issues (SOT81)

Mechanisms are in place to create favorable conditions for long-term relationships with suppliers. They are described in the group’s vigilance plan (see

Section 3.6.2): purchasing policy, supplier charter, etc.

(1) The group’s business center involved in bank output, logistics and network support.
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3.8

3.8.1

3.8.1.1 Long-term support for cultural

projects and heritage preservation

Since 2003, CIC has been the major partner of the Hétel national des
Invalides [Musée de I'armée), whose heritage activities (restoration
work], cultural activities (concerts, musical seasons) and temporary
exhibitions (in 2019, Picasso et la guerre and les Canons de I'élégance) it
actively supports. CIC has renewed its support through 2021. In
addition, thanks to the sponsorship of the CIC, the mobile at the Croix
de Lorraine known as France Forever, created by the American sculptor
Alexander Calder in the autumn of 1942 and recognized as a work of
major heritage interest in June 2019, has joined the collections of the
Musée de I'Armée. This acquisition, which marks the opening of the
Museum to modern and contemporary art, will be exhibited from
June 2020 in the Historial Charles de Gaulle museum.

CIC is also a founding sponsor of the Aix-en-Provence Easter Festival,
which has achieved international recognition and has a strong local
economic impact.

AN ACTOR IN CULTURE AND SOCIETY

Patronage, cultural partnerships (SOT57)

3.8.1.2 Support for young artists

CIC’s partnership with the Victoires de la musique classique introduces
young virtuosos to the general public by giving them the opportunity to
perform at the Hotel National des Invalides and on many stages in
France. Since 2005, Ophélie Gaillard has been playing a cello made by
Francesco Goffriller in 1737 thanks to CIC. On October 8, 2019, the press
conference announcing the 2020 Easter Festival was held 