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Unless otherwise specified, references in this annual report
to other documents, including but not limited to other
reports and websites, including our own, are for information
purposes only. If the contents of such other documents and
websites refer to this annual report, they are not nor should
be considered part of it.

Unless the context suggests otherwise, 'Banco Santander
means Banco Santander, S.A., and 'Santander’, 'the Group'
and 'Grupo Santander' mean Banco Santander, S.A. and
subsidiaries.
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2022 conso

This report was approved unanimously by our board
of directors on 27 February 2023

Our approach to this document

We changed the layout of our consolidated directors’ report in
2018 to include the contents previously provided in these
documents, which we no longer prepare separately:

« Annual report
+ Consolidated directors’ report

« Annual corporate governance report (CNMV format
document)

+ Board committee reports
+ Sustainability report

« Annual report on our directors’ remuneration (CNMV format
document)

Auditors' reviews

As required by law, our 2022 consolidated directors’ report was
subject to three reviews by our independent statutory auditors,
PricewaterhouseCoopers Auditores, S.L. They can be
summarized as follows:

+ PricewaterhouseCoopers Auditores, S.L. verified that the
information in this report is consistent with our consolidated
financial statements and that its contents comply with
applicable regulation. For more details, see 'Other
information: Consolidated management report section of the_
‘Auditor's report' within 'Auditor's report and consolidated
annual accounts'.

Non-IFRS and alternative performance measures

This report contains financial information prepared according to
International Financial Reporting Standards (IFRS) and taken
from our consolidated financial statements, as well as
alternative performance measures (APMs) as defined in the
Guidelines on Alternative Performance Measures issued by the
European Securities and Markets Authority (ESMA) on 5 October
2015, and other non-IFRS measures. The APMs and non-IFRS
measures were calculated with information from Grupo
Santander; however, they are neither defined or detailed in the
applicable financial reporting framework nor audited or
reviewed by our auditors.

We use the APMs and non-IFRS measures when planning,
monitoring and evaluating our performance. We consider them
to be useful metrics for our management and investors to
compare operating performance between accounting periods.
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idated
directors' report

The consolidated directors’ report also includes all information
required by Spanish Act 11/2018 on non-financial information
and diversity. It can be found in the 'Responsible banking'
chapter, which constitutes the consolidated non-financial
information statement (NFI).

PricewaterhouseCoopers Auditores, S.L. issued a verification
report, with limited assurance, on the non-financial and
diversity information indicators as required by Spanish Act
11/2018 and included in this consolidated directors' report. To
read the verification report, see the 'Independent verification
report' in the 'Responsible banking' chapter.

PricewaterhouseCoopers Auditores, S.L. issued an
independent reasonable assurance report on the design and
effectiveness of Banco Santander's internal control over
financial reporting, which can be found in section 8.6 of the
'Corporate governance' chapter.

Nonetheless, the APMs and non-IFRS measures are
supplemental information; their purpose is not to substitute the
IFRS measures. Furthermore, companies in our industry and
others may calculate or use APMs and non-IFRS measures
differently, thus making them less useful for comparison
purposes.

For more details on APMs and non-IFRS measures, see section 8
of the 'Economic and financial review'.
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Non-financial information

This report contains, in addition to financial information, non-
financial information (NFI), including environmental, social and
governance-related metrics, statements, goals, commitments
and opinions. The NFI can be found throughout the report but
mostly in the 'Responsible banking' chapter.

NFl is included to comply with Spanish Act 11/2018 on non-
financial information and diversity and to provide a broader
view of our impact. NFl is not audited nor, save as expressly
indicated under 'Auditors’ reviews', reviewed by an external
auditor. NFl is prepared following various external and internal
frameworks, reporting guidelines and measurement, collection
and verification methods and practices, which are materially

Forward-looking statements

Banco Santander hereby warns that this annual report contains
“forward-looking statements”, as defined by the US Private
Securities Litigation Reform Act of 1995. Such statements can
be understood through words and expressions like "expect”,
"project”, "anticipate", "should", "intend", "probability", "risk",
“VaR", "RoRAC", "RoRWA", “TNAV", "target”, "goal", "objective",
"estimate”, "future”, “commitment”, “commit”, “focus”,
“pledge” and similar expressions. They include (but are not
limited to) statements on future business development,
shareholder remuneration policy and NFI. However, risks,
uncertainties and other important factors may lead to
developments and results that differ materially from those
anticipated, expected, projected or assumed in forward-looking
statements.

The important factors below (and others described elsewhere in
this report), as well as other unknown or unpredictable factors,
could affect our future development and results and could lead
to outcomes materially different from what our forward-
looking statements anticipate, expect, project or assume:

- general economic or industry conditions (e.g., an economic
downturn; higher volatility in the capital markets; inflation;
deflation; changes in demographics, consumer spending,
investment or saving habits; and the effects of the war in
Ukraine or the COVID-19 pandemic in the global economy) in
areas where we have significant operations or investments;

« climate-related conditions, regulations, targets and weather
events;

exposure to market risks (e.g., risks from interest rates,
foreign exchange rates, equity prices and new benchmark
indices);

« potential losses from early loan repayment, collateral
depreciation or counterparty risk;

« political instability in Spain, the UK, other European countries,
Latin America and the US;

legislative, regulatory or tax changes (including regulatory
capital and liquidity requirements), especially in view of the
UK's exit from the European Union and greater regulation
prompted by financial crises;
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different from those applicable to financial information and are
in many cases emerging and evolving. NFl is based on various
materiality thresholds, estimates, assumptions, judgments and
underlying data derived internally and from third parties. NFl is
thus subject to significant measurement uncertainties, may not
be comparable to NFI of other companies or over time or across
periods and its inclusion is not meant to imply that the
information is fit for any particular purpose or that it is material
to us under mandatory reporting standards. NFl is for
informational purposes only, without any liability being
accepted in connection with it except where such liability cannot
be limited under overriding provisions of applicable law.

acquisition integration and challenges arising from deviating
management's resources and attention from other strategic
opportunities and operational matters;

uncertainty over the scope of actions that may be required by
us, governments and other to achieve goals relating to
climate, environmental and social matters, as well as the
evolving nature of underlying science and industry and
governmental standards and regulations; and

changes affecting our access to liquidity and funding on
acceptable terms, especially due to credit spread shifts or
credit rating downgrade for the entire group or core
subsidiaries.

Forward looking statements are based on current expectations
and future estimates about Santander’s and third-parties’
operations and businesses and address matters that are
uncertain to varying degrees, including, but not limited to
developing standards that may change in the future; plans,
projections, expectations, targets, objectives, strategies and
goals relating to environmental, social, safety and governance
performance, including expectations regarding future execution
of Santander's and third parties’ energy and climate strategies,
and the underlying assumptions and estimated impacts on
Santander’s and third-parties’ businesses related thereto;
Santander's and third-parties’ approach, plans and expectations
in relation to carbon use and targeted reductions of emissions;
changes in operations or investments under existing or future
environmental laws and regulations; and changes in
government regulations and regulatory requirements, including
those related to climate-related initiatives.

Forward-looking statements are aspirational, should be
regarded as indicative, preliminary and for illustrative purposes
only, speak only as of the date of approval of this annual report
and are informed by the knowledge, information and views
available on such date and are subject to change without notice.
Banco Santander is not required to update or revise any
forward-looking statements, regardless of new information,
future events or otherwise, except as required by applicable
law.
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Past performance does not indicate future outcomes

Statements about historical performance or growth rates must
not be construed as suggesting that future performance, share
price or earnings (including earnings per share) will necessarily
be the same or higher than in a previous period. Nothing in this
annual report should be taken as a profit and loss forecast.

XHTML electronic format and XBRL tags

This annual report was prepared in eXtensible HyperText To view the XBRL tags, you must open this document with an
Markup Language (XHTML) format, and the consolidated appropriate viewer. You can find this document with an XBRL
financial statements it includes have been tagged with viewer on Banco Santander's corporate website.

eXtensible Business Reporting Language (XBRL), in accordance
with Directive 2004/109/EC and Commission Delegated
Regulation (EU) 2019/815.

Not a securities offer

This annual report and the information it contains does not
constitute an offer to sell, nor a solicitation of an offer to buy
any securities.

& Santander 6
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Business model
and strategy

We follow The Santander Way:

To be the best open financial services platform, by
acting responsibly and earning the lasting loyalty of
our people, customers, shareholders and communities

Everything we do should be

To help people and
Simple, Personal and Fair

businesses prosper

An engaged
talented
which motivates generates
support for our
loyalty
so we deliver strong financial leading to

results for our

For more information see the 'Responsible banking' chapter.

& Santander
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Our business model | Our customer focus, global scale and diversification are the
foundations for generating value for our shareholders

01. Customer focus

2022 YoY

Digital bank ~ Santander provides access to financial services for our customers through A Tottcustomars 160 mn 47 o
T [ several channels (universal branches, specialist centres, contact centres, etc.) S loplastomers 27 mn__ +8%
and supports customers with more digital services and products. O Dpigitalcustomers 51 mn  +8%

. ) . . L ¢4 Digitaltransactions  80%  +4 pp
—~ We continue to enhance customer experience and satisfaction. All this is

reflected in growth in customers and NPS™ improvement. Top 3 in customer satisfaction”
P ( |
= Our focus is to further transform our business and operating model through - l"l

our global technology initiatives with the aim to build a Digital bank with
branches. b = ==

A, NPS —internal benchmark of individual customers' satisfaction audited by Stiga/Deloitte H2'22.

02. Scale
In-market &
global -~ In-market scale in each of our core markets in volumes in each of our core Top 3 in lending*
markets combined with our global scale support greater profitability and in 10 of our markets
provide a competitive advantage over local peers.
o
“ @ - Global scale and network business: SCIB and WM&l coupled with our
NV capabilities in auto and payments drive in-market and Group profitable

growth and value.

A. Market share data latest available. Spain includes Santander Espana + Hub Madrid + SCF Esparia + Openbank and Other Resident sectors in deposits. The UK: includes mortgages and retail
deposits. Poland: including SCF business in Poland. The US: retail auto loans includes Santander Consumer USA and Chrysler Capital combined. Deposits considering all states where Santander
Bank operates. Brazil: deposits including debenture, LCA (agribusiness notes), LCI (real estate credit notes), financial bills (letras financeiras) and COE (certificates of structured operations).

03. Diversification

Geographical Contribution A
Business L . —_ . to Group's profit
ust = Our diversified geographical footprint is well balanced between developing PP
Balance sheet and mature markets. North Europe
America
- Business diversification between customer segments (individuals, SMEs, @ @
mid-market companies and large corporates).
’ S ~ Diversification delivers recurrent pre-provision profit with low volatility. g @Digital
Y Our aim is to have a rock-solid, diversified balance sheet which reduces risk America Consumer
: — and further contributes to profitability. Gl
E

e Pagon|xt
Cards &Digital
Solutions

A. 2022 underlying attributable profit by region percentage of operating areas excluding Corporate Centre.

Group net operating income (pre-provision profit)

EUR billion
28
Our strong model is reflected a5 26 26 25
. b 24 24 24 24 24
in the resilience of our net 23 23 23
operating income. Itis a 20
competitive strength that 18

continues to differentiate us.

2008 2009 2010 2011 20172 2013 2014 2015 2016 2017 2018 2019 2020 2021 2022

S Santander 8
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2022 results: our success shows our business model works

Over the past seven years, we have laid the foundations and have reinforced our business model, based on customer
focus, scale and diversification, which has resulted in a strong operating performance.

Our Aim, our Purpose and How we do things remained the same: to be the best open financial services platform by
acting responsibly and earning the lasting loyalty of our people, customers, shareholders and communities; to help
people and businesses prosper; and to aspire to make all of what we do Simple, Personal and Fair.

In 2022, we delivered record attributable profit of EUR 9.6 bn, supported by strong net operating income, translated into
increased profitability and cash dividend per share (DPS), and all of this, with sound credit quality, liquidity and capital
positions.

Our strategy execution delivered record results
with an 18%" increase in attributable profit

> Delivered record year in profit Attributable profit EUR 9.6 bn
RoTE 13.4%
@7 Increased profitability, shareholder value and returns
EPS +23%
9 FL CET1 12.04%
C Further strengthened our rock-solid balance sheet
CoR 0.99%
Customers +7 mn
;\%ﬁ Customer focus and scale drove profitable growth
Total revenue” +12%

The increase in profitability enabled us to grow our business,
strengthen our balance sheet and generate value for our shareholders

Note: FY'22 data or year-on-year changes.
A.In euros. In constant euros: attributable profit +8%, total revenue +6%.

We achieved our 2019 medium-term and 2022 Group financial targets

In 2022, we delivered strong financial results, while reaching the targets we set for ourselves at the beginning of the
year: mid-single digit revenue growth in constant euros (+6%), contained cost of risk (below 1%), capital level (FL CET1
over 12%) and profitability (RoTE over 13%). We ended very close to our efficiency target of 45%, demonstrating an
improvement compared to the previous year, and in a year with considerable inflationary pressures.

S Santander 9
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We have a strong track record in delivering on our targets. We also met our 2019 Investor Day medium-term targets.

We believe our success shows our business model works.

Revenue

Efficiency
ratio

CoR

RoTE

FL CET1

Payout

Our 2022 and 2079 medium-term Group financial targets

2019
medium-term targets

42-45%

13-15%

11-12%

40-50%

A. In constant euros.
B. Subject to approval of the final dividend at the 2023 AGM and completion of the Second 2022 Buyback Programme under the terms agreed by the

board (see section 3.3 ‘Dividends and shareholder remuneration’ in the ‘Corporate Governance' chapter).

2022
targets

Mid-single digit
A
growth
~45%
<1%
>13%

~12%

40%

2022
results

+6%

45.8%

0.99%

13.4%

12.04%

40%"°

Our customer focus, scale and diversification drive profitable growth and doing so in the right way

In a challenging year, we were able to increase profitability and shareholder remuneration. We believe our
diversification also allowed us to further strengthen our strong balance sheet. We have a high-quality, simple balance
sheet that we believe is well prepared to face the current uncertain environment. At the same time, we have built a solid

capital level.

We believe in-market scale and operational improvements allowed us to be leaders in profitability, whilst our global
network (global businesses combined with our Auto and Payments capabilities across our footprint) increased Group
value added to the countries where we operate.

& Santander 10
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2022 results by region

We leveraged our strategy to improve the operational performance and results of our three geographical regions and
Digital Consumer Bank.

Europe

2022 Key data and highlights

Loans Customer funds Efficiency
EUR 579 b EUR 737 b 47 30/ - Business transformation to deliver accelerated growth, a more
1 L =270 efficient operating model and increased customer satisfaction.
—~ Customers, loans and deposits up in most countries.
) ) A - Double-digit profit growth (+38% in constant euros) supported
Cost of risk Profit RoTE

by strong NIl performance, cost control and contained CoR.

0.39% EUR3.8bn 9.3%

- Costs decreased 7% in real terms and efficiency improved 5 pp,
reflecting the structural changes in our operating model.

A. Underlying RoTE. RoTE adjusted based on Group's deployed capital calculated as contribution of RWAs at 12% would be 12.5%.

North America

2022 Key data and highlights

Loans Customer funds Efficiency
EUR 1 57 bn EUR 1 64 bn 477% ~ Larger customer base and enhanced customer experience
through tailored products and services.
—~ Overall volumes growth, driven by most segments in Mexico
) ) A and by CIB, Commercial Real Estate (CRE) and Auto in the US.
Cost of risk Profit RoTE
1 .49% EUR 2.9 bn 1 1 .1 % = Profitability remained high driven by outstanding results in

Mexico and high profit in the US.

A. Underlying RoTE. RoTE adjusted based on Group's deployed capital calculated as contribution of RWAs at 12% would be 20.5%.

& Santander 11
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South America

2022 Key data and highlights

Loans Customer funds Efficiency

(UR1520n EURTB3bn 37.0% St vemior et e
Customer base growth (+7mn year-on-year).

Cost of risk Sl RoTE" Profit up year-on-year boosted by revenue and a lower tax

burden, more than offsetting inflationary pressures and

3.32% EUR3.7bn 18.8% higher LLPs.

High profitability, with double-digit RoTEs in all countries.

A. Underlying RoTE. RoTE adjusted based on Group's deployed capital calculated as contribution of RWAs at 12% would be 25.1%.

Digital Consumer Bank

2022 Key data and highlights

Loans Customer funds Efficiency . . .
Value proposition further expanded with new commercial

EUR125bn EURGZ2 bn 46.7% alliances, leasing, subscription and BNPL services.

Significant market share gains as new lending increased
(+10% year-on-year).

Revenue up (leasing and fees) more than absorbed negative

Cost of risk Profit RoTE" sensitivity to interest rate rises and new TLTRO conditions.

0.45% EUR 1 '3 bn 1 3.7% Costs grew well below inflation (-6% in real terms).
Credit quality remains solid; NPL down to 2.06% and CoR
low at 0.45%.

A. Underlying RoTE. RoTE adjusted based on Group's deployed capital calculated as contribution of RWAs at 12% would be 14.4%.

& Santander 12
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2022 results by global businesses

Our SCIB, WM&l and Payments businesses increased Group value added to the countries where we operate.

Santander Corporate & Investment Banking

2022 Key data and highlights

Revenue Fee income
EUR 7.4 bn EUR 2 .0 bn - SCIB’s client centric transformation from lenders to strategic partners is
yielding strong results.
- Further diversified business model across clients, countries and
products. Accelerated capital rotation.
Profit RoTE
EUR 2 8 bn 22 .0% ~ Robust operating performance driven by double-digit growth in all core

businesses, especially Markets, Global Debt Financing (GDF) and Global
Transactional Banking (GTB).

Wealth Management & Insurance

2022 Key data and highlights

Assets under Total fees”

management (AuMs) = |Elyp 3 7 pp ~ Strong growth in contribution to Group profit in a challenging market.
EUR401T bn
~ Private Banking: recognized as a Top 3 Best Global Private Bank® by
Euromoney and achieved a record year in results and cross-border business.

Profit RoTE - SAM showed resilience despite market turmoil maintaining

EUR 1 'I bn 59 7% contribution to profit level.

Contribution to . . . . 0

Group's profit ~ Insurance: sustained growth in gross written premiums: +24%.
A

EUR 2.7 bn

A. Including fees generated by asset management and insurance ceded to the commercial network.
B. Clients up to USD 250 million.

& Santander 13
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2022 payments businesses results

PagoNxt

2022 Key data and highlights

A
PagoNxt revenue performance

-~ PagoNxt's revenue rose 72% in constant euros, achieving our +50%
295

s 253 +72% target set for 2022 earlier this year.
o 2022 vs. 2021
I I I I — Growth due to overall increase in activity and volumes in all regions.
il @ @ @ - Merchants: in merchant acquiring, Total Payments Volume (TPV) rose 27%
Getnet® backed by Brazil (+16%), Europe (+39%) and Mexico (+35%).
Merchant TPV Active merchants (#) ~ International Trade: over 30k active customers in Ebury and One Trade.

EUR 165 bn 1.32 bn

A. Constant EUR mn and year-on-year changes in constant euros.

Cards & Digital Solutions

2022 Key data and highlights

A
Revenue performance

g 99 975 105 - 97 million cards managed globally (+4% in 2022).
+19%
2022 vs. 2021 X o
I I —~ Revenue grew 19% in constant euros, boosted by a 14% rise in total
turnover and a +13% increase in the number of transactions.
Q122 Q2 Q3 Q4

- High profitability with a RoTE of approximately 30%.
Turnover # Transactions

EUR 302 bn +13%

A. Constant EUR mn and year-on-year changes in constant euros.

& Santander 14
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Our actions are enabling us to deliver on our customer and digital targets while

supporting the transition to a green economy

We have an opportunity and a responsibility to do everything in the right way, so our ESG approach is embedded in all
our businesses. We have a competitive advantage in supporting our customers in their green transitions.

Project finance

Green finance? ! RenewablesB
09  Total customers 160 mn  +7mn ol é EUR94.5bn * L
n global leader
g Loyal customers 27 mn +8%
Electric vehicles Q Rest¢
Consumer  fex; $6
2022 YoY businesses EUR 4.8 bn EURO0.3 bn
& Digital customers 51 mn +8%
_ = Socially responsible Innovative
%@W investment AuMsP e Partnerships:
@ Digital transactions 80% +4pp el EUR53 bn (RED) & Innoenergy

Note: 2022 figures, unless stated otherwise.
A. Cumulative since 2019. Public target of EUR 120 bn by 2025 and EUR 220 bn by 2030.

B. According to Infralogic Dec-22.

C. Includes bicycles, solar panels, electric chargers, green heating systems, etc.
D. AuMs classified as Article 8 and 9 funds (SFDR) from SAM, plus third-party funds and other ESG products according to EU taxonomy from Private Banking.

We apply equivalent ESG criteria to SAM's funds in Latin America.

Supporting our teams, strengthening our culture and promoting financial inclusion
At the core of our success is our effort and ability to attract a diverse and talented workforce, our culture of teamwork
and our promotion of financial inclusion.

Financial inclusion ahead of targets

‘ Women in senior 26.3%
iti A . \o/\eo/\o/\o/ H 1
a B ’ fyyy Finandially empowered 7.8 mn
people since 2019
54 o2  Microcredits (Latam) EUR950 mn
E W/ Global eNPS? (16 higher than
companies average)

Corporate Governance

.s. Board gender 40%
EE Equal pay gap 1% - composition women

Note: 2022 figures.
A. Senior positions make up 1.2% of the total workforce.
B. Employee net promoter score. According to external benchmark Workday Peakon Employee Voice.

For more details, see the 'Responsible banking' chapter.

& Santander
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In summary, the Group’s business model drove another strong year where we have

delivered on profitability, capital and CoR targets

We continue to serve more customers while maintaining a rock-solid balance sheet

+7 million customers in 2022
Top 3 by NPS in 8 markets

FL CET1 above 12%, while delivering on CoR target (<1%)

As aresult, 2022 was a record year

Double-digit growth in revenue (+6% in constant euros) and profit

ROTE 13.4% and EPS +23% year-on-year

Increased shareholder remuneration: cash DPS +18% year-on-year

Note: our 2022 shareholder remuneration policy consists of distributing approximately 40% of the Group's attributable underlying profit split in approximately equal parts
in cash dividend and share buybacks. The dividend against 2022 results has been submitted to the 2023 AGM for approval. In the last two years, we have repurchased 5%
of our outstanding shares (including share buybacks completed in November 2021, May 2022 and January 2023).

Looking ahead

Thanks to our scale, geographic footprint and business diversification, we have numerous opportunities to

grow, which should allow us to remain our customers' first choice.

To make the most of those opportunities, our focus is on implementing plans that enhance the existing network
across all the countries and businesses, and improving the profitability of our core businesses through

disciplined capital allocation.

We will do this while delivering on our commitment to offer our customers financial products and services in a

Simple, Personal and Fair way, and creating value for our shareholders.

In summary, we believe we are well positioned to drive profitable growth in 2023.

2023 financial targets

We are confident that our customer focus and consistent track record
in increasing profitability will enable us to achieve the following 2023 targets:

Revenue Efficiency ratio CoR
¥ < N

Double-digit

growth 44-45% <1.2%

Note: Targets are market dependent.

FL CET1

M

>12%

RoTE

«

>15%

& Santander
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Responsible -
banking

Consolidated non-financial information statement
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About this chapter

GRI'T, 2-2,2-3,2-5

Responsible banking | Corporate governance | Economic and financial review | Risk managementand compliance

This chapter is the consolidated non-financial information statement of
Banco Santander, S.A. and its subsidiaries. It provides detailed information in
accordance with Art. 49, sections 5, 6, 7, 8 and 9 of the Spanish Commercial
Code as amended by Act 11/2018, which transposes into Spanish law
Directive 2014/95/EU of the European Parliament and of the Council of 22
October 2014 amending Directive 2013/34/EU as regards disclosure of non-

financial and diversity information.

Scope

This chapter covers the core activities of Banco Santander and
its subsidiaries from 1 January to 31 December 2022 (for more
details, see Notes 3 and 52 to the consolidated financial
statements and Sections 3 and 4 of the Economic and financial
review). It gives economic information according to the bank's
accounting principles. Social and environmental information has
been prepared according to the same definition, where
available. Significant criteria differences from the 2021
Responsible banking chapter are explained in the related section
as well as in the Global Reporting Initiative (GRI) Content Index.

Regulation, reporting standards and other
references that this chapter addresses

This chapter meets the Spanish Act 11/2018, UE 2017/C215/01
Guidelines on non-financial reporting, European Taxonomy
regulation (Regulation (EU) 2020/852 and Commission
Delegated Regulations 2021/2139 and 2021/2178), GRI
Standards, and the GRI G4 guidelines on financial services
disclosures.

It also takes into account the Sustainability Accounting
Standards Board's (SASB) 2018-10 industry standards, and the
World Economic Forum's Stakeholder Capitalism Metrics. It
shows Santander's progress with respect to the UN Global
Compact, UNEP FI Principles for Responsible Banking, the TCFD
recommendations and the UN Sustainable Development Goals.

Each section of the chapter relates to GRI and SASB indicators to
which the content responds. Likewise, section 6. ESG reporting
standards and references provides the regulation, reporting
standards and other references mentioned above; with tables
showing where information on each one can be found in the
report.

Material aspects and stakeholder involvement

Santander maintains an active dialogue with its stakeholders to
understand their expectations. It conducts a materiality
assessment of ESG matters and closely monitors questionnaires
and recommendations of ESG ratings (MSCI, Sustainalytics,
CDP, S&P-DJSI, ISS, Moody's, FTSE4Good, Bloomberg Gender
Equality Index and Shareaction), as well as other international
sustainability initiatives it takes part in.

This chapter illustrates the sustainability of the bank's local and
global operations, especially in terms of internal and external
impact. For details on its preparation and on our materiality
assessment findings, see '5.1 Stakeholder engagement' and '5.2
Materiality assessment' sections of this chapter.

External verification

PricewaterhouseCoopers Auditores, S.L., an independent firm
charged with auditing the financial statements of Banco
Santander S.A., issued a verification report, with limited
assurance, on the non-financial information required under Act
11/2018 and the GRI standards found in this chapter. The
report’s conclusion can be found in the “Independent
verification report” at the end of the chapter. For more details
on the preparation and oversight of non-financial information,
see the “Non-financial information” section in the introductory
pages of the 2022 consolidated management report.

The use by Banco Santander, S.A. of any MSCI ESG RESEARCH LLC or its affiliates
("MSCI") data, and the use of MSCI logos, trademarks, service marks or index names
herein, do not constitute a sponsorship, endorsement, recommendation, or
promotion of Banco Santander, S.A. by MSCI. MSCl services and data are the
property of MSCl or its information providers, and are provided 'as-is' and without
warranty. MSCl names and logos are trademarks or service marks of MSCI.
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1. 2022 Overview

Helping people and businesses prosper

People Shareholders

EUR 12,547 million Staff costs ~40% payout policy”

Customers Suppliers

EUR 1,036,004 million loans outstanding (net) EUR 14,065 million paid to suppliers
EUR 562,078 million to households
EUR 345,083 million to companies Tax contribution

EUR 24,436 million to government agencies EUR 9,734 million total taxes paid by the group

EUR 104,407 million to others”

Helping to address society’s challenges

Environmental
EUR 28.8 bn in green finance raised EUR 53.2 bn assets under 58% reduction of CO, emissions in our
and facilitated in 2022° management in socially responsible  internal operationsD. 88% of the
investments electricity used from renewable sources’
13 o
S 2=

O o e
Social
54% of our workforce are women; EUR 950 million credit disbursed to EUR 163 million invested in 17
29.3% of women in senior positions 1.6 million micro-entrepreneurs communities, including EUR 100 million

to promote higher education,
employability and entrepreneurship.

'DECENT WORK AND

ECONONIC GROWTH %

Governance

66.67% independent directors 40% of members of the board are
women

ANDSTRONG.

Measures to address cost of living crisis

In 2022, inflation has been one of the most urgent challenges to tackle. Rising costs of energy bills and shopping basket and increases
in interest rates impact people and businesses. The cost of living is the main concern for citizens in well above all other issues.
Santander response has included tailored measures in on six aspects:

Support measures for employees Mortgage relief Financial inclusion measures
Price caps for basic services Special attention to vulnerable Promotion of Energy Efficiency
customers

For more detail on our contribution to UN SDGs see 6.8 SDGs contribution content index of this chapter.

A. Including financial business activities and customer prepayments.

B. Payout of approximately 40% of ordinary profit, divided in approximately equal parts between a cash dividend and a share buyback. Subject to approval of the final dividend
at the 2023 AGM and completion of the Second 2022 Buyback Programme under the terms agreed by the board (see section 3.3 ‘Dividends and shareholder remuneration’
in the 'Corporate Governance' chapter).

C. Includes Grupo Santander's contribution to green finance: project finance; syndicated loans; green bonds; capital finance; export finance, advisory services, structuring and
other products, to help customers transition to a low-carbon economy. EUR 220bn committed from 2019 to 2030

D. AtBanco Santander, we define "own emissions" as direct "Scope 1" emissions and indirect emissions from power consumption and employee travel. Comparing these
emissions with 2019 annual report data, employee travel emissions have been reduced by 33%, and total emissions have been reduced by 58%. A 2021-2022 comparison
is available in section 4. ‘Our progress in figures' of this chapter.

E. Incountries where we can verify electricity from renewable sources at Banco Santander properties.
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1.7 Highlights 2022

E We disclosed our Sustainable Finance Classification System, TCcFD report and third Green bond report.
Support transition to We set three new interim targets to decarbonize our portfolios by 2030: -29% absolute emissions

a low carbon financed in the energy (oil & gas) sector; -33% emissions intensity in the aviation sector and -32%
economy emissions intensity in the steel sector. In 2021 we set a target of -46% emissions financed in the power

generation sector.

We financed more than 150,000 electric vehicles for a volume of more than €4.8 billion.

We created a new function to drive the Green Finance business across Retail & Commercial Banking,
leveraging on synergies with SCIB (Santander corporate and Investment banking).

We completed the acquisition of 80% of WayCarbon, a leading Brazil-based ESG consultancy firm to
continue to support our customers in their energy transition.

Together with five other major companies, we created Biomas in Brazil, a new forest carbon company
with the ambition to protect and restore 4 million hectares of native vegetation..

Santander Universities launched the Santander X Global Challenge | Countdown to Zero to help society
find the most innovative and sustainable solutions.

S We ranked in the Top 3 in NPS® in 8 markets.
Promote inclusive We registered the highest score in the finance industry and the second highest overall worldwide in the
Growth Bloomberg Gender Equality Index.

We enhanced our "active listening" mechanism for employees to be constant and scalable.

We created accessibility programmes for vulnerable groups, especially elderly people.

We met ahead of plan our goal of financially empowering 10 million people between 2019-2025. We
were named as Best Bank in Financial Inclusion by Euromoney for second year in a row, and by The
Banker for the first time.

We are launching Everyday banking proposals in all European countries where every customer will get
access to a financial advisor, to foster the financial health of our entire customer base.

Santander Asset Management launched Santander Prosperity, its first social investment fund classified
under article 9 of the Sustainable Finance Disclosure Regulation (SFDR).

Santander Universities launched the Santander X Global Challenge | Blockchain and Beyond and the
Santander X Global Challenge | Food for the future to seek startups and scale ups with innovative and
scalable solutions using food technology.

We supported the humanitarian response to the war in Ukraine, particularly in Poland, where we worked
with the UN Refugee Agency (UNHCR). Thus, Euromoney named us Central & Eastern Europe'’s Best Bank
for Corporate Responsibility.

G We revised our corporate behaviours (called “TEAMS") to enhance our culture and better respond our
Strong governance stakeholders needs.
and culture across We overhauled our General Code of Conduct, making it easier to understand, accessible and didactic.

the organization We included ESG criteria in long-term incentives and short-term remuneration schemes, for the 1st &

3rd year respectively.
We created a new Talent and Culture function that report to the Executive Chair.
We strengthened ESG risk management, with a new ESG risk function under Chief Risk Officer.

We enhanced due diligence with revised socio-environmental surveys for customer-facing operations
and vendor certification.

We implemented the Data Ethics Guide and trained employees on how to use data and advanced
analytics in an ethical manner.

We developed our internal regulation to clarify roles and responsibilities in developing responsible
banking strategy.

A. Task Force on Climate related financial Disclosure.
B. NPS —internal benchmark of individual customers' satisfaction audited by Stiga/Deloitte H2'22.
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Meeting our public targets

Following the UN Principles for Responsible Banking, of which
we are a founding member, we have set targets in those areas
where we have the greatest potential impact. Thanks to the
progress we have made towards some of the targets we set in
2019, we are considering revising our ambition in a few of
them.

2018 2019
Green finance raised and facilitated 19 bn
(cumulative) (EUR)*
Socially Responsible Investments
AuMs
Electricity used from renewable 43% 50%
energy sources
Thermal coal-related power & mining
phase-out (EUR)
Emnssmps |nten5|ty %f)power 0.21
generation portfolio
Absolute enjlsCS|ons of energy (oil & 23.84
gas) portfolio
Em|55|9ncs intensity of aviation 92.47
portfolio
Emissions intensity of steel portfolioc 1.58
Women in senior positions (%)E 20% 22.7%
Equal pay gapF 3% 2%
Flnanmal!y elgwpowered people 2.0mn
(cumulative)

Cumulative target From... to...

In 2022, we also continued to:
Have a board of directors with 40-60% women members.
Not provide single-use plastics in our buildings and offices.

. . H
Be carbon neutral in our operations.

Corporate governance

2020

33.8bn

57%

0.17

23.7%

2%

4.9 mn

Economic and financial review

2021

65.7 bn

27.1bn

75%

7 bn

26.3%

1%

7.5 mn

2022

94.5 bn

53.2bn

88%

5.9bn

29.3%

1%

11.8 mn

Risk management and compliance

Target

120 bn by 2025
220 bn by 2030

100 bn by 2025

100% by 2025

0 by 2030

0.11tCO,e/
MWh in 2030

16.98 mtCO,e
in 2030

61.71 grCO,e /
RPKin 2030

1.07 tCOe / tS
in 2030

30% by 2025

~0% by 2025

10 mn by 2025

A. Includes Grupo Santander's contribution to green finance: project finance; syndicated loans; green bonds; capital finance; export finance, advisory services, structuring and

other products, to help customers transition to a low-carbon economy.

B. Incountries where we can verify electricity from renewable sources at Banco Santander properties.
C. The figures displayed are the latest available. Given limited data availability from customers to assess financed emission, we plan to provide target progress update in the
June 2023 - Climate Finance Report". Banco Santander's internal calculation methodology has been used, based on the Partnership for Carbon Accounting Financials

(PCAF). See more information in section "3.6 Supporting the transition to a green economy".
D. In2027 Annual report and Climate Finance report, we assessed the 2019 financed emissions of our power generation portfolio, including guarantees and other types of off-

balance exposure to our customers that do not entail current funding. Because, according to the PCAF standard, such exposure should not be calculated if its attribution

factor is "outstanding”, we were over-attributed with our corporate customers' emissions. Therefore, the 2019 baseline emissions intensity has been restated from 0.23 to

0.27.The target and climate ambition remains for this sector.
Senior positions make up 1% of the total workforce
Equal pay gap based on same jobs, levels and functions

Tomm

. Inour core markets (G10)

. Unbanked, underbanked and financially vulnerable individuals who receive tailored finance solutions and become more aware and resilient through financial education.
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2. 0ur ESG strategy

2.1 Materiality matrix
GRI'3-2

Our materiality assessment identified 15 ESG topics we should
focus on.

Impact on Environment/Society Major topics

Responsible banking | Corporate governance | Economic and financial review | Risk management and compliance

Crucial topics

Customer experience and satisfaction

=

5
Relevant topics e ——
&SRl Financial health
Privacy, data protecti_on Enviromental
& cybersecurity Cult S and social
ulture, conduct
4 & ethical behaviour risk management
Net zero by 2050
O @ Financial inclusion
Diversity, equity
and inclusion (DE) @
Business Resilience
3 Responsible (incl. Digitalization & Innovation)
procurement Corporate governance
Nature & Talent management
Biodiversity and development
Education & support
5 to communities
1 >
1 2 4 5
Impact on Santande
@ Environmental @ Social Governance
Results

The Group Materiality Matrix reflects trends relating to
geopolitical tensions; inequality; the rising cost of living; stricter
regulation; and other aspects that impact on our markets. It also
takes inputs from subsidiaries on digitalization, innovation,
human rights; requlation; and other issues. The assessment
prompted these changes compared with previous matrix:

+ Net zero by 2050 now includes portfolio alignment and
operational footprint.

« Financial empowerment is split between financial health and
financial inclusion.

Customer experience and satisfaction; green finance and
socially responsible investment; environmental and social risk
management and culture, conduct, and ethical behaviour saw
no change in relevance.

We explain further minor amendments to nomenclature and
topic definitions in 5.2 materiality assessment section of this
chapter.
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2.2 Risk and opportunities

GRI'3-1

The assessment identified four areas which are highly relevant

to Santander in term of both risk and opportunity.

Environmental

Climate
change

Social

Financial
health &
inclusion

Quality
employment

Governance

Responsible
management
and business
development

Risk and opportunities

The environmental, economic and
social effects of climate change can
potentially lead to financial loss.

Physical risk of customers’ assets
and businesses being damaged due
to their location.

Transition risk that stems from how
customers react to policies, new
technology, market shifts and our
climate change response.

The transition to a low-carbon
economy opens up opportunities in
“green” products, sustainable finance
and customer advisory services.

Corporate governance | Economic and financial review | Risk management and compliance

Real and potential impacts

Physical risk impact:

High impact: Rising costs if customers' assets are damaged or lose value as a
result of hurricanes, floods, heatwaves and other extreme weather events.
Chronic impact: Customers’ potential loss of income in the long-term due to
rising sea levels, higher average temperatures and other consequences of
climate change.

Transition risk impact:

Carbon pricing: Rising costs of emissions that cause operating costs to rocket
for customers in CO2-intensive industries.

Shift in demand for our products and services, which would affect our bottom
line.

Offer sustainable finance and create products to meet the current needs of our
customers and attract new ones.
Position Santander as a sustainable and responsible bank.

For more details see 3.6 Supporting the green transition section in this chapter; and 10. Climate and environmental risk

section in Risk management and compliance chapter.

Customers' lower purchasing power
could lead to greater risk of default.

Financial inclusion initiatives developed
to make our services available to
underserved communities and boost
economic and social progress.

Losses due to debtors’ inability to pay.
Drop in profits if customers feel the bank is not doing enough to tackle social
issues.

Tailor-made financial products and services to help people prosper.
A sound strategy and social purpose that positions Santander as a bank people
can trust.

For more details see 3.8 Financial inclusion and empowerment section in this chapter

Failure to adapt to new ways of
working and poor management of our
people could lead to a loss of talent or
a disengaged workforce.

A skilled and motivated team boosts
business performance and customer
service.

Lack of pride to be part of Santander can harm profitability.

Need to boost knowledge and skills amid constant changes to the environment
and ways of working.

Questionable succession plans and leadership due to a failure to attract and
retain talented professionals.

An engaged workforce can increase customer loyalty and help attract new
customers.

Retaining diverse talent makes overcoming challenges easier and leads to
better results.

Santander's scale means we can develop top employees in all the markets
where we operate.

For more details see 3.3 A talented and motivated team section in this chapter

Market instability, current competitive
environment, more regulation and
higher cybersecurity risk can hamper
Santander’s operations and
performance.

Good governance and proper
adaptation to a changing environment
to ensure business continuity and
stakeholder loyalty.

Less capacity to generate liquidity and capital and to enhance our operations in
a testing environment.

Losses on the back of breaches of information due to cyber attacks and fraud.
Fines for malfeasance.

Business continuity and sustainable profit generation with a strong balance
sheet.
Positive stakeholder perception of Santander to avoid reputational risk.

For more details see Business model and strategy, Corporate governance and Risk management and compliance chapters

Additional details on how we ran this exercise see 5.3 Risk and opportunities analysis section in this chapter.
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2.3 Our ESG agenda

GRI2-22,2-23

Our ESG agenda focuses on Santander most material issues. The
aim is to minimize associated risk and maximize commercial
opportunities. Our agenda should be viewed alongside the
Group's approach to topics such as customer experience and
satisfaction or privacy, data protection and cybersecurity, that
are also covered in this report

Our ambition Our goals

Corporate governance

Economic and financial review | Risk management and compliance

Our ESG agenda contributes to several United Nations'
Sustainable Development Goals' and to the Paris Climate
Agreement.

Priority action plans

E

Support the transition Deliver our net zero ambition by

to a low carbon 2050.
economy
1B o
= 2E=
L @ 2 o Qo
S
Promote inclusive Support inclusive growth across
Growth our main stakeholders:
employees, customers and
communities.
ECONOMIC GROWTH 5 =" ‘"] m
g =)
G

Incorporate ESG in behaviours,
policies, processes and
governance throughout the
Group.

Strong governance and
culture across the
organization

16 Aosime

R ER
>

Set targets in our portfolios to align with pathways to net zero
while taking into consideration other environmental goals as
Nature.

Support customers in accelerating their transition, engaging with
them and developing a best-in-class sustainable finance and
investment proposition.

Diverse and inclusive workplace that fosters employees' well-
being.

Support financial inclusion and financial health promoting access
to financial products and services and offering financial Education.

Support communities, with focus on Education, Employability and
Entrepreneurship.

Drive culture, conduct and ethical behaviour.

Integrate ESG into strategic processes, Risk Management & rest of
relevant units and build capabilities.

We drive our responsible banking agenda through a number of local and international initiatives and working groups, including:

UNEP Finance Initiative;
United Nations Global Compact;

Glasgow Financial Alliance for Net Zero, Net Zero Banking
Alliance (NZBA) and Net Zero Asset Managers (NZAMi);

The complete list can be found on
5.1 Stakeholder engagement section of
= this chapter.

World Business Council for Sustainable Development
(WBCSD);

Banking Environment Initiative (BEI);

CEO Partnership for Economic Inclusion.

"An analysis of the contribution of our activity an investments can be found on SDGs contribution content index section of this chapter
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2.4 Policies

GRI2-23,2-24,3-3, FS1

@ Contents

Responsible banking

In 2022, we continued to simplify and implement best practices
in our internal regulations to ensure we have suitable
responsible banking guidelines in place and; and to embed
responsible banking and ESG standards in all Group processes
and our day to day operations.

Corporate governance

Economic and financial review

Core policies that integrate ESG criteria into our business model to make us a more responsible bank

Risk management and compliance

Responsible Banking Environmental, Social and Financing for
GeneralAcgde of Corpo/r\aBtceDculture and Sl./l\thElinability Climate Change Risl& . Sensitli\ve Sectors
conduct ™™ policy "~ policy ™ Management policy " Policy™
Brings together the Establishes the Outlines our Details how we identify Provides guidelines

ethical principles our
employees must
follow and is central
to our compliance
function.

guidelines and
standards to ensure
a consistent group
culture.

Responsible Banking
and Sustainability
principles,
commitments,
objectives and
strategy with regard
to our stakeholders
including human
rights protection.

Other policies that support our responsible banking strategy

Conduct Risk with

Customers
Management
Model*®

Conflicts of interest

. BC
policy

Code of conduct in
. AC
security markets

Financing of
political parties
policyC

A. Policies approved by board of directors.

B. Updated in 2022 (or 2023)

C. Available on our corporate website.

D. Includes Banco Santander's Diversity & Inclusion Principles and the Corporate Volunteering Standard.

Cybersecu rit/}/
Framework

Policy on
contributions for a
social purposeC

and manage risks from
activities that require
special attention and
prohibited activities: oil
and gas, energy, mining
and metals, and soft
commodities.

Third-party
certification policy

Global health,
safety and
wellbeing policyc

E. Includes principles for managing conduct risk with customers. These principles are publicly available on our corporate website.
F.Includes principles on the responsible behaviour of suppliers. These principles are publicly available on our corporate website.
G. Our tax strategy and an extract of our Tax policy are available on our corporate website.

for our involvement
inindustries that are
considered sensitive
and carry
reputational risk.

Tax policyA'B’G

Global mobility

policyB
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2.5 Governance

GRI2-9,2-12,2-13,2-14,3-3,FS1, FS2, FS3

Board level

Responsible banking | Corporate governance | Economic and financial review | Risk managementand compliance

Board of directors

Responsible banking,
sustainability and culture
committee

Executive level

Risk supervision, regulation and
compliance committee

Executive committee

Management meeting

Fora

Responsible banking forum

Board of directors

Approves and supervises the implementation of general policies
and strategies related to our corporate culture, values,
responsible business practices and sustainability; makes sure all
the Group's employees are aware of codes of conduct and act
ethically; and ensures compliance with the laws, customs and
good practices of the industries and countries where we
operate.

Responsible banking, sustainability & culture committee
(“RBSCC")

Supports the board and oversees the Group's responsible
banking agenda and strategy.

For more details, see 4.9 'Responsible banking, sustainability and culture
committee activities in 2022" in the Corporate governance chapter

Management meeting

Chaired by the CEO, it discusses our progress on the responsible
banking agenda, especially as regards to climate change, TCFD
and ESG business opportunities.

In 2022, the committee was informed four times on progress
made with the responsible banking agenda.

Responsible banking forum’

Executes the responsible banking agenda across the Group;
drives decision-making on responsible banking issues; ensures
the execution of any mandates from the RBSCC, other board
committees and the board of directors; and ensures alignment
with key issues, including the review and escalation of reports
to the RBSCC.

Our management focus in 2022

The Group's responsible banking corporate unit and RB network
work jointly to deliver on our strategy in a co-ordinated way
across the Group:

Group responsible banking unit

Coordinates and drives the responsible banking agenda, with
support from a senior adviser on responsible business practices
who reports directly to the executive chair.

Responsible banking network

Our subsidiaries' Responsible banking teams execute the
agenda according to our corporate strategy and policies. They
are led by a senior manager in the group-wide Responsible
banking network, which meets every two months.

We issue guiding principles for subsidiaries and global business
units to embed our responsible banking agenda across the
Group.

Corporate and subsidiary responsible banking units hold regular
bilateral meetings.

Working groups on financial education, training, sustainable
finance, microfinance and climate change help agree actions
and align efforts.

In 2022, the network held six virtual meetings to discuss
progress on the Group's agenda. The network also ran the
fourth Responsible Banking workshop, which representatives
from all businesses and geographies attended over two days.

In 2022, in line with our ESG agenda, our management focused on: 1) Our climate strategy, including our pledge to be net zero by
2050; 2) Our sustainable finance and investment value proposition and transition plans to a low-carbon economy; 3) the integration
of climate and social criteria into risk management; 4) the extension of our financial empowerment proposition; and 5) the
mobilization and use of enablers to integrate ESG criteria into everything we do in the Group.

* The Forum's 11 permanent members are the regional head of Europe (rotating chair); the regional head of North America (rotating chair); the Regional head of South America
(rotating chair); Group Head of Strategy, Corporate Development & Financial Planning; Group Head of Human Resources; Group Chief Risk Officer; Group Chief Compliance
Officer; Global Head of Wealth Management & Insurance; Global Head of Santander Corporate and Investment Banking; Group Head of Communications, Corporate
Marketing and Research; and the senior adviser to the executive Chair on responsible business practices.
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2.6 Shareholder value

GRI2-29, FS5

Shareholder remuneration

On September 2022, the board agreed to pay an interim cash
dividend of 5.83 euro cents per share entitled to receive
dividends, against 2022 results, which was paid on 2 November
2022. It also agreed to implement a first buyback programme
worth approximately 979 million euros as maximum, approved
by the ECB.

On 27 February 2023 the board decided to submit a resolution
at the 2023 AGM to approve a final cash dividend in the gross
amount of 5.95 euro cents per share entitled to receive
dividends and a Second 2022 Buyback Programme worth 921
million euros and for which the regulatory approval has already
been obtained.

Once the above mentioned actions are completed, the
shareholder remuneration for 2022 will have been EUR 3,842
million (approximately 40% of the underlying profit in 2022)
split in approximately equal parts in cash dividends (EUR 1,942
million) and share buybacks (EUR 1,900 million).

Shareholder engagement

As a responsible bank, we earn the trust and loyalty of our
almost 4 million shareholders, and prioritize:

« maximizing value;

upholding shareholder rights;

encourage them to participate in the bank's management and
general shareholders' meetings, with several ways for them
to get involved;

ensure information is fully transparent, promote direct
engagement and dialogue with stakeholders through our
channels, and enhance our digital channels with cutting-edge
technology;

giving efficient and timely personal assistance at all times;

facilitating mutually enriching relations between Santander’s
shareholders and top management;

boosting the Group's image in bond and equity markets; and

reporting on the financial and non-financial benefits of being a
Santander shareholder.

We have the highest rating in AENOR's Good Corporate
Governance Index.

Responsible banking | Corporate governance | Economic and financial review | Risk managementand compliance

The shareholder remuneration policy the board has approved
for the 2023 results is to pay out a shareholder remuneration of
approximately 50% of the Group reported profit (excluding non-
cash, non-capital ratios impact items), distributed in
approximately 50% in cash dividend and 50% in share
buybacks.

The implementation of the shareholder remuneration policy is
subject to future corporate and regulatory approvals.

For more details, see sections 2.1. 'Share capital’, ‘2.6

"Stock market information’, and ‘3.3 Dividends and

shareholder remuneration' in the Corporate Governance
—  Chapter.

Communication with shareholders, investors and analysts
GRIFSS5

276,198 responses from shareholders and investors through
studies and qualitative surveys

862 engagements with institutional investors (including 73
meetings focused on ESG)

>800 communications (mainly on digital channels) and
163,761 queries answered by digital channels and telephone.

207 events with shareholders

For more details on Santander's shareholder engagement, see sections
'1.4 Engagement with our shareholders' and 3. Shareholder.
Engagement and general meeting' in the Corporate Governance chapter.
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ESG ratings

We engage with ESG ratings to signal our progress and keep
improving with their feedback.

Highlights in 2022:

We maintained our positioning on the MSCI World Index. And
we've consecutively featured in the S&P DJSI World and
Europe indices since 2002 and in the FTSE4Good since 2003.

CDP. We were placed in the highest score band (Climate
Change A List - Leadership level), improving on governance,
risk disclosure, targets and portfolio impact.

Sustainalytics We improved to 22.4 points, maintaining on
"medium risk", improving on business ethics, ESG integration,
data privacy and human capital.

ESG Corporate Rating by ISS. We improved to 55.6 points,
maintaining the ESG performance on “C", above the sector-
specific “Prime” threshold;

Bloomberg Gender Equality Index (BGEI). We improved to
92.87 points, above the financial sector average (74.11).
Highest ranked among banks and second company overall.
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Positioning in ESG ratings

2022 2021 evol.
A MSCI Index MSCI Index —
MSCI AA AA =
Sustainalytics® 22.4 239 A
CcbP A A- A
c World & Europe World & Europe
S&P DJSI Index Index =
83 86

ISS-ESG C(55.6) C(51.8) =
Moodys® 61 (Advanced) 61 (Advanced) =
FTSE4Good Index  FTSE4Good Index —_

FTSE4Good 4.2 45 =
BGEI 92.87 90.26 A
Shareaction 92 89 A

A. Read the MSCl disclaimer on page 18.

B. Sustainalytics risk rating: the lower, the better.

C. Top scores in environmental and social reporting, financial inclusion and tax
strategy. We improved our scores in corporate governance; business ethics;
policy influence; sustainable finance; climate strategy; labor practice; talent
attraction & retention; corporate citizenship; customer relationship and privacy
protection.

D. Not rated in 2022
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3. Building a more responsible bank

3.1 Our strong corporate culture is critical to succeeding in
A strong and inclusive today’s competitive, fast-moving environment.

culture: The Santander Way

3.2
Conduct and
ethical behaviour

3.3
A talented and
motivated team

3.4
Acting responsibly
towards customers

3.5
Responsible
procurement

3.6
Supporting the
green transition

3.7
Socially responsible
investment

3.8
Financial inclusion
and empowerment

3.9

Support for higher education
and other local initiatives

Our business complies with the highest standards of
conduct and ethical behaviour.

To succeed in the new business environment, and to earn
and keep our customers' loyalty, we need a diverse
workforce that is both talented and engaged.

We develop our products and services responsibly, and
aspire to deliver excellent customer service.

We integrate environmental, social and governance
criteria into our supply chain, supporting our suppliers in
their sustainable transition.

We're fully committed to helping meet Paris agreement
goals while supporting our customers' transition to a low-
carbon economy

We embed ESG in our decision-making, offering a
sustainable value proposition for customers, and an active
ESG engagement.

We help people access the financial system, set up and
grow micro-businesses, and learn how to manage their
finances.

We support the communities where we operate, with a
special focus on higher education as the driving force
behind society's progress.
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3.1 Astrong and inclusive culture:

The Santander Way

3.1.1 Our corporate culture
GRI3-3

The Santander Way is our approach to business.

In 2022, we launched new corporate behaviours that we call
"TEAMS": Think customer, Embrace change, Act now, Move
together and Speak up. To promote TEAMS, we ran employee
workshops and other events with our Executive Chair, CEO and
country heads across our footprint.

More details about our corporate behaviours are available on
our corporate website:www.santander.com/en/about-us/
corporate-culture

9 (out of 10)

Employees are fully aware of our TEAMS behaviours”

A. Workday-Peakon, aggregated results for the last 12 months.

Risk Pro: our risk culture
SASB FN-CF-230a.2, FN-CF-230a.3

The Group's risk culture, Risk Pro, is central to the Santander
Way and to our purpose of helping people and businesses
prosper. It makes risk management the responsibility of all
employees. Our performance review system, MyContribution,
assigns all Santander employees a common risk objective that is
10% of their review. In 2022, we made risk training a
mandatory part of Corporate Centre employees' and unit
directors' risk objective.

Risk Pro is part of all stages of the employee cycle. We impart
Risk Pro through constant communication, leading by example,
support from senior management and speaking up.

In 2022, we made further headway in rolling out our risk culture
target operating model, which is mainly based on the best
practices identified in the different subsidiaries where we
operate. Its main target is consolidate the risk culture across the
Group.In November, we celebrated Risk Pro Month at the
Corporate Centre. And we had our second global Risk Pro Week
to raise employees’ awareness of why they should manage risk
in their day-to-day.

Our Way is the Santander Way...

Living our Values of
Simple | Personal | Fair

Daily, through our Corporate Behaviours:

x mst"o; P‘t noy, ‘_,Qeak Uy
.

R
™
1;00

And, through our solid culture
of Risk Management:

riskpro

Everyone's business

We also ran developmental training in the behaviours of our risk
culture. We continued to develop courses on our learning digital
ecosystem according to employees’ skills gaps.

We ran initiatives to enhance how we measure adherence to our
risk culture. We revised risk culture questions in our new
continuous listening survey, Your Voice, as well as Risk Pro
scorecard indicators, with thresholds set for most metrics to
monitor them across our footprint more consistently.
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3.2 Conduct and ethical
behaviour

3.2.1 General code of conduct
GRI2-15, 2-25, 3-3, 205-2, 205-3, 406-1, 415-1, FS1

Our new General code of conduct (GCC), approved by the board
in July 2022, is now simpler and more accessible for our
employees and stakeholders, with easy-to-understand,
inclusive language set out in an appealing, digital format to
enhance user experience.

The GCC promotes such values as equal opportunity, diversity
and non-discrimination, zero tolerance for sexual or work-
related harassment, respect for others, work-Life balance, and
human rights. Its guidelines address day to day situations. It is
also one the core elements to prevent penal Risk (more details,
see section 7.2. 'Compliance and conduct risk management' in
the 'Risk management and compliance' chapter).

The Internal Audit area regularly reviews compliance with the
GCC, with autonomy to check that it and subsidiary-level
versions are appropriate and effective.

Core initiatives

We ran these initiatives to strengthen our corporate culture of
ethical conduct and compliance:

#yourconductmatters: campaigns via email, Intranet and
other media to boost employees’ awareness of the GCC and
related policy.

Services to answer employees’ queries on ethics and rules in
the GCC.

Recommendations to prevent conflicts of interest between
employees and the Group, and to review and manage
conflicts.

A whistleblowing channel, Canal Abierto, to handle

complaints and enhance processes based on lessons learned.

Common action plans for receiving courtesies or invitations
from third parties, and require they be recorded for due
diligence.
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Training

Our employees undergo mandatory training to refresh their
understanding of the GCC's guidelines; why every employee's
conduct matters in shielding the Group from liability; and how
to handle conflicts of interest, or gifts and invitations from
people outside Grupo Santander.

In 2022, units ran information sessions with core vendors to
explain the compliance culture and ethical behaviours that we
hold all business partners to.

Procurement management policy

Our procurement management policy dictates how employees
negotiating with suppliers should conduct themselves to
prevent conflict of interest and keep information confidential
while procuring goods and services (see the Group's policy on
conflict of interest, available on the corporate website
www.santander.com).

Code of Conduct in Securities Markets (CCMV)

Approved by the board in 2020, it sets out the standards that
board members and employees must abide by when handling
sensitive information or trading in securities markets on their
own behalf. It outlines the necessary controls and transparency
to safeguard the interests of the Group's investors as well as
market integrity.

Our core units have tools to help detect potential market abuse
and ensure the consistent management of those risks across the
Group.

Anyone bound to the CCMV must do regular training on market
abuse. Once a year, they demonstrate their understanding of
Santander and its employees' key obligations and penalties for
failing to fulfil them.

For more details, see section

7.2. 'Compliance and conduct risk

management' in the 'Risk management
— and compliance' chapter
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3.2.2 Financial crime compliance (FCC)

GRI205-2
SASB FN-AC-510a.1, FN-CB-510a.1, FN-IB-510a.1

FCC for vulnerable customers

Introduced in 2021, FCC due diligence of customer life cycle has
a special section for vulnerable customers. It supports the
Group's commitment to “reducing the stigma in providing
financial services to vulnerable customers”, with a compliance
framework for business units to mitigate financial crimerisk in a
responsible manner. In 2022, we demonstrated our
commitment by welcoming refugees from Ukraine, who came
to the EU with little information and most of their money in
cash. Early in the crisis, the Group's FCC area published special
guidelines for branches to set up accounts for refugees in line
with regulation, as smoothly as possible (More information on
our support for Ukrainian refugees see section 3.4 Acting
responsibly towards customers and 3.9 Support to higher
education and other local initiatives of this chapter).

FCC for anti-bribery and corruption

The updated Corporate Framework on Financial Crime
Prevention that the board approved in 2021 addresses bribery
and corruption as a financial crime risk. It describes core aspects
of the Group's programme to fight bribery and corruption. In

3.2.3 Environmental, social and climate
change risk management

GRI2-23,2-24,2-25,3-3,411-1,413-2, FS2, FS3, FS10, FS11

We embed environmental and social standards in risk
management, in accordance with a sectorial prioritization, to
support sustainable and inclusive growth, uphold human rights,
preserve the environment and aid the transition to a low-carbon
economy.

Our Environmental, Social and Climate Change (ESCC) risk
management policy sets out standards for investing in, and
providing financial products and services® to, companies and
customers who engage in sensitive activities in the oil and gas,
power generation and transmission, mining and metals, and
soft commodities industries (especially retail customers
involved in farming and ranching in the Amazon). We analyse
customers subject to the policy with a detailed questionnaire
that their assigned banker completes before a team of analysts
conducts an overall assessment of their ESCC risks (which we
update every year). We also analyse one-off, project-related
transactions in accordance with the Equator Principles and such
international regulations as the International Finance
Corporation Performance Standards. Following our
environmental and social (including human rights) due diligence
of projects, we set out corrective measures based on their risk
rating.

We apply our ESCC risk management policy in conjunction with
our Responsible banking and sustainability policy. In addition,
the ESCC risk and compliance departments carry out extra due
diligence on cases with red flags. The findings, which provide
further input for decision-making, are submitted to risk
approval committees.
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particular, it requires core processes and control to deal with the
risk of bribery and corruption with third parties; and in
sponsorship, charity, campaign donations, joint ventures, main
investment, travel, courtesies, marketing, employment and
worker relations. In 2022, we updated our policy on preventing
bribery and corruption and reintroduced it to subsidiaries, with
guidelines and special training to handle the risk of bribery and
corruption.

FCC for training

We advanced our strategic plan and training to transform our
financial crime and conduct area in 2022. In particular, our post-
pandemic programme at the Corporate Centre was entirely in
person, with intensive monthly courses, mini-working groups
and experts from Santander and elsewhere to talk about
terrorism financing, bribery, corruption, fraud, major regulation
reform and other important topics. We have a yearly program to
train our board of directors on this topic.

For more details on financial crime
compliance, see section 7.2. 'Compliance

and conduct risk management' in the 'Risk
management and compliance' chapter

In 2022, we developed a methodology to analyze client’s
climate transition plans. During the annual analysis of
environmental, social and climate change risks in selected
sectors (Oil&Gas; Power Generation; Automakers; Steel;
Cement and Airlines) clients were tiered according to current
GHG emissions, governance of climate transition risks and
future emissions targets.

The Group follows the precautionary principle, analysing and
managing key environmental and social risks throughout the
value chain as well as considering the direct impact on the
assets where we operate and the indirect impact stemming
from our activity.

In 2022, the ESCC Risk and Compliance departments (in
coordination with the Business) have also worked on
strengthening the ESCC risk governance and the management
of ESCC risks in sustainable finance transactions, and continue
enhancing the integration of environmental, social and climate
change risk factors in market and operational risk management.

For more details on environmental, social

and climate change risk management, see

'Risk management and compliance' chapter
= Of this report.

Our Environmental, Social and Climate

Change risk management, and sustainability

policies are available on our corporate
—  Website www.santander.com.

Defined as transactions giving rise to credit risk, insurance, asset management, equity and advisory services
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Equator Principles

We have applied the Equator Principles to project-related
transactions (especially project finance) since 2009.

In 2022, we analysed 45 projects that fall within the scope of
the Equator Principles (see table 35. Equator Principles in '4.
Our progress in figure' section of this chapter).

Tackling environmental crime

The principle of nature conservation extends to all the Group's
units. The Financial crime compliance function understands the
importance of recognizing that “behind every environmental
crime there is a financial network”, not only because of the
large sources of revenue that organized crime draw from these
activities, but because crimes like illegal deforestation have a
significant impact on carbon sequestration. Industries we
consider "restricted" due to exposure to environmental crime
risk include (but are not limited to) logging, pulp and paper
mills, palm plantations, commercial fishing, trapping and
transport of live animals and waste management. Given their
"restricted" status, Santander entities that provide services to
companies in those industries must respond to their elevated
financial crime risk by implementing enhanced controls.
Furthermore, our customer screening tools include specific
terms on environmental crimes to help us flag issues and
conduct assessments, and our global and in-person senior
management training also includes environmental crime case
studies and trends.

We engage in various public-private partnerships as part of
our commitment to detect, disrupt and deter environmental
crime. In 2022, our Head of Financial Crime Compliance
Framework & Policies remained the chair of the quarterly
United Nations Office on Drugs and Crime's (UNODC) Private
Sector Dialogue on the Disruption of Financial Crimes Related to
Forestry Crimes, which continued to bring together financial
institutions, authorities, investigative law enforcement units
and supranational governmental bodies to discuss intelligence
sharing, typologies and policy strategies on disrupting the
financial crime networks behind illegal deforestation. Santander
also remains an active member of the United for Wildlife's
Financial Taskforce against illegal wildlife trade.

Responsible banking | Corporate governance | Economic and financial review | Risk managementand compliance

Protection of human rights

Our board-approved Responsible banking and sustainability
policy illustrates ESG Santander’'s commitments including
human rights protection of our employees, customers, suppliers
and the communities we serve.

« We run initiatives to combat discrimination, forced labour,
child exploitation and other affronts to people's dignity, as
well as to preserve freedom of association and collective
bargaining, our employees’ health, and decent employment
(see the contents relating to Diversity, equity and inclusion;
Employees’ health and well-being; and Social dialogue at 3.3
A talented and motivated team section in this chapter).

We protect our customers' human rights through responsible
business practices, and grating their data protection (see 3.4
Acting responsibly towards customers section in this chapter).

We improved our vendors questionnaires to ensure respect for
human rights along our supply chain (see section ‘3.5
Responsible procurement’ in this chapter).

We're also enhancing human rights questionnaires including
risks in the supply chain to clients under Environmental, Social
and Climate Change Risk Management policy. As a result, a
strengthened analysis of client’s exposure to social risks was
achieved.

We assess Human Rights impacts over transactions under the
scope of Equator Principles

In 2022, we included awareness on human rights into Global
Mandatory Training. We also added human rights into
Environmental, social and climate change risk management in
our refreshed material topics for greater focus (see section ‘5.2
Materiality assessment’ in this chapter).

> Complaints

In 2022 none attributed human rights violations to any Group
entities has been reported on our whistleblowing channel, (see
section on Ethical channels in next page).

& Santander 34



@ Contents

2022 Annual report

3.2.4 Principles of action in tax matters
GRI207-1,207-2,207-3

The board of directors approves Santander’s tax strategy and
revises it regularly. This strategy sets tax principles that the
entire Group must follow. In October, the board updated the tax
strategy, which can be found on our website
(www.santander.com).

The Group's tax risk management and control, which draws on
our internal control model, must be consistent with the
principles in the tax strategy.

Since 2010, we've abided by Spain's Code of Good Tax Practices
and the UK's Code of Practice on Taxation for Banks.
Furthermore, we participate in cooperative compliance
initiatives led by tax authorities. Since 2015, we've voluntarily
submitted an annual tax transparency report to Spain's Tax
Authority.

Total tax contribution data is available in 4. Our progress in
figures section.
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Core principles of Santander’s tax strategy

Satisfy our tax obligations based on a reasonable interpretation
of tax laws, grounded on their spirit and intention.

Respect the rules on transfer pricing and pay taxes in each
jurisdiction in accordance with our functions, assumed risks
and profits.

Not give tax advice or planning strategies when marketing and
selling financial products and services. Not engage in
transactions or activities that facilitate unlawful avoidance of
taxes by our customers

Communicate Santander's total tax contribution clearly,
distinguishing between taxes borne by the Group and by third
parties for each jurisdiction as well as any other information
necessary to comply with generally accepted reporting
standards on sustainability.

Not create or acquire entities registered in offshore
jurisdictions without board approval; and adequately monitor
the Group's operations in such territories.”

Maintain a good working relationship with tax authorities
based on the principles of transparency and mutual trust to
avoid disputes and minimize litigation.

A.By the end of 2022, we had one subsidiary and three branches in offshore jurisdictions. See detailed information on offshore entities in note 3 ¢) to the consolidated

financial statements.
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3.2.5 Ethical channels
GRI2-26, 205-3, 406-1

Canal Abierto is our global ethical, anonymous and confidential,
channel for reporting misconduct. It protects whistleblowers by
expressly prohibiting reprisals or any negative consequence
against them. Every unit in the Group administers its own
ethical channel in its local language according to the common
standards of the corporate Canal Abierto.

Minimum standards include: subsidiary CEOs' endorsement of
the ethical channel; employees’ awareness of the importance of
using the channel; reporting to the Group about management,
action and improvement plans; guarantee of easy platform
access and anonymity (if desired); use of external platforms to
receive reports according to best practice; mechanisms in place
to manage conflicts of interest in internal investigations of
reported cases; and internal audits of the channel. These
standards are included in our Canal Abierto policy, which we
approved in 2020.

Canal Abierto is mainly set up to receive reports from
employees; however, it's open in some subsidiaries to third
parties (e.g. suppliers, customers, investors and other interest
groups), who cannot use it to submit complaints or queries.

Allincidents reported through Canal Abierto are handled
appropriately, even if they are found to be unsubstantiated.

The average processing time was 34 days.

3.2.6 Relations with political parties
GRI 3-3,415-1

Santander is committed to principles of transparency, honesty
and impartiality in its interactions with political parties and
other entities with public and social purposes that are also
political in nature. These principles reject any act of corruption
by Santander’s employees and managers.

In 2016, our board executive committee-approved Santander's
policy on financing political parties (available on our corporate
website) that has been applied to all our subsidiaries
worldwide. It prohibits making monetary or in-kind election
donations and contributions. However, it allows sponsorship by
subsidiaries of special events or activities, provided they have
been approved by the Group's executive committee and are
consistent with Santander's objectives and operations.
Santander US participates in a US Political Action Committee
compliant with US law and with full transparency.

Grupo Santander may only finance political parties on
exceptional and limited terms approved by the Group's
executive committee and on an arm's length basis. The policy
prohibits total or partial debt forgiveness to political parties and
their affiliates. While the terms of the debt may be negotiated,
the interest rate charged may never be below the market rate.
In addition, this policy applies to electoral candidates of political
parties to the extent provided by local law.
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2022 2021

Issues received 3,935 4,338
Issues deemed well-founded for investigation 3,477 3,628
Disciplinary actions 907 1,196
which led to dismissal 387 312

By category, the main concerns reported related to issues of
workplace harassment, breaches of corporate behaviour (SPF)
and labour regulations, as well as internal fraud and marketing
of products and services.

In 2022, 93 equal opportunity and non-discrimination
complaints were received in the Group, 11 of which resulted in
disciplinary action, including 8 dismissals. We are not aware of
any complaints initiated by any employee or their
representative in relation to incidents of discrimination or
violation of fundamental rights in Banco Santander, SA”

We also received reports of 18 alleged cases of corruption in the
year, resulting in 1 dismissal.

TYPES OF ISSUES RECEIVED

11.2% 8.2%
4.4%
4.1% ®. ’
5.99% \9.7%
6.8%
25.8%
23.9%

B Marketing of products and services
B Privacy/security and confidentiality of information
M internal fraud
Workplace harassment
SPF + labour regulations
Money laundering and terrorist financing and sanctions
Conflicts of interest/non-group activities
Cybersecurity
Other typologies

* More details on fines and sanctions received in section 6.4 'Global Reporting Initiative (GRI) content index' (2-27)
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3.3 Atalented and motivated team

We want to be an employer of choice. Our approach strategy is based on three pillars.

Putting the employee at the center
of all we do

Ensuring that we have the best
culture, and a great employee
experience - delivered through
initiatives such as diversity, equity
& inclusion, culture, health
& wellbeing

3.3.7 Putting the employee at the centre

Ensuring we have the right talent
and skills in place to ensure the
Bank's transformation

Attracting and engaging the best
talent and encouraging our
people to learn through great
leadership, a strong focus on
development and having a strong
employee value proposition

Aligning with the business to ensure
we add value proactively and help
deliver the strategic objectives

Having the best organisation design,
making data driven decisions, and,
utilizing new ways of working to drive
value for all stakeholders

GRI2-7,2-30, 3-3,401-1, 401-2, 403-2, 403-3, 403-5, 403-6, 403-9, 403-10, 405-1, 405-2

Diversity, equity and inclusion
SASB FN-AC-330a.1, FN-IB-330a.1

We continue to cultivate a workplace where our people can be
themselves and reflect the diverse society we live in.

We do so via following Group networks:

+ Global executive DE&I working group, which brings together
senior positions from our geographies regularly to review
results, propose initiatives and drive internal change.

Global DE&I team, which draws up global initiatives,
coordinates the teams involved and acts as liaison for the
subsidiaries and businesses.

Local DE&I teams in each subsidiary and business, which are
responsible for implementing strategic plans and initiatives
locally sharing best practice.

In 2022, important highlights were:

+ Holding the first global DEIl awards to recognize best inclusive
behaviours within the Group.

+ Mandatory training for top managerss, including the two e-
workouts, “Cultural connection” and “Listening to everyone”,
to continue to raise awareness.

« Creating the role of Bias Champion across the Group to fix
implicit bias in the calibration of people’s potential and
performance. The Bias Champions were previously trained on
implicit bias.

° Promontorio, Faro and Solaruco level

+ We included questions in our engagement survey about
inclusion, to be aware and take action if any underrepresented
group is not feeling equally considered and part of Santander.

38.4

Average age of the
workforce, -0.2 pp vs 2021

54%

of employees are women
equal vs 2021

2.0%

of employees have a disability,
+0,1 pp vs. 2021

Data at year end.

8.8 (out of 10)

Employees' assessment of whether Santander supports Diversity and
Inclusion (in terms of gjender, ethnic diversity, disability, socio-
economic status, etc.)

A. Workday-Peakon, aggregated results for the last 12 months.
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Gender equity

Santander fosters equal opportunity between all genders. While
women make up 54% of our workforce, their presence in senior
positions is less. In 2022, 29.3% of the Group's management
positions are held by women, which represents an increase of 3
percentage points compared to 2021 and 5.6 compared to
2020.

We're taking action to have more women at all levels of senior
positions.

« We focus on equal consideration of both genders in hiring and
promotion, in learning and development programmes, and
especially, in senior-level succession plans.

« We have minimum standards for parental leave of 14 weeks
for primary leave and 4 for secondary leave.

Our Santander Women's Network grew year-on-year.

LGTBI+

In 2022, we prioritized spreading awareness and inclusive
communication and building up our Embrace network.

We commemorate LGBTI+ Pride Day, with several events to
share stories and experiences inside the Group and out.

Some highlights from the year are:

« In the UK, we increased our Evolving Minds LGBTI+ library. It
includes “Pride stories” by colleagues, as well as an LGBTI+
calendar and alphabet, to better understand little known or
misunderstood LGBTI+ identities. We also take part in Tent
and Stonewall's mentorship programme for LGBTI+ refugees,
aiming at supporting more than 50 LGBTI+ refugees by 2024.

+ In Spain, we ran an anonymous survey to understand needs
and expectations and take concrete measures in terms of
awareness, inclusive communication and protocol to assist
LGBTI+ people.

Ethnic and cultural diversity

In 2022, we promoted visibility and awareness of cultural
diversity and the influence of implicit bias on people's actions
and decisions. Top management undertook a mandatory
training session, called “Cultural connection” to help teams look
past cultural differences and get the best from all backgrounds.

Key local initiatives:

« In Brazil, we held workshops on ethnic awareness for mid-
level managers. We also launched the anti-racist Black Allies
initiative and saw an increase in the hiring, satisfaction and
retention of black employees.

« In the UK, we participated in Solaris, an external development
programme for black women executives. We held ethnicity
listening circles with our Ethnicity@Work network to hear the
stories of people belonging to ethnic minorities from all over
the Group. We also wrapped up the first “Accelerating You:
Black Talent Programme” to drive black talent.
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% of women in top management and other senior positions

Women members
on our board

Our target:

40-60%

Our progress:

40%

Women in senior

positionsD Our target:

30%

D. Senior positions are 1% of total headcount.

Our progress:

29.3%

Bloomberg

Gender-Equality
Index

2023
Member

Persons with disabilities

Our diversity, equality and inclusion strategy has a specific focus
on the inclusion of persons with disabilities.

In Argentina, Brazil, Mexico, Spain, the UK and the US,
Santander has networks for employees with disabilities to share
ideas, point out needs and areas for improvement and promote
active listening as the way to root out stereotypes and biases
that undermine inclusion.

Access to employment and education are two major obstacles
for persons with disabilities. Santander's main ally in changing
that reality is Fundacion Universia.

In 2022, we held local and global events to celebrate
International day of persons with disabilities.

Santander is part of Valuable 500, a cause that puts disability on
the agenda of business leadership, striving for full accessibility
at work, in communications and in the awareness of everyone in
the countries where it operates.

for more details see 3.9 Support to higher education and other
local inititatives section in this chapter or go to
— WWw.fundacionuniversia.net
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Equal pay
Gender pay gap: 30.2%

What it measures:

The gender pay gap measures differences in compensation
between women and men in an organization, business, industry
or the broader economy, irrespective of the type of work. At
Santander, fewer women hold senior and business
management roles than men (something we are focused on
addressing), while more women work in retail banking and
support roles.

We calculate the gender pay gap as the difference in the median
remuneration paid to male and female employees, expressed as
a percentage of the male remuneration. Our remuneration
schemes factor in base salary and variable pay, but not
corporate benefits/in-kind compensation or local allowances.

Our progress:

Santander addresses the gender pay gap with a methodology
based on best practices and common guidelines for the Group.
We maintain rigorous standards for hiring, promotions,
succession planning, and talent pipelines to strengthen
diversity. We also promote implicit bias training,
communications from executives as well as mentoring,
networking and other actions aimed at achieving greater
balance in the organization. Local units have action plans in
place based on their own characteristics and conditions.

The pay gap has decreased significantly compared to the
previous year (32.3% in 2021) showing the effect of the
structural measures taken in the Group.
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Equal pay gap: 1%

What it measures:

The equal pay gap measures the "equal pay for equal work" for
women and men in the same job at the same level. Our
comparison does not consider such factors as tenure, length of
service, previous experience and background.

Our progress:

Santander set up fair pay programmes to reduce the equal pay
gap (our target is 0% in 2025). They include systematic reviews
tied to remuneration cycles (merit-based promotions and
bonuses), work reorganization and career development plans to
recruit, engage and retain diverse talent.

Gender and equal pay gap figures match 2021 trends, on the
back of a firm commitment and ambitious action plans assumed
throughout the Group.

We continued to make progress in standardizing the criteria of
our approach in all geographies and increasing the headcount of
the segment we analysed. We will continue to conduct robust
reviews and analyses of pay data to detect, understand and act
on any gaps.
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Employees’ health and well-being

Our health and well-being strategy sets out how we protect the
health, safety and well-being of all employees, associates and
customers; promote a healthy lifestyle; and create long-term
value.

It includes a set of common guidelines to ensure a consistent,
group-wide approach to mental and emotional health, digital
downtime, nutrition and obesity and other matters. In 2022, we
published our Global Health, Safety and Well-being policy,
which can be found on our corporate website.

We regularly check our employees’ satisfaction with internal
surveys that ask them about general health and well-being,
physical health, mental and emotional health, social care and
Santander’s support.

Covid-19
In 2022, we adapted our Covid-19 strategy to address the

severity of the Omicron variant early in the year before the
pandemic began to subside.

We continued to develop a response based on protocols and
prevention measures to ensuring the health of our employees,
consistent with domestic and international guidelines and
recommendations on public health and safety.

We undertook a gradual process to normalize our operations
and return to the office, cutting back our COVID-related
measures strictly within the labour laws in each country.

8.7 (outof10)

Average rating from employees about the statement
"Employees’ health and well-being is a priority at
Santander” — 0.2 above the finance industry
benchmark

A. 2022 Peakon survey

BeHealthy

We're committed to being one of the world's healthiest
companies. We foster our employees” health and wellness,
raising awareness through our global health and wellness
benefits. We also raise awareness through our global
BeHealthy programme, which celebrated its sixth year in
2022.

Its four pillars are: know your numbers; eat well; move; and
be balanced. Throughout 2022, hundreds of initiatives and
events have taken place around the world, involving
thousands of employees. In April, we held BeHealthy Week,
with daily, in-person and virtual events that covered the
programme's four pillars.

At the same time, we launched an online campaign,
#SantanderBeHealthy, which encouraged employees from
Banco Santander's country units and divisions to share their
own healthy habits, achieving 3 million impacts.
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Occupational health

We have collective agreements at bank and sector level, under
which employee health and occupational risk prevention are
considered. We offer employees check-ups either regularly or
after extended absence. We cooperate with competent local
institutions on public health initiatives.

We also revise occupational risk prevention plans regularly with
employees' legal counsel. We implement them through:

« regular workplace assessments of health and safety risks and
preventative measures to handle or eliminate them;

prevention measures when designing, procuring or acquiring
offices, furniture, equipment, products and IT equipment;

procedures to guarantee safe working conditions. The
Occupational Risk Prevention area draws up the plans with
other units, with measures to prevent or minimize the risks
they detect and review;

employee awareness and continuous training; and

occupational risk prevention in all operations that may impact
on employees' health and safety.

Our offices have achieved several security, quality and
sustainability certifications, such as LEED O+M, Gold Level in
the US, or ISO 14001 in Brazil. In 2022, our corporate centre, the
Santander Group City, obtained ISO 450071 certification.

For more details on absenteeism data, see the
'Our progress in figures' section in this chapter.

We also joined global initiatives run by the World Health
Organization, including Global Mental Health Week,
Women'’s Health Month and Men's Health Month. Pau Gasol
joined us for a global event to celebrate World Nutrition Day
with some 1,500 employees.

All Group employees can access health-related platforms
(like "Gympass" to use gyms) and apps for nutrition, mental
health, physical health, exercise, meditation and other
services free of charge or at bargain rates.

B BeHealthy
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Our listening strategy

SASB FN-AC-510a.2, FN-CB-510a.2, FN-IB-510a.2

In 2022 we set out a new strategy to listen to employees on a
more frequent basis. We changed our annual employee
listening survey to a more regular listening model called “Your
Voice", with cutting-edge technology.

We ran Your Voice three times in the year, gaining more regular
and deeper insights.

Managers can access Your Voice results in real time and
review qualitative opinions and sensitive observations to
pinpoint areas with a high risk of employees leaving and the
drivers to boost higher engagement. It helps managers
promote dialogue, trust and transparency to raise employees'
performance and reduce resignation and absenteeism.

Santander Group - 2022 Your Voice result in a nutshell

8.3 54

Engagement eNpPS*

In line with benchmark for Finance, and
all sector companies
Stable across all three rounds in 2022

« Strengths
1) Meaningful work
2) Peer and team relationships
3) Goal-alignment and feedback
4) Diversity and inclusiveness

eNPS distribution

* Opportunities ProGnﬁo/Eers
1) Autonomy
2) Simplification
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« Employees can give feedback more often and leave comments
on every question while preserving anonymity at all times.
Your Voice surveys only take a few minutes to complete.

The surveys we ran in 2022 showed positive results overall.

For more details, see ‘Ethical
channels'in 3.2 Conduct and ethical
— behaviour' section in this chapter.

89%

Aggregated participation

1.9Mn

Comments provided

14 above Finance benchmark
16 above all companies benchmark
Top 10% of the Finance sector

25%
Passives

10%
Detractors

A. eNPS (employee Net Promoter Score) is a method of measuring employees' satisfaction levels

Volunteering

Santander has a volunteering programme in every country
where we operate. We focus on:

+ Promoting financial education.

+ Preventing early school-leaving and boosting the job skills of
young people at risk of social exclusion.

« Supporting people with disabilities, women and children in
difficulty, and other vulnerable groups.

Subsidiaries’ also develop programmes based on local needs.

> Programmes for children in Latin America

In Brazil, volunteers took part in financial education initiatives.
The Bank also held the 20th edition of the Amigo de Valor
program.

In Mexico, we supported Fideicomiso Por los Nifios de México
(FPNM) (employees donate part of their salary to help
disadvantaged children) and Fundacién QUIERA to boost young
people’s financial skills and to improve their emotional health.

In Chile, volunteers helped children through tutorials, school-
based support, sporting and cultural activities, and camps.

> Europe and Ukrainian refugees

In Poland, numerous volunteers took part in an project relief
programmes that benefited over 1,000 people.

In the UK, employees joined customers in donating money to
the Red Cross and UNHCR. Some employees volunteered to
fundraise and shelter refugees in their homes.

In Spain, volunteers helped Ukrainian refugees at our Corporate
Centre. They taught Spanish and ran activities for children.

In Germany, volunteers collaborated to collect refugees at the
border with Poland. Some employees also took refugees into
their homes.

+77.400

hours volunteered

+25 000

employees
participating in
community activities

For more details on our social contribution to
communities, see the '3.9 Support to higher education
and other local initiatives' section in this chapter
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3.3.2 Ensuring we have the right talent
and skills

GRI2-17, 3-3,404-1, 404-2, 404-3, FS4

Our talent strategy focus on talent attraction and retention.
Strategy Workforce Planning exercises helps us to understand
our current skills base and future needs (aligned to the business
strategy).

Talent attraction & acquisition

Talent attraction

Our talent attraction strategy is focused on positioning the
Santander Group as one of the world's leading technology
financial groups, one of the BigFinTech, ensuring a great
candidate experience, and moving fast.

In 2022 we focused on digital transformation. We embedded a
Acquisitions Tracking System (ATS) in all our core units for
faster selection, a sound experience for candidates and
managers, and efficiency, group-wide. We also began a pilot
scheme to help us quickly screen applications for mass
vacancies. Moving forward, we plan to roll out candidate
screening technology to more areas as well as machine learning
solutions to assist with candidate selection. Digitalization will
also remain a priority.

Attracting and retaining

We implemented a strategy based on a strong employee value
proposition (EVP) for STEM talent. It includes:

1. Global BeTech! programme, to develop Santander's image as
a tech company with a market leading proposition of flexible
work, meaningful projects, DE&, agile work, etc. We reinforced
our EVP with hybrid working models for tech teams and more
agile ways of working, as well as running these initiatives:

“Women in Tech”, which aims to enhance the visibility and
leadership of women in the tech field through roundtables
and event sponsorship.

« "DiverTechies”, to help people with disabilities enter the job
market and build a more inclusive tech industry.

We reinforced our EVP with hybrid working models for tech
teams and more agile ways of working.

A global careers strategy we have implemented offers talented
STEM professionals the option of working in the gig economy on

Talent retention
Mobility

Our global career strategy sets out the principles to generate
purpose-driven mobility, unlock the Group's talent and provide
clear standards for our managers and employees.

We have simplified the internal mobility offering with four
simple and transparent forms of mobility that align with
business and employee needs:

1. International assignments (EXPATS)
2. Permanent movements
3. Project-based assignments (Mundo Santander)

4. SWAP programme
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short-term, project-based assignments, plus swap programmes
where they and a colleague switch roles for a set period.

2. The Community of digital professionals.

A key part of the Global BeTech! strategy was to create a
community of digital professionals who act as Santander
ambassadors online. Since our employees are the most effective
champions of our culture and work environment, their role as
“micro-influencers” is helping us get our message out and
attract new talent.

3. The new Global landing page

A new landing page has been launched in December 2022 for
digital & tech talent to apply in the different open positions in
most of our units (www.betechwithsantander.com). This way
we show the candidates the strength of our global presence,
our many opportunities, and the international careers that could
be available by joining us.

4. New Learning program to join technology and business

Under our learning and development strategy, we worked with
some of the world's leading universities and with such technical
schools as Ironhack, The Bridge and Immune Institute, to launch
upskilling and reskilling programmes. We also implemented the
new Be Tech & Business programme to help gifted STEM
professionals gain a interdisciplinary knowledge in tech and
business, with an emphasis on artificial intelligence, market
places, DeFi and emerging technology. We also fine-tuned
compensation schemes to better attract and retain our STEM
talent and launched an innovative value creation plan for
PagoNxt based on best practice in FinTech.

We promote internal mobility as the best way to meet business
needs and offer real opportunities to our employees, with
internal vacancies posted on our Global Job Posting site. We
refreshed our first global project marketplace, Mundo
Santander, to offer employees temporary mobility and
development opportunities: any business or support area may
propose a project, which will be posted in Job Posting, and any
employee from the Group who meets the requirements may
apply. We also developed the SWAP programme for
professionals with similar backgrounds to change roles for a
short period as a way to share best practices and new ways of
working and gain global perspective.

In 2022 we reviewed the Global international mobility policy
and created a separate guide for each mobility type.
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Learning and development

Our Global learning and development policy sets the standards
for designing, reviewing, launching, overseeing and enhancing
training and development programmes. We are developing a
common catalogue of learning solutions that focuses on the
most critical skills our business demands, based on input from
strategic workforce planning tool, the employees' skills gap
assessment and the business challenges identified with
subsidiaries’ L&D teams and business stakeholders through the
learning needs assessment.

We encourage our employees to take the lead in their own
learning development and we ensure that their skills and
knowledge stay relevant. We promote employee learning on
our digital ecosystem for lifelong learning, with a vast array of
study plans and “roadmaps” for employees to upskill and reskill
and be in charge of their training and personal development.

Present and Future Leaders
Our development programmes for employees include:

+ Young Leaders, a global programme for young, talented
employees to continue developing to meet the demands of a
changing world. We launched its third iteration in 2022, with a
focus on cultural intelligence, “think customer” and future
design.

Global training

We build skills from the ground up with on-demand and
sequential learning. We use proven, easy-to-follow, self-paced
learning paths so employees can form a knowledge base, build
proficiencies and develop new skills — their way.

Our main focusison:

+ Fostering innovation: We carry out expert programmes and
bootcamps focused on data analytics, programming,
computational thinking, cybersecurity, futures design, hyper-
personalization, innovation and service design, which are key
disciplines in employee upskilling and reskilling.

+ New ways of working: The Agile Academy umbrella provides
us an extensive catalogue of contents and certifications on
agile culture and roles.

IT skills: Our learning plans cover different technologies, with
a specific website for cloud-related issues.

Core banking skills: We continue to develop core knowledge
through our Global Risk and Internal Audit schools.

+ Global mandatory training: According to our Risk culture and
strategy, we deliver required pills and e-learning courses
quickly to impart knowledge on regulation, risk, cyber
security, code of conduct, responsible banking, and financial
crime. In addition, each subsidiary has mandatory courses on
the law and regulation of its jurisdiction.
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Elevate: our global executive learning ecosystem for senior
officers to participate in a 14-week hybrid learning experience

on “evolving customer”, “caring leadership”, “responsible
banking” and "building the future of Santander”.

Talent Management

Our learning and development strategy strengthens talent
management across our footprint to select candidates for
leadership initiatives. In 2022, our talent management included:

« Succession planning: We enhanced our succession planning by
focusing on diversity, ensuring cross-pollination and using more
data-driven analytics.

« Skills model: We designed and launched a skills model that
helps us reskill and upskill employees (which we've already
rolled out to most units).

« Potential assessment: We created a Common Potential Model
and implemented a technology solution to assess our
employees’ potential. We assessed our senior officers in 2022
and will extend the model to all employees in 2023.

* Responsible banking: We have progressed on the 3 level
training strategy we defined in 2021:

> We launched the first global mandatory training in ESG for
all employees, “Sustainability for all”.

o

We created ESG Talks, a series of online recordings available
on our learning digital ecosystem, with internal experts
from SCIB, Risk, Human Resources, Consumer Finance and
Retail Banking for the areas involved in our sustainability
agenda.

o

We provided the contents for employees to obtain
Santander ESG Commitment Fundamentals, International
Sustainable Finance Specialist-IASE level |l and other ESG
expert certifications.

Some subsidiaries and global businesses provided additional
training on climate change, sustainability, sustainable finance,
sustainable investment, diversity and inclusion.

In 2022, the Board of Directors completed training programmes
on climate change, with modules on the Paris Agreement, net
zero, portfolio alignment, climate risk management, transition
plans, regulation and reporting, and biodiversity.

We also trained our employees on diversity and inclusion,
health and safety, customer and supplier relations, the
environment and anti-corruption.
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3.3.3 Supporting to the needs of the teams

GRI2-17,2-19, 3-3, 404-1, 404-2, 404-3

Performance review and remuneration

Our comprehensive remuneration framework combines fixed
and variable pay schemes based on targets for employees and
the Group. Short- and long-term variable remuneration reflects
what we have accomplished and how, according to group-wide
quantitative and qualitative targets as well as individual and
team targets, behaviour, leadership, sustainability,
commitment, growth and risk management. It includes pension
plans, banking products and services, life insurance, medical
insurance and other corporate benefits our employees can
choose.

Fixed remuneration schemes reflect local market conditions. To
set pay, we strictly abide by the practices, regulations and
collective agreements in force in each jurisdiction where we
operate.

Our remuneration policy for all Group employees forbids
differential treatment that is not based on a review of
performance and corporate behaviours. It also promotes equal
pay between men and women.

To comply with EU regulations on remuneration, we identified
1,039 employees subject to a deferred variable pay scheme
because their decisions can have a material impact on equity.
The policy defers a significant amount of their variable pay
(40%-60% depending on remit) for four to seven years, in
accordance with internal and local regulation. 50% of variable
pay is delivered to them in shares and subject to potential
reduction ("malus") or recovery ("clawback"). However,
executive directors receive 50% in instruments (25% in shares
and 25% in share options), unless they choose to receive
options only.

MyContribution

MyContribution is our common performance management
model. We update it regularly, and it applies to all employees.

50%

Individual goals that link to the
organisational strategy.

"“What | do day to day” to achieve
business results, demonstration
of how | contribute to the Group’s
Purpose and Aim.

Corporate governance

CONTRIBUTION

Economic and financial review | Risk management and compliance

Key initiatives in 2022

The executive director remuneration policy for 2022 included
variable, multi-year remuneration (2023-2025) based on
relative total shareholder return, return on tangible equity
and ESG metrics. We measure our progress in ESG against
these four lines of action and their related metrics: (1)
percentage of women in senior positions; (2) financial
inclusion; (3) green finance and socially responsible
investment; and (4) exposure to thermal coal.

In 2022 we began developing a new variable pay platform as
part of our commitment to better employee experience and
best market practice.

We made progress with gender pay gap monitoring and
analysis.

Our remuneration policy outlines our commitment to
avoiding gender bias and removing inequality.

For more details on board
remuneration, see section 6 of the
'Corporate governance chapter'.

40%

Common key elements that demonstrate
"how" | go about achieving my "“what” -
The Santander Way

10%

Common risk goal for all levels and roles,
to show how | manage

my risks in my day to day. riSk pI'O
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Corporate benefits

We offer several benefits to our employees in all geographies.
Each subsidiary has programmes that adapt to local
circumstances. Benefits range from free services for employees
and their families to discounts on products and services.

We focus on well-being to help employees stay in sound
physical and mental shape, to support their families and to
adapt health cover to new circumstances and needs. In Spain,
our Santander Contigo programme provides assistance with
daily tasks, legal and computer support, and other services.

In other geographies, services and financial aid for childcare and
support for elderly relatives in their charge are also substantial.

Transforming the way we work

From early 2022, with different Covid infection and vaccination
rates in our markets, we had to remain responsible, vigilant and
flexible to rollout a “post-pandemic” work model. We focused
on two key areas:

1. Return to office, with the objective of gradually bringing
everyone back as the pandemic subsided.

2. A flexible working model that is fit for the future and
responds to business needs.

We also continue to promote our employee's work-Life balance
through flexible working, health & well-being programmes and
office safety measures.

A new way of working

We implemented a global framework for managing hybrid
working based on productivity, engagement and attractiveness.
It enabled each subsidiary to deliver a consistent model to
employees that they could adapt to local needs:

« For productivity, we created a new dashboard to measure the
new ways of working across the Group and measured KPlIs for
contact centres and operations.

For engagement, we asked employees to provide feedback on
the new ways of working.

For attractiveness, we followed up with job applicants to learn
their views on our new ways of working.

Agile Way of Working

We have been implementing agile methodologies and
organizational structures across the business to ensure a strong
customer focus and promote a more collaborative and
multidisciplinary way of working. To enable change, we created
an Agile Transformation Blueprint and practices to help
subsidiaries facilitate business agility.

And we have booster our Agile Training Academy with several
learning modules available for all levels and specializations of
employees.
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For more details on our initiatives promoting
employees' wellbeing, see "Employee
—  Wellbeing" in this section

8.4 (out of 10)

Employees' assessment of whether they
believed they had the necessary flexibility to
be able to balance work and family life.

A. Workday-peakon survey 2022

We set out five "ways of working" principles

The customer comes first. Behind any Way of
Working arrangement customer and business
impact MUST be considered at the first place.

Managers are playing critical role in the
organizing teams work. Productivity of the
teams and individuals are key decision's factors
when building the models of work.

Office is our main place to work. Workspaces
are no longer just a place of work but a social
destination bringing people business together,
and supporting different working needs, with
the best opportunity for collaboration,
innovation and creativity. Building critical social
mass at the premises is key for our culture.

Testing and learn approach trough constant
listening evolving over the time with the focus
on customer, individual performance,
productivity outputs, and employer branding.

Flexibility, Fairness, inclusion and equal
opportunity are guiding principles in decision-
making.
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Enabling the business

Enabling the business to take key decisions and manage human « Create global data and data quality governance and new

capital, was a key human strategy and objective for us in 2022 reporting dashboards, and used analytical and predictive

and will continue to be in the future. We want our people to models to harness HR Analytics for more insightful people

make smarter, faster decisions about their teams and their management.

needs. We are contributing value with our global technology

platforms and giving the business data at their fingertips + Simplify and automate back-end processes by moving

through:: towards more global shared service centres in Human
Resources.

+ Enhance user experience through new solutions such as
OneHR portal, OneHR Support, chatbots and mobile first
technology.

+ Maximize the potential of our platforms, having added such
end-to-end processes to them in 2022 as the skill model,
talent review, succession planning and time tracking.

Social dialogue

In 2022, we continued to guarantee freedom of association and Meetings we held in 2022:

the right to collective bargaining. Our Responsible Banking and - Occupational health and safety committees
Sustainability policy considers forming or joining unions and
other representative bodies a basic right of workers, in
accordance with Article 10 of our General code of conduct. + Santander employees pension plan control committee

+ Training committee

« Equality plan follow-up committee

We also ensured respect for freedom of association, trade

unions, collective bargaining and protections for employees’ + Other meetings

representatives under the laws of each country where we o Employee listening

operate. > Banco Santander mass redundancy agreement follow-up
We continued to promote and comply with the International committee

Labour Organization’s Fundamental Conventions.

o

Registration of working hours

o

We also remained in constant dialogue with employees’ legal Corporate behaviors

representatives in bilateral and special committee meetings
where all parties could discuss reporting, queries and
negotiations about work conditions and employee benefits.

o

Flexiworking policy

o

Capitalization of pension supplements agreement follow-up
meetings

o

Meetings with subsidiaries’ union committees

- Bilateral meetings with trade union representatives
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3.4 Acting responsibly
towards customers

Responsible banking | Corporate governance | Economic and financial review | Risk managementand compliance

Our customers are at the centre
of everything we do

Providing the best experience

Designing products to meet their
needs and aid their sustainable
transition

3.4.1 Customer experience and satisfaction
GRI2-29, 3-3, FS5, FS6

Transforming customer experience

Our aim is to offer customers a great service and experience
that produces optimal business outcomes.

We created local and global opportunities to transform
customer experience (CX), with the oversight of our
management committees.

In 2022 we focused on:

1) CX strategy: Develop skills, processes and tools to manage CX
within our Global CX management framework, which our core
country units helped create.

2) Create a Centre of Excellence for Behavioural Economics to
better understand people's choices.

3) Customer-centric culture: A community to share know-how
and innovation to develop subsidiary-level CX plans to raise
NPS. We have a monthly newsletter and hold special workshops
and training sessions.

Customer satisfaction

In 2022, we conducted over five million surveys to monitor
customer feedback about Santander and find out how we can
improve our products and services and, ultimately, their
experience.

In 2022, we ranked in the top 3 in NPS in 8 of our markets (For
more detail see tables 27, 28 and 29 on 4. Our progress in
figures section in this chapter).

Strengthening our customer-
obsessed culture

Protecting privacy and personal
data and using them
appropriately

Introducing consumer protection
principles into our practices

Cyber as a culture driver to protect
our customers' information

In 2022, among others, we ran these initiatives:

+ “Serve from the heart” (SFTH), which brought us closer to
customers' real needs and problems. It is running at branches,
contact centres and central offices in the US, Brazil, Chile,
Argentina, Uruguay and Portugal, and includes videos and
podcasts.

Also, in the US, we ran digital interaction initiatives and
created a customer ombudsman programme to enhance
claims and complaint resolution, which boosted CX.

In the UK, we use customer voice analyses to perform quick
tactical testing. Initiatives also include gamified
communication, proactive apology messages for
unsatisfactory service and calls to detractors.

In Poland, the COMPASS methodology ensures that new
products and solutions will prove useful to both the business
and the customer, mitigating risks and boosting customer
satisfaction. Also, our plain language communication policy
boosts CX, our reputation for transparency, honesty, and
straightforward terms of service.

In Brazil, we developed an Al-driven “speech-to-text” (STT)
program that leverages our ability to listen to our customers,
bringing insights that allow us to improve our customers
experience.

We also continue working on the accessibility of our products
and services, including our channels as branches, App y Webs.

I
Top 3

in NPS in 8 countries”

A.Santander US has a differentiated objective and does not compute.
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3.4.2 Product governance and consumer
protection
GRI2-26, 3-3,4176-1,417-1,FS15

Customer conduct risk model

Being responsible means offering our customers products and
services that are Simple, Personal and Fair (SPF). Our daily
operations must be brilliant, and do more than what the law
requires, to give our customers an exceptional experience.

Our customer conduct risk model sets out the lines of action and
standards for managing and mitigating conduct risk in service
design, sales, post-sales and execution.

The Product Governance & Consumer Protection area pinpoints
risk from banking regulation and good practice. It also conducts
thematic reviews to avoid problems that might affect our
customers and to ensure excellence. 2022 thematic reviews
focused on pricing, account closure, services for elderly
customers, care for victims of fraud, and payment protection
insurance. We found over 100 areas of improvement.

Product governance

Santander’s governance structure enables it to safeguard
customers' interests.

Our product governance forum ensures the products and
services we market meet the needs of specific target segments
and are reasonably and clearly priced.

Transforming sales culture

Training is central to Group Santander's strategy for a strong
risk culture and sound risk management. All our employees
complete a mandatory course on conduct risk management. We
also run special training programmes for our sales teams to
learn skills to sell our products and services properly.

Those programmes, plus the practices and controls we
promote, ensure we offer products and services that are
consistent with customers' needs and preferences. We avoid
pressure selling and other inappropriate practices, and only
offer product and service bundles if they add value for
customers, who always sign up to them at their own discretion.

We explain products and services to customers in a clear and
thorough manner throughout the customer cycle, with quality
and conduct controls for marketing and sales material,
brochures and contracts according to Santander's standards.

We design customer-focused remuneration models to ensure
quality sales processes and to promote sustainable business.

In 2022, we verified that at least 40% of sales units' variable
pay was based on customer satisfaction and quality metrics. We
drew up plans to enhance pay schemes that promote suitable
fixed and variable pay ratios and linear business objectives that
will help avoid conflicts of interest and ensure sales will meet
customers' needs and profiles.

We continued implementing Rating de Oficina project to give
branches a customer conduct and quality rating that impacts on
employees' pay, with technology to review real-time metrics for
greater awareness and management of conduct-related risk.
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In 2022, we reviewed the pay schemes of call centre employees
involved in sales and customer engagement, in addition to
others working in credit approval, loan monitoring, recoveries
and collections, to make sure good conduct and service quality
were engrained in their objectives.

Vulnerable customers

In 2022 we made headway with the management of vulnerable
customers and prevention of over-indebtedness in all our core
markets. Each subsidiary has a roadmap to roll out a Group-
wide model for training customer-facing employees to
recognize vulnerable customers, escalate cases, and design
products and services in such high-impact procedures as
collections, fraud management and services for senior citizens.

We focused heavily on vulnerable customer identification
through internal awareness campaigns and metrics.

In 2022:

« We implemented protocols for elderly customers to avoid
exclusion and improve the experience of these customers.

+ We were awarded in UK to be certificated by International
Standard on Consumer Vulnerability and the Inclusive Service
(10 22458).

Conduct in collections and recoveries

In 2022, we used customer conduct metrics to monitor
recoveries in all our markets every month. We also checked
employee training and quality control.

Customer complaints regarding recoveries fell 26% against the
previous year (despite the Covid crisis and the war in Ukraine)
on the back of the ethical standards we continued to implement
and oversee since 2021.

Conduct in fraud management

Santander invests in advanced systems to protect itself and its
customers from the devastating effects of fraud.

In 2022, we conducted a Group-wide analysis of how we
manage fraud with customers. We reviewed regulatory trends,
as well as our end-to-end processes, product and service
design, claims handled, customer communications and control.
Our findings helped us draw up action plans to boost our fraud
management in 2023.
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Complaints management

Handling customer issues and complaints proactively and
effectively, analysing disgruntlement and applying lessons
learned are vital to continuous improvement, innovation, and to
strong customer satisfaction and loyalty.

Our complaints analysis and management are consistent with
the Group's Simple, Personal and Fair strategy, with standards
for all units to properly handle complaints and offer the best
customer service. We use analyses to enhance products and
services, with an early warning system to identify risks.

In 2022 we reviewed complaints management and root-cause
analysis in all our core markets to identify common
workstreams, good practice and areas of improvement. In 2023
we will run initiatives on customer service excellence.

We continued our holistic analysis of customer surveys and
consumer protection, with artificial intelligence to report root
cause, maximize oversight (e.g. pilot schemes in Brazil and
Mexico with over 27 million sets of data), avoid issues
reoccurring and follow best practice.

Type of complaints™® (%) Resolution™® (%)

Corporate governance

Economic and financial review | Risk management and compliance

Our methodology harnesses the benefits 