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Executive summary
The Strategic Cycle we’re about to launch reflects our determination to
accelerate Millennium’s development so that it’s in a strong position for
the future, ready to face and overcome the challenges that are shaping
both the macro-economic environment and the competitive landscape for
banking.
Successfully executing on the priorities and key
levers of Millennium’s previous Strategic Plan
Cycle was crucial for setting the bank on a solid
normalization path by significantly reducing
its legacy exposures. It also laid important
foundations for the future by a substantial
acceleration in the Bank’s level of digitization.

The Bank’s profitability performance is also
constrained by legislative developments in
Portugal in relation to contributions to the
National Resolution Fund and limitations
regarding fair commissions and fees.
In this context, it’s necessary to update our
strategic plan, and for the moment focus more
on Portugal. This update is designed to preserve
relevant priorities from the previous cycle, build
on what’s already been achieved and add new
elements that respond to this new environment.

This trajectory was particularly influenced by
developments in Portugal (a 40% reduction of
NPEs compared to 2018 and mobile customers
up by 48% in 2020) where the bank managed
to recover its volume growth trend (~5% p.a.
growth in lending and deposits over 2018-20)
and increase its share of revenues (+0.6pp
in 2018‑20) in an environment of margin
compression and continued low interest rates.

The new plan targets Millennium with achieving
robust profitability and balance sheet positions
and managing the impact of the pandemic while
accelerating its competitive differentiation in
efficiency and customer engagement levels,
supported by targeted human touch and new
mobile/digital solutions and business models,
enabled by a highly skilled and effective talent
base, while at the same time addressing societal
sustainability challenges with a focus on climate
change risks and the opportunities that may
unfold in mitigating them.

This progress was impacted by the pandemic
which has, inter alia, raised credit risk levels. In
Poland, moreover, despite a positive operational
performance and the swift integration of
EuroBank, the bottom-line result was hindered
by negative developments in FX mortgages
(despite the bank having stopped writing new FX
mortgages in 2008).

The main strategic priorities for Millennium in
Portugal have been set out for this new Cycle,
preserving a balance between continuity and
bolder moves to reinforce its competitive edge
and innovation:

Going forward, the bank faces an environment
of economic turmoil, with the prospects of
recovery on the immediate horizon promising
growth opportunities but with associated
risks of continued low interest rates and thus
an inherent challenge to profitability. Greater
customer expectations, more digital and
e-commerce activity, the increasing threat of tech
platforms and digital attackers and the overriding
requirement of sustainability will together
present significant challenges but also major
opportunities.

Serving the financial and protection needs of
customers with personalized solutions which
combine targeted human touch with a leading
mobile platform: aiming to expand relevance
and develop high engagement relationships that
empower our customers in their financial lives.
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This priority is about serving customers in
meeting all of those profitable retail needs in
which Millennium holds a leadership position:
investment management, bancassurance and
personal lending solutions.

Capability building and talent renewal:
reinforcing Millennium’s ability to attract,
develop and retain the best talent to embrace
modern challenges in critical domains and
adapt working practices to reflect the new
paradigm while promoting an equal-opportunity
environment.

Being a trusted partner for corporate recovery
and transformation: supporting customers’
pursuit of opportunities driven by EU funding
to the economy (PRR, PT 2030), while enabling
solutions fit for a more digitized, competitive
and export-oriented corporate landscape.

Sustainability-driven: adapting our business
model to increase differentiation towards
the community’s and our customers’ rising
expectations of sustainability while capturing
associated business opportunities as well as
addressing regulatory demands.

Capital and risk resilience: reinforcing our
balance sheet and ensuring readiness for the
post-pandemic world, strengthening both our
risk and capital management practices.

Finally, Millennium’s innovation efforts will enable
the bank to explore broader opportunities, going
beyond traditional banking, not only in order to
go on delivering a superior customer experience
but also to support our income growth and
cost‑containment goals.

Best in class efficiency: realizing cost savings
enabled by productivity gains already achieved
in the previous Cycle by several transformational
changes including the full exploitation of mobile
and automated capabilities, increased efficiency
in the branch network and tech and data-driven
process reengineering and automation.

The execution of these priorities for Portugal
will be combined with ongoing efforts to
explore prudently the full growth potential of our
international operations, continuously looking for
ways to optimize their footprint.

Data and technology edge: focusing efforts
on the implementation of our next-generation
data platform while scaling advanced
analytics models to gain differentiating
mass personalization capabilities, intelligent
automation and informed and agile business and
regulatory management. In parallel, the Bank will
expand the deployment of its new technology
foundations by advancing its cloud platform,
using modular IT building blocks augmented
by the digital experience platform and new
cybersecurity solutions, designed to deliver
agility and speed to market, scale, resilience and
cost efficiency.

This will enable Millennium to deliver against a set
of bold targets for 2024. The Group aspires to
improve C/I (to ~40% in 2024) and profitability
(aiming at a ROE of ~10%). In parallel, Millennium
will focus on risk management, aiming to
significantly lower the cost of risk (to ~50 bps) and
the NPE ratio (to ~4%), while keeping a prudent
CET 1 ratio (>12.5%).
Additionally, there will be continued investment
in increasing our mobile penetration (from 48%
to more than 65%) and maintaining our leading
digital customer satisfaction (#1 in digital NPS).
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Context and aspirations
of Millennium’s
Strategic Plan
Millennium’s updated Strategic Plan for the Cycle 2021‑24 preserves
relevant priorities from the previous plan, builds on the achievements
reached during 2018‑21 and adds new elements consistent with the
current environment. These elements address the implications of the
COVID‑19 disruption for each of our main strategic priorities while
also reflecting changes in other trends (e.g., sustainability), balancing
continuity with bold movements that will bring competitive edge and
innovation to Millennium’s positioning.

The execution of the Strategic Plan during
2018‑21 delivered on core initiatives, which
in turn laid fundamental foundations for this
revised Strategic Plan. In Portugal, Millennium
managed to improve the sustainability of
its business model (40% NPE reduction in
2018‑20), transform the customer experience
through mobile‑centric relationships (with 48%
of mobile customers at Group level in 2020 vs.
~34% in 2018) and a leading position in digital
NPS, enhance productivity with next‑generation
levers (automating more than 80 processes
in 2020), reinforce the investments value
proposition (+16% AuMs in 2020 vs. 2018), grow
its presence in the corporate segment (~19%
market share in 2020 vs. ~15% in 2018) and drive
ActivoBank’s growth by achieving its customer
acquisition targets (>300k customers in 2020).

This progress was enabled by the commitment
of existing employees and the contribution of the
new talent that joined us.
Internationally,
Millennium
managed
to
accelerate its growth in Poland, scaling
consumer lending and exploring the synergies
brought by the EuroBank acquisition, while
continuing to nurture its digitalization edge.
That said, the overall execution of our targets was
hindered by exogenous factors. In Poland, the
risks associated with our FX mortgage portfolio
were aggravated by a 2019 ruling from the EU
Court of Justice, which triggered a sharp increase
in litigation and the need to book significant
provisions (~0.9 Bn PLN provisions in 2019 and
2020 and an additional 1.0 Bn PLN in H1/2021).
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Additionally, in Portugal, the pandemic resulted in
GDP declining (-2.8% real GDP CAGR 2018‑20 for
Portugal), negative interest rates (-0.53% Euribor
3m in Dec. 2020) and higher cost of risk (92bps
net of collections).

still making the most of our strong community
relationships so as to create a unique combined
value proposition.
Finally, societal consciousness of sustainability
needs has been rising and the expectations of
regulators as well as customers are changing,
creating both risks and opportunities for the
Bank’s funding structure, operating model and
growth options.

Consequently, Millennium’s Strategic Plan
targets were only partially accomplished, with a
focus on both balance sheet improvement and
our mobile‑first digital strategy which in turn
catalyzed solid progress in digitization.

The Strategic Plan shapes the Bank’s path against
this backdrop as well as acknowledging the
specific context of Millennium’s current position
in Portugal.

Moving forward, this economic turmoil will be
combined with more digital and e‑commerce
activity, the increasing threat of tech platforms
and digital attackers and the overriding
requirement of sustainability. Together they
present significant challenges but also major
opportunities.

Our profitability level (~3% of RoE in Portugal) is
still largely constrained by high impairments and
provisions linked to legacy issues and context
restrictions, meaning we have to normalize our
cost of risk while keeping focused on improving
operational performance.

The pandemic has exacted significant negative
consequences upon the economy and, as a
consequence of associated monetary policy
interventions, prolonged the low interest
rates environment. In the short and mid‑term,
banks will need to: mitigate impact on their
credit exposure by strengthening monitoring
and intervention capabilities, principally in the
corporate segment; be prepared to support the
areas of the economy that will contribute most
to the rebound in growth by acting as a catalyst
for EU‑funded investments and participating in
the consumer spending recovery, starting from a
position of unprecedented savings levels; focus
on actions to improve fee‑based income and
address high liquidity levels by helping customers
make the most of their savings.

In terms of market positioning, the Bank has a
leading and increasing share of revenues among
the top 5 banks (25% market share, +0.6pp
2018‑20), with a higher margin than the market
(1.3% of revenue over total volumes in 2020 vs.
1.2% PT average). Going forward, the bank will
maintain its margin protection discipline while
exploring differentiated growth avenues in retail
and companies.
From an efficiency standpoint, Millennium
occupies a leadership position in Portugal in
recurring cost‑to‑income (47% in 2020, excluding
non‑recurrent costs). Moving forward, this will
remain a priority, capturing and going beyond the
opportunities generated by the transformation to
date.

Additionally, there has been an acceleration
in a number of ‘secular’ trends around which
Millennium has started preparing: hesitant
customers were forced to adopt digital and
remote interactions as a ‘must’, providing an
opportunity for Millennium to accelerate the
transition to a new model that uses technology
and data to deliver a differentiated customer
experience, making it increasingly easy and
personal for every customer; e‑commerce and
open banking are becoming more relevant,
compelling us to upgrade our capabilities in
payments and finance both for individuals and
companies as well as exploring opportunities
beyond traditional banking; tech platforms
are gaining ground, meaning we have to keep
pace in our digital and tech capabilities while

On
digitization,
Millennium’s
adoption
levels are already above Portuguese average
for transactional customers (48% vs. 47%
average). The focus going forward will be on
the reinforcement of digital adoption across the
customer base, scaling engagement and digital
sales.
In agility and flexibility, the Bank has been
deploying new ways of working in critical areas,
embedding customer centricity in its solution
development. In particular, the bank has been
reengineering internal and customer‑facing
processes to deliver higher customer service
levels with increased efficiency. More recently,
Millennium managed to react to the pandemic
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lockdown by immediately switching to effective
teleworking for the entire bank, both in terms of
tools and its working dynamics. Going forward,
the focus will be on scaling efficient automation
and renewing talent for sustainable growth.

satisfaction (NPS #1) which can be combined
with local tailored solutions to sharpen its
differentiation vs. traditional players and new
tech‑driven attackers. When it comes to the
corporate segment, our large customer base,
unique understanding and access to the local
business community and institutions and service
culture give us a unique position.

Finally, in asset quality and capital, Millennium
has achieved a substantial NPE reduction over the
period and so far displayed resilience in the face
of the pandemic and its associated challenges,
preserving its capital position. The focus for the
next Cycle is on reinforcing effective monitoring
and intervention, continued NPE reduction and
RWA optimization, exploring lending growth
options within the context of its sustainability
priorities.

Over the years, a focus on efficiency has
enabled the bank to build a competitive C/I
position, mainly through continuous tech- and
data‑driven process redesign, digital investment
and footprint optimization to allow for higher
productivity and automation.
In parallel, Millennium has established a
reputation for being i) fully committed to
customer service; ii) innovative and flexible to
a changing market environment; iii) fully able
to execute, demonstrated for some years (e.g.,
NPE reduction for an improved balance sheet);
and iv) supported by a culture of dedication
and
commitment
from
highly‑talented
professionals.

All in all, Millennium will need to strengthen its
risk profile and efficiency while developing its
attractive customer base.
Millennium is well positioned to materialize these
ambitions for the new Cycle by building on its
consolidated franchise and superior execution
capabilities.
In its Portuguese retail business, Millennium
brings together a profitable customer franchise
with significant scale, competitive capillarity and
a winning track record in providing banking and
protection solutions (#1 in AuMs, bancassurance
and personal lending). Additionally, the bank
benefits from leading edge digital capabilities
(guaranteeing future adaptability) and customer

Reflecting both its core competences and
ambitions for the future, in Portugal Millennium
has identified key strategic priorities to guide its
next Cycle. Further details are provided in the
following sections for each of these strategic
priorities and their underlying sets of initiatives.
[EXHIBIT 1]
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EXHIBIT 1 | Main strategic priorities for the new strategic cycle

Serving customers’
financial and
protection needs
with personalized
solutions anchored
in targeted human
touch and a leading
mobile platform

Trusted partner
for companies’
recovery and
transformation

Capital and risk
resilience

Best-in-class efficiency

Data and
technology edge

Capability building
and talent renewal

Sustainability driven

Addressing customers’ expectations for digital, convenient,
personalized, and high-quality services through data and technology,
while incorporating customers’ insights and proximity to local
communities strengthening differentiation versus tech attackers
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Serving customers’
financial and protection
needs with personalized
solutions anchored
in targeted human
touch and a leading
mobile platform
Millennium starts from a solid competitive position in mass market
and affluent customers, leading in key needs such as investments,
bancassurance and personal lending. The development of a superior
digital customer experience has contributed to a higher level of
engagement. It can build on this further.
In the previous Strategic Plan Cycle, Millennium
improved its value proposition in lending, by
increasing accessibility for customers, and
in investments, by completely redesigning
advisory solutions, while building leadingedge digital capabilities, guaranteeing future
adaptability and achieving top rank digital NPS.

Going forward, the Bank will seek to consolidate
further its relationship banking model across all
of these cornerstone domains.
With regard to savings and investments, the
Bank will facilitate and support customers’
acquisition of more value added off-balance
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sheet products. This will require further
enhancing our advice-driven and self-assisted
solutions, scaling digital adoption and combining
digital and human-based channels to deliver
service which is both effective and efficient.

This development was accompanied by a
reconfiguration of the network model,
innovating with branch formats that match
customer needs in a more efficient way enabling
self-service for the majority of the tasks
(e.g., Millennium’s automated deposits grew from
~50% of the total in 2018 to more than 80% in
2020).

In the insurance business, our priority will be
standalone sales, a domain in which the bank
played a pioneering role in Portugal with Médis,
moving away from single product ownership to
serve a larger share of customer needs. To this
end, we will create new, compelling propositions
for our customers.

During the next Strategic Plan Cycle, Millennium
aims to maintain this growth trajectory for
digital adoption, engagement and sales and,
in addition to its existing customer-centric
design advantage, deploy advanced analytics
and AI-powered intelligent banking capabilities
across its portfolio of digital services. To this
end, Millennium is investing in a personalisation
engine that will use data and analytics to
deliver hyperrelevance, provide mass intuitive
customer insights and guide interactions
seamlessly between customer touchpoints.
This truly will empower our customers in their
everyday decision making.

In the context of the economic rebound from
the pandemic, Millennium will gradually and
carefully recover its risk appetite for lending.
The Bank will continue to pivot towards digital
sales with a unique combination of offerings and
personalised communication, complemented
by innovative user experience features for both
mobile and desktop users, reflecting changing
customer needs and behaviours. In mortgage
lending, the Bank is committed to continued
growth and the maintenance of its market
share, and will support this by improving its value
proposition for more affluent customers and
redesigning the end-to-end digital journey.

Personalisation, augmented
by
a
new
generation of innovative, digital-first, highfrequency products and integrated third party
services, combined with increasing proximity
to local communities, will constitute a true
differentiating capability to thrive in the future.

Millennium is determined to grow primary
bank relationships addressing customers daily
banking transactional activities. For those
day-to-day needs, Millennium will double down
on its leading digital experience and broaden
its packaged offerings increasing segmentation
and enhancing features.

Millennium will also use remote models to
service its mass market and affluent customers,
supporting all of their needs — from diversification
of investments to lending — more effectively.
Finally, ActivoBank will aim to continue its fast
pace growth, almost doubling its customer
base by 2024, with a greater focus on high-value
customers, positioning ActivoBank as a leading,
innovative bank and monetising its franchise
through highly competitive, value-for-money
propositions.

Millennium has already taken transformational
steps to accelerate digital adoption, doubling
down on its mobile-first agenda and delivering
seamless end-to-end services which together
represent a superior customer experience. Since
2018, this has ignited a 47% growth in digital
customer numbers, enabling the Bank to take
leadership positions in engagement (24.6 logins/
active digital users vs. a market average of 22.0),
sales (97 digital sales/1,000 active customers
vs. a market average of 84) and digital NPS (as of
March 2021, scoring ~55 vs. a market average
of ~48).

As the Cycle unfolds, our digital squads (‘labs’)
will evolve to address the expectations of the
Strategic Plan and ensure continued high levels
of flexibility and speed of response.
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Trusted partner
for companies’
recovery and
transformation

Millennium holds a market-leading position in the companies segment,
which was strengthened during the course of the previous Strategic Plan
Cycle (+0.7pp market share between 2018 and 2020), and it aspires to
reinforce further its presence in this segment during the upcoming cycle.
In the last year and a half, Millennium has stood
by Portuguese businesses and corporations in
enabling them to weather the pandemic, acting
as catalyst for a significant share of COVID-19
lines of credit (up to 35%).

Millennium wants to capitalise on this momentum
and its privileged insight about Portuguese
institutions and the mechanisms in place to
support the deployment of EU funding (PRR,
PT 2030) across the national economy.
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This entails becoming the trusted partner for
the recovery and transformation of companies
and supporting them not just with financing, but
also by providing them with access to insights in
shaping investment programs.

this, Millennium will focus on faciltating
access to state-guaranteed lines of credit for
factoring and confirming, as well as launching
innovative working capital finance solutions.
For daily banking needs, Millennium will build
on its innovation DNA to strengthen its digital
capabilities in several dimensions: i) offer an
integrated platform combining third party valueadded services and open banking capabilities
to produce a unique value proposition for
Business customers; ii) promote the adoption
of e-Commerce by Business customers by
providing innovative digital payment solutions;
and iii) deploy a new Business & Corporate
website differentiated by its data-driven modular
features and offering unique personalisation and
open banking capabilities, architected using a
modern user experience interface for a truly
seamless user experience.

Millennium is aiming to broaden its credit
offering for companies, focusing on a number
of specific segments and sectors, providing
bridge financing and complementing this with its
lending to EU-backed projects. A new generation
of innovative credit processes will support the
servicing of these financing needs.
In particular, Millennium will be actively promoting
tailored solutions that facilitate access to EU
funding opportunities, targeted approaches for
each industry sector, developing a dedicated
platform and building on its internal investment
banking expertise for larger projects and on that
of its institutional banking team for public sector
financing.

Finally, the Bank aspires to capture opportunities
in investment banking arising from an anticipated
wave of corporate restructuring as well as those
that will benefit from its consolidated expertise
in energy transition and its existing capabilities
in supporting companies in transformation
processes.

Additionally, Millennium will support short‑term
credit for companies with new products in
factoring and confirming and in trade finance.
It will scale-up online factoring by simplifying
and specializing the lending process. Alongside
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Capital and risk
resilience
Millennium is reinforcing its balance sheet to be ready for the
post‑pandemic world and strengthening its risk and capital management
practices.
The Bank significantly improved its exposure to
legacy assets during recent years, resulting in a
significant enhancement in balance sheet quality
(from 18.1% NPE ratio in 2016 to 5.9% in 2020,
representing a reduction of €7.6bn in NPEs over
the last 5 years).

outflows to achieve an NPE ratio of ~4% by
2024 equivalent to a stock of €1.8bn, in turn
representing a 25% reduction of NPEs. The
Bank is implementing and monitoring a plan for
pandemic-related distressed exposures to ensure
inflow mitigation, with a major focus on the
corporate segment, committing to a standard
framework for the selection of restructuring
solutions and effective implementation of
upgraded early warning systems.

NPE reduction will continue to enhance the
resilience of the balance sheet as we move
forward, requiring inflow contention and strong
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Millennium’s sustainability efforts will also
have an impact on its credit risk appetite. This
will be critical in the transition to a green
business model and moving towards a healthier
balance sheet, integrating ‘E’ across the entire
risk management process (credit strategy,
origination, monitoring and risk quantification)
ensuring alignment with ECB expectations.
By 2024, Millennium aims to reduce current
exposure to coal and to oil and gas by 50% in
its European operations (excluding financing for
energy transition and short-term exposures for
day-to-day financing) and grow green financing
(>50% of total project finance in green projects
vs. 26% in 2020).

improvement, as well as outsourcing to increase
risk effectiveness and efficiency (e.g., exploring
utility concepts).
This development will also have implications
for the simplification and automation of the
bank’s credit processes and for the data
transformation required to address the latest
risk requirements.
Efficient capital management will remain a
central priority for Millennium, which aims to
reduce its credit risk weight density gap vs.
southern European peers by >50% in 2024.
This will be achieved through the reduction
of its high-density legacy portfolio (i.e., NPEs,
FA and REOs) and managing the impact of
the new EBA guidelines through continuous
technical efficiency efforts, corporate portfolio
management and improvement in its risk profile.

Additionally, Millennium wants to promote the
reinvention of the risk management function,
redesigning its core risk processes through
technology, data analytics and organizational
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Best-in-class
efficiency
Millennium completed this Cycle in an enviable competitive position
for efficiency, preserving the privileged leadership stance with which it
started in 2018. Moving forward, the bank is committed to work hard to
preserve this position as a source of competitive advantage.
During the recent Strategic Plan Cycle, Millennium
implemented
several
transformational
changes in its operating model that generated
productivity gains which can be expected to
generate further cost improvements during
the period of the new Cycle. The changes span
several domains including (i) the migration of

transactions to mobile and automated channels,
(ii) branch network reconfiguration, (iii) process
reengineering/automation and (iv) centralisation
of selected middle- and back-office tasks.
During the last Strategic Plan Cycle, Millennium
also developed new cutting-edge capabilities
to start digitally monitoring productivity and

15

tracking the benefits of these changes, facilitating
data-driven decisions about resource assignation
and capacity management.

will accomplish this by adopting an end-to-end
process redesign logic, implemented in a way
that combines its leading capabilities in digital
interfaces (both with customers and other users)
with intelligent automation technologies (e.g.,
OCR, RPA, NPL and speech-to-text).

This transformational agenda was complemented
by a thorough review of procurement spending
examining both demand management and
supplier terms.

In regards to structure optimisation, the Bank
envisions: (i) maximizing the deployment of
flexible and multi-skilled teams in operational
areas which can more effectively cope with
demand fluctuations, supported on embedded
and systematic monitoring of activity, (ii)
revisiting the commercial model so that it better
matches resources to customer needs, with
a cost‑to‑serve appropriate to a context of
persistently low interest rates and (iii) continuing
to find synergies by bringing together related
activities, promoting more effective coordination
and efficient management spans.

Despite this solid position and the achievements
of the last few years, Millennium is committed
to maintaining its competitive distance in
efficiency versus its peers, recognizing that
the industry will be driven to go on seeking
improvement opportunities. Multiple factors are
behind this focus on efficiency and most of them
apply to Millennium: (i) constrained profitability,
(ii) uncertainty about revenues net of risk cost, (iii)
opportunities emerging from changing customer
behaviour, which were further accelerated
towards digital by the pandemic and (iv) still
untapped potential for scaling the deployment
of automation and AI technologies, even if in the
short-term these represent additional costs.

At the same time, Millennium will continue to
transform its distribution model by exploring
the opportunities provided by changing customer
behaviour and automation. This transformation
will be anchored to the optimisation of the branch
network configuration with specialised branch
formats (e.g., high share of self‑assisted, fully
automated and segmented opening hours),
scaling remote management capabilities, both
for mass market and affluent customers and
adjusting branch network capacity at a pace
consistent with the preservation of a competitive
footprint. Lastly, enhancing cash management
efficiency will be an important driver of savings
— automated deposits made by companies stand
out as the focal point for this Strategic Plan Cycle
in the wake of the impact achieved in individual
customer deposits where the vast majority of
transactions have been automated.

Against this backdrop the Bank will double
down in its endeavours to be ‘best in class’ in its
overall efficiency and further reduce operational
costs, acting on four fronts: simplification
and automation — first reengineering, then
automating processes; structure optimisation
— simplifying the organization and further
centralising activities; distribution redesign —
optimising network configuration, formats and
rightsizing the branch network; and internalised
model scope — considering outsourcing for
commoditised support functions.
There is a clear opportunity to advance further
on the simplification and automation front
and Millennium has a bold vision for expanding
and enhancing its approach to deploying the
next-generation processes it developed in
the previous Strategic Plan Cycle across a new
wave of domains in order to embed high levels
of automation principally across operations
and credit collection processes. Millennium

Finally, Millennium aims to review selectively
the scope of its internal capabilities where
ultimately outsourcing may emerge as an option
for commoditised activities with an ‘utility profile’
and where there is potential for substantial scale
benefits or greater management flexibility.
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Data and
technology edge
Millennium starts this cycle on the back of substantial progress in its new
generation tech stack implementation, a solid springboard from which to
gain differentiating levels of agility, efficiency and time-to-market.

Data as a competitive edge and the accelerated
roll-out of these tech foundations across new
and revamped solutions will characterize the
coming Strategic Plan Cycle, demonstrating the
worth of a strategy that balances the construction
of longer-term, future-proof capabilities with
the ability to dynamically capture current
opportunities.

Data and analytics — moving closer towards our
data-driven ambition. A new data governance
and data quality management framework,
covering priority regulatory reporting data
domains to ensure adequate data quality levels
while delivering on regulatory commitments and
framing a path for continuous improvement.
A real-time analytical data platform combining
a data lake, a high performance database and
streaming cloud-based open source technologies
to deliver sub-second analytical data services
at scale. This forms a solid foundation for the
personalisation priority included in this Strategic
Plan Cycle.

The vast technology transformation program
initiated in the previous Strategic Plan Cycle has
paved the way for Millennium to address with
confidence the priorities for this Cycle: namely
supporting digitally-enabled growth, the Bank’s
commitment to ‘best-in-class efficiency’ and the
new tech-enabled agility imperative. Some of the
highlights of the tech capabilities developed are:

A collaborative advanced analytics and artificial
intelligence platform, offering a library of reusable
assets and automating both data engineering
and the model lifecycle, to reduce time and effort,
lower skill barriers and enable an industrialised
approach to machine learning delivery.

Digital platforms — enabling superior customer
experience at speed. A new mobile app anchored
by modular microservices and a delivery model
based on the use of agile and multidisciplinary
‘squads’ with continuous delivery capabilities.

Intelligent automation — paving the way to
a new level of operational excellence and
agility.
Intelligent automation capabilities
orchestrating the combination of RPA, OCR, NPL
and deep learning models to form a new breed of
re-engineered processes (80+ automated) and
setting a new standard in operational excellence
as demonstrated with the fast scale-out of
AI-driven contracting capacity for lines of credit
during the pandemic.

Touchpoint, our digital experience platform
assembling ready-to-use, highly configurable
components and engines, built using micro
services and event-driven architectures to
radically accelerate delivery and time to market
through reusability.
Ecosystems and open integration. Ecosystems
enablement with secure API integration and
exposure capabilities, at scale, has already
resulted in a market-leading aggregation offering.
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Cloud. A cloud enterprise level landing zone
now runs a first set of critical workloads (e.g.,
digital customer journeys and data-intensive
risk platforms) where automated deployments,
containerization and the latest observability
technology is bringing clear gains in agility,
scalability and resilience.

Digital experience and mass personalization.
Our Touchpoint platform will now expand to
deliver mass personalization, coupling advanced
analytics and AI-powered real time insights and
recommendations with the existing dynamic and
event-driven, multi-channel customer journeys
orchestration capability to drive truly relevant and
increasingly customised experiences at individual
customer level.

Cybersecurity — shifting towards an active
defence model that protects beyond the
traditional perimeter. Strengthened existing
defense capacity with latest tech that provides
real-time, adaptative (AI-based) and automated
response capabilities, enhancing the ability to
adapt dynamically to new threats.

Cloud — accelerate cloud transition increasing
automation, scalability and velocity in
provisioning and operations, while also
enabling cost rationalisation. Millennium will
pull further ahead in its cloud transition agenda,
building on the capabilities developed in the last
Strategic Plan Cycle to expand applications and
workloads covered. Its cloud setup will continue
to be developed so as to achieve greater flexibility
towards a platform-agnostic logic through a
hybrid multi-cloud model implementation.

Talent. The development of a stronger internal
‘engineering bench’ to accelerate the pace of
change across cutting edge domains.
Moving forward, a set of key initiatives has
been prioritised, continuing the journey
started in the previous Strategic Plan Cycle,
encompassing: i) data architecture readiness
expanding advanced analytics and AI use cases
with a focus on customer insights and risk and
regulatory needs, ii) expanding Touchpoint,
our future-proof digital experience platform for
delivering customer-driven recommendations
and hyperpersonalization, iii) cloud transition
acceleration, iv) cybersecurity resilience and v)
our new-generation credit processes platform.

Cybersecurity resilience — continued and
focused investment to stay ahead while
increasingly positioning cybersecurity as a
driver for innovation and growth, not a barrier.
Millennium will press on to make cybersecurity
by design even more pervasive and continue
to invest in adaptive behaviour and machine
learning engines to expand real-time defense
capabilities. In addition Millennium will place
particular emphasis on developing and training
advanced response and recovery capacity
(e.g., tabletop exercises and Red team) while
continuously reinforcing a cyber resilience
culture. Millennium will also proactively explore
sector-level partnerships and the adoption of
innovative tech from specialised startups.

Data architecture readiness — doubling
down on our data driven ambition. Data will
dominate the core of our tech program this Cycle.
Millennium will continue to scale out real-time
analytical data services both on the customer
personalization front and in intelligent operations,
while expanding the data domains covered by our
real-time data platform and growing advanced
analytics and AI platform usage where a first
wave of relevant use cases — smart pricing, a
personalization engine (for personal finance and
sales opportunities) and credit risk decisioning
— is already advancing. The main new initiative
will be the construction of a next-generation,
cloud-based data warehouse, using strong data
governance and data quality by design, adding
real time capabilities and unstructured data on
top of more traditional features, all engineered to
support a new scale of data processing volumes,
speed and agility to change. This will be a multiyear program delivered in waves and prioritizing
regulatory data domains.

New
generation
credit
platform
—
rearchitecting for agility and speed. A
focused renewal program will be undertaken
to rearchitect the credit platform, incorporating
new and recently-built tech foundations (i.e.,
data architecture, microservices and cloud).
This is designed to ensure optimal delivery of
the priorities in this Strategic Plan Cycle, notably
the ambition to reach leading levels in credit
approval automation, greater efficiency in
managing customer and internal journeys and
building the agility to address new and unfolding
opportunities (e.g., EU-related finance for
companies or integration with third parties and
open banking data) while ensuring compliance
with regulatory loan origination guidelines.
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Capability building
and talent renewal

Millennium has already taken steps towards reinforcing its ability to be
an unrivalled workplace and wants to continue attracting, shaping and
retaining the best talent to take on the most important challenges in the
Bank’s most critical domains while adapting its ways of working to a new
paradigm.
The priorities laid out in this Strategic Plan Cycle
represent a significant enhancement in nextgeneration skills. Over the last few years, the
Bank has stepped up its efforts and acquired new
capabilities in digital, technology and analytics
(such as data architecture specialists, developers,
cloud engineers, business and functional
analysts, UX/UI designers, digital marketers and
data scientists). Moving forward, the bank will
continue its recruitment in these domains while
also strengthening other functions such as risk
and audit.

effective in change management and using
collaborative models to drive transformation.
MPower is the program through which
Millennium will deliver these changes.
From an operating model perspective, the
Bank will seek to adapt itself to the new normal,
exploring hybrid working models as far as public
health restrictions permit. Additionally, the Bank
will continue to invest in scaling the adoption of
new fast paced and flexible collaboration models
with multidisciplinary teams, already proven
effective in settings such as the execution of the
digital transformation.

In parallel, the Bank will also invest significantly
in providing existing employees with new
capabilities to facilitate their readiness for the
challenges of the future. This will encompass
providing training in two domains. First, on the
skills outlined above, using Millennium’s Digital
Academy to inject knowledge regarding cuttingedge topics — namely in data, technology and
digital marketing. Secondly, on developing
leadership capabilities for human talent to thrive in
an increasingly automated environment in which
routine activities are becoming progressively
reduced in weight. In such a setting, professionals
will need to employ more critical thinking in
seeking opportunities for improvement, being

On retention, Millennium is building a work
environment
with
an
improved
career
management model to provide attractive growth
opportunities to high potentials and younger
colleagues. Evaluation and compensation models
will also be adjusted to increase the relevance of
the Bank’s strategic objectives in determining
variable compensation.
Finally, Millennium wants to continue its path to
being an equal opportunity employer, in particular
by ensuring gender parity through a balanced
hiring pipeline and consistent and comparable
career progression opportunities.
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Sustainability driven
Sustainability will be a global imperative in the coming years as well as
relevant for all stakeholders: from investors (~88% of investors consider
environmental topics as key when selecting an investment) to customers
(~32% of Millennials are willing to pay a premium for products and services
that explicitly consider ESG) to regulators (the EBA will conduct an
environment-specific stress testing exercise for EU banks in 2022).

Over recent years, Millennium has made good
progress in embedding sustainability across
its operations (e.g., a sustainability master
plan and the creation of a sustainability division
and oversight committee) giving it a good
starting point (e.g., it is a top quartile bank in the
Sustainalytics ratings). During the new Strategic
Plan Cycle, Millennium will continue to focus
on tapping into related business opportunities
while managing the physical and transition
risks of its portfolio to become a benchmark for
the market.

Seeking to become the partner of choice for the
transition, Millennium will make a major effort to
increase its origination of sustainability-linked
bonds (SLBs) and ESG bond issuance to become
the market leader in this field in Portugal, giving
real traction to the strategic role to be played
by these types of bonds in the EU’s Sustainable
Finance Strategy.
Millennium is setting targets that are aligned
with its aspiration to become a benchmark for
sustainability in Portugal during this Strategic
Plan Cycle: average rating of the top three indices
(DJSI, CDP and MSCI) above 80%, having all of
its facilities in Portugal running on renewable
energies by the end of 2021 and reducing its
exposure to high carbon-intensive sectors as set
out in the ‘Capital and risk resilience’ strategic
priority.

Millennium will innovate in green- and
social‑label proprietary products for individuals
(e.g., expanding ESG-compliant investment
solutions) and companies (e.g., with “E”-interestrate linked loans). Moreover, the Bank will
explore partnerships to expand its ESG product
offering, for example in financing self-sufficient
building improvements and in the electric vehicle
ecosystem. From a service offering standpoint,
Millennium will explore partnerships so as to be
able to provide consultancy/advisory services
to support companies in their green transition.

This sustainability culture will be put at the core
of Millennium’s operating model: establishing
strong communication with both internal and
external stakeholders, training employees across
the company and tying incentives to ESG-aligned
behaviours and results.

Fundação Millennium will continue playing its social responsibility role,
with a clear commitment to support the development of the communities.
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Concluding thoughts
and targets for 2024
The new Strategic Plan Cycle aims to speed up Millennium’s transition
to a position of strength and readiness for the future in Portugal,
notwithstanding the risks that shape the macro-economic environment
and the competitive landscape.
Our aspiration can be synthesised as:

By 2024, the Group’s bold ambition is to improve
C/I to ~40% and to grow ROE profitably to
~10%. In parallel, Millennium will focus on risk
management, significantly reducing the cost of
risk (to ~50 bps) and its NPE ratio (to ~4%) while
keeping a prudent CET 1 ratio (>12.5%). Finally,
there will be a continued investment around rising
levels of mobile penetration (from 48 to >65%)
and a focus on delivering leading digital customer
satisfaction. [EXHIBIT 2]

(i) Achieving robust profitability and a strong
balance sheet position, managing the impact of
the pandemic
(ii) accelerating our competitive differentiation
in efficiency and customer engagement,
supported by targeted human touch and mobile/
digital solutions and business models, enabled by
our highly skilled and effective talent base
(iii) addressing
societal
sustainability
challenges focusing on climate change risks
and the associated unfolding opportunities

Millennium aims to create lasting value for all of
its stakeholders. Starting with our shareholders
and employees, we are targeting total value
added in the order of €4bn, while nurturing
a meritocratic environment that recognises
performance and invests in building digital
literacy (for 80-90% of employees). For our
customers and community, we will provide
~€14bn in funding to help expand their horizons
by financing their needs, ~€2bn to promote
green investment and ~€1bn on the continued
relationships with our suppliers.

In our international business we will continue
the journey we started in 2018, adjusting for
recent developments. In Poland, where we are
implementing a resilience plan to address CHF
mortgage exposures, we expect to restore the
ROE by 2024 while reducing the cost of risk and
impairments and provisions. In Mozambique,
we will continue to adapt our business model
to better serve evolving customer needs while
maintaining a strong focus on profitability,
efficiency and risk control.

We look forward to the next Cycle, surpassing the
recent economic challenges while sustainably
growing the business for the future, doing
everything within our reach to deserve the trust
of our customers, shareholders, employees and
community.

The successful execution of our strategic
priorities will reinforce our franchise position and
business model sustainability.
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EXHIBIT 2 | Ambitious goals aligned with strategic priorities — Group level

2020

2024

47%

~40%

91 bps

~50 bps

3.1%

~10%

CET1 ratio

12.2%

>12.5%

NPE ratio

5.9%

~4%

Share of mobile customers

48%

>65%

-

+12%

75%

>80%

C/I ratio

Cost of risk

ROE

Growth of high engagement
customers1 (vs. 2020)

Average ESG rating2

1
2

Active customers with card transactions in the previous 90 days or funds >EUR 100 (>MZM 1,000 in Mozambique)
Average of top 3 indices (DJSI, CDP, and MSCI)
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