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Into the future, together

Our resilience was fested again in 2021, more than we had hoped.
It was another year in which our digital services enabled people
to work from home, fo follow education online or to keep doing
business while stores were closed.

Once again, online access was often the only door to the outside
world and confact with others. The pandemic is accelerating the
digitalization of our lives in countless areas and in unprecedented
ways. The data usage on KPN's networks, which broke records
again last year, mirrored the various high and low points we

all experienced.

Robust progress on strategy

We succeeded in making strong progress with our Accelerate fo
Grow strategy last year, thereby concretely demonstrating our
purpose: we go all out to connect everyone in the Netherlands to
a sustainable future. Our ambition is to make the Netherlands the
best-connected country in the world — a country where everyone
is secure online, and can reap the benefits the digital world has
to offer.

Our Accelerate to Grow strategy is beginning to be reflected in
our results, foo. The number of broadband customers we have,
is moving in the right direction; we are seeing growth in mobile
and our growth in wholesale continues. A key milestone for us last
year was the positive development in the SME segment, which has
grown service revenue even sooner than expected.

The quality of our networks is significantly boosting customer
satisfaction. We have successfully accelerated our journey to
sustainable growth and long-term value creation last year — and
we are all sef fo confinue.

After years of declining revenues, we achieved growth in the mass
market segments in 2021. In financial terms, we closed the year in
line with our ambitious goals, with growing EBITDA and free cash
flow. We are offering shareholders a growing dividend and have
completed the first franche of share buybacks to return additional
value fo shareholders.

Competitive market

With a large number of providers and wide choice for
consumers, the Dutch felecommunications market is promising
and competitive. Moreover, there are many asset-light players
that use our networks for their sharply-priced offerings. The
high quality of the digital infrastructure makes the Netherlands
an aftractive market for launching new products and services.
Gaming, e-sports and streaming services are increasingly popular
- and customers expect a lot from their digital connections as

a result.

We are well-positioned fo confinue to lead this market thanks fo
the targeted innovation of our networks, our aftractive services
and effective organization. The unsolicited takeover proposals
we received last year are one of the clear signs that the
telecommunications market itself is in demand. We considered
these proposals carefully, taking info account the interests of

all our stakeholders, and concluded that they did not provide
tangible and material added value fo our strategy.

Strong networks

The Netherlands builds a high-quality, future-proof digital
infrastructure based on fiber and 5G, enabling a first class internet
experience. With our strategy, we are playing a leading role in this.
The power of these networks opens new avenues for economic
growth, as well as digital opportunities in many areas.
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We are rolling out our fiber network at a record pace. We have
already connected 40% of the Netherlands to the best, most
future-proof infrastructure. Last year, we started the Glaspoort
joint venture together with APG. Glaspoort will roll out fiber to
nearly a thousand villages and a large number of business parks
vis a vis our existing plans. Last year, Ookla once again perceived
our mobile network as the best in the Netherlands, with the
fastest 5G.

Cybersecurity

The importance of cybersecurity was made apparent several
times last year. From large companies paralyzed by cybercriminals
and global software vulnerabilities, to changing perspectives

on the importance of digital sovereignty within Europe.
Vulnerabilities in the legacy portfolio of InternedServices proved
the importance of permanent vigilance within KPN. Raising
awareness and improving the security of digital life is increasingly
becoming a clear part of our mission. After all, a sustainable future
must, first and foremost, be a safe and secure one. The integrity
and safety of our systems and networks are therefore our highest
priority; this is what our customers and society expect of us.

Increasing the cybersecurity of the Dutch business community
also requires scalable and accessible solutions. KPN offers
accessible security solutions for all business owners, from SMEs
tolarge corporates. Moreover, we develop services such as secure
data exchanges, to additionally safeguard critical data.

Our people

A big thank you to all employees for their great commitment
and efforts; they make KPN what it is. It is encouraging fo see
that, despite the ongoing effects of COVID-19 and the increased
pressure due to continued working from home, our employee
engagement remains high. Technology is patient, but our people
make the difference. That is why we also keep investing in
developing talent, with a focus on increasing diversity, inclusion
and being an attractive employer. We stimulate new ways of
working that align with our core values of trust, courage and
growth, with an eye for vitality and mutual connections. Only

by having colleagues who understand the changing needs

of our market we can continue to innovate and serve our
customers befter.

Sustainable future

Our stakeholders greatly value our sustainable nature. We
confinue fo explore new paths so that we can remain a pioneer
in the field of sustainability. KPN is the only telecommunications
company fo have been in the Dow Jones Sustainability World
Index for 10 consecutive years. Our own energy consumption has
been 100% climate-neutral for years, and continues fo fall even as
data usage on our neftworks rises.

Last year, we linked financial instruments to our climate
ambitions with the issuance of a sustainability-linked bond and a
sustainability-linked revolving credit facility. We have formulated
robust circularity ambitions, and set a farget fo reduce emissions
across our entire value chain to net-zero by 2040 and compensate
for the remainder. We will do our utmost fo achieve this goal.

Looking ahead

If 2021 has shown us anything, it is how resilient we are. In 2022,
we will relentlessly pursue our path to sustainable growth. We will
improve our services and networks, and further streamline our
organization. This way, we will continue to play a leading role in
the Netherlands’ digital transition — a transition that offers new
opportunities for our country’s prosperity and economy.

This will only be possible through collaboration with our
stakeholders and partners — something we do with great
conviction. After all, the major challenges of our time, such as
sustainability and cybersecurity, and the way we will help the
Netherlands advance in the digital fransition, require cooperation,
solidarity and long-term thinking. This is how we will really make
the Netherlands the best connected country in the world.

Thank you to all our customers, shareholders, friends and
stakeholders for their support. | am looking forward to 2022
—a year in which we will join forces to help the Netherlands
advance even further.

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

KPN Infegrated Annual Report 2021



	Contents
	Report by the Board of Management
	Introduction by the CEO
	Into the future, together

	Our purpose and the world around us
	A central role in society
	Our purpose
	The connected society
	KPN as part of Dutch society
	Our market position
	Consumer market
	Business market
	Wholesale

	SWOT


	Strategy, key performances and value creation model
	Accelerate to Grow strategy starting to pay off
	Accelerate to Grow strategy
	Value creation model

	Strategy visual
	Key performances
	Key performance non financial
	Value creation model

	Our value for stakeholders: Customer value
	Creating value for all customers
	Consumer
	Customer service changes
	Products and services
	Flagship KPN Brand
	Looking ahead

	Business
	Focus
	Achievements
	Innovations
	Security

	Wholesale
	New products

	Recognition

	The power of KPN Wholesale during COVID-19

	Our value for stakeholders: Shareholder value
	Providing attractive shareholder returns
	Financial review
	Solid financial position
	Capital allocation and shareholder remuneration
	Outlook 2022 and ambitions 2023


	Our value for stakeholders: Impact on society
	Connecting the Netherlands to a sustainable future
	Sponsorship
	Sports
	Art and culture

	KPN Mooiste Contact Fonds
	Connecting lonely people


	KPN: a network for gamers in the Netherlands

	Our performance: Network infrastructure
	Accelerating the roll-out of fiber and modernizing our mobile network
	Three pillars
	Bringing fiber to the home faster
	Modernizing our mobile network
	Keeping our network stable

	Awards
	Fostering safety
	Looking ahead

	All hands on deck to keep Limburg connected

	Our performance: Focused innovation and digitalization
	Bringing innovation closer to the business
	New innovation approach
	Innovation areas

	KPN Technology Office
	KPN Ventures
	KPN Liaison Management Scaleups
	Intellectual property

	More independence through telehealth

	Our performance: Safeguarded privacy and security
	Fostering future-proof privacy and security protection
	Privacy
	Privacy awareness among employees
	Lawful intercept
	Artificial Intelligence

	Security
	Continuing collaborations
	New regulations
	Challenges and mitigations
	New steps in quantum-safe communication


	Working from home makes cybersecurity even more challenging

	Our performance: Sustainable employability
	The network behind the network
	Shaping a culture in which people make an impact
	Exploring hybrid working
	Mobility
	Driving digitalization
	Leadership and talent
	Employee engagement

	Diversity and inclusivity
	Gender diversity
	LGBTQIA+ and cultural diversity
	Social entrepreneurship
	Digital inclusion and accessibility

	Pension
	Travel and lease cars

	Hybrid working; fit for purpose, fit for use

	Our performance: Environmental performance and responsible supply chain
	Collaborating towards a sustainable value chain
	Collaborating towards zero waste and zero emissions
	CO₂e emissions and energy management
	Becoming circular in our operations

	Procurement and suppliers
	Procurement policy, selecting and contracting suppliers
	Risk management

	Sustainability checks
	Applying sustainability criteria
	Social audits
	Fixing shortcomings through corrective action plans
	Promoting human rights in the supply chain



	Our valuable assets
	Overview of our capitals to operate


	Governance
	Corporate governance
	Steering the company
	Legal structure of the company
	Shareholders
	Share capital, listings and indices
	General Meeting of Shareholders
	Obligations to disclose holdings
	Purchase of shares in the company’s own capital and issuance of new shares

	Supervisory Board
	Committees of the Supervisory Board

	Board of Management
	ESG
	Compliance with the Dutch Corporate Governance Code
	Conflict of interest

	Employee participation
	External auditor
	Foundation Preference Shares B KPN (Stichting Preferente Aandelen B KPN)


	Tax and regulations
	Monitoring compliance of tax and regulations proactively
	Tax profile and current tax position
	Tax metrics 2021
	Tax contribution
	Regulation affects our business


	Compliance and risk
	Maintaining effective risk management
	1. Implement strong risk culture (control environment)
	2. Objective and strategy-setting
	3. Define risk appetite
	4. Assess risks and countermeasures
	Financial objectives

	5. Report top risks, trends and incidents
	Main risks

	Bribery and corruption
	Governance of risk management and compliance
	Description and evaluation of the Internal Risk Management and Control Systems
	Human rights
	Statement by the Board of Management and Responsibility Statement


	Composition of the Board of Management
	Composition of the Board of Management
	Composition of the Board of Management
	Insider transactions



	Report by the Supervisory Board
	Composition of the Supervisory Board
	Composition of the Supervisory Board

	Supervisory Board Report
	Supervisory Board report
	The year 2021
	About the Supervisory Board
	Committee Reporting
	Financial Statements
	Final remarks


	Remuneration Report
	Remuneration Report


	Financial Statements
	Contents
	Consolidated Financial Statements
	Consolidated Statement of Profit or Loss
	Consolidated Statement of Other Comprehensive Income
	Consolidated Statement of Financial Position
	Consolidated Statement of Changes in Equity
	Consolidated Statement of Cash Flows
	General notes to the Consolidated Financial Statements
	[1] General information
	[2] Summary of significant accounting policies
	[3] Segment reporting

	Notes to the Consolidated Statement of Profit or Loss
	[4] Revenues and Other income
	[4.1] Revenues
	[4.2] Other income

	[5] Personnel expenses
	[6] Other operating expenses
	[7] Financial income and expenses
	[8] Taxation
	[9] Earnings per share

	Notes to the Consolidated Statement of Financial Position
	[10] Property, plant and equipment
	[11] Intangible assets
	[12] Equity investments accounted for using the equity method
	[13] Financial assets and financial liabilities
	[13.1] Financial assets
	[13.2] Financial liabilities
	[13.3] Hedging activities and derivatives
	[13.4] Financial risk management and policies

	[14] Trade and other receivables, contract assets and contract costs
	[14.1] Trade and other receivables
	[14.2] Contract assets and contract costs
	[14.3] Allowances for expected credit losses

	[15] Cash and cash equivalents
	[16] Equity
	[17] Retirement benefits
	[18] Provisions for other liabilities and charges
	[19] Leasing
	[20] Contract liabilities, trade and other payables

	Notes to the Consolidated Financial Statements
	[21] Business combinations and disposals
	[22] Commitments, contingencies and legal proceedings
	[23] Related-party transactions
	[24] Legal structure
	[25] Proposed appropriation of result
	[26] Subsequent event


	Corporate Financial Statements
	Corporate Statement of Profit or Loss
	Corporate Statement of Financial Position
	Notes to the Corporate Financial Statements
	[A] Financial income and expenses
	[B] Non-current assets
	[C] Equity attributable to equity holders
	[D] Provisions
	[E] Loans from subsidiaries and borrowings
	[F] Accounts receivable from and accounts payable to subsidiaries
	[G] Other current liabilities
	[H] Commitments and contingencies


	Other information
	Combined Independent Auditor’s Report
	Combined independent auditor’s report on the 2021 financial statements and sustainability information included in the integrated annual report
	Reporting criteria
	The scope of our engagements
	Information in support of our opinion on the financial statements
	Information in support of our conclusions on sustainability information
	Report on other legal and regulatory requirements and ESEF
	Responsibilities

	Annex to the Combined Independent Auditor’s Report


	Appendices
	Appendix 1: Alternative performance measures
	Appendix 2: Connectivity of non-financial information
	Appendix 3: Transparency, materiality and stakeholder engagement
	Appendix 4: List of top risks
	Appendix 5: Social figures
	Appendix 6: Environmental figures
	Appendix 7: Supply chain
	Appendix 8: Tax overview for continuing operations per country
	Appendix 9: GRI index
	Appendix 10: SASB index
	Appendix 11: Glossary


	previousPageButton: Off
	nextPageButton: Off


