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Digital Transformation Spain

Disclaimer

This document is only provided for information purposes and does not constitute, nor should it be interpreted as, an offer to sell or exchange or acquire, or an invitation for offers to buy
securities issued by any of the aforementioned companies. Any decision to buy or invest in securities in relation to a specific issue must be made solely and exclusively on the basis of the
information set out in the pertinent prospectus filed by the company in relation to such specific issue. No one who becomes aware of the information contained in this report should regard it
as definitive, because it is subject to changes and modifications.

This document contains or may contain forward looking statements (in the usual meaning and within the meaning of the US Private Securities Litigation Reform Act of 1995) regarding
intentions, expectations or projections of BBVA or of its management on the date thereof, that refer to or incorporate various assumptions and projections, including projections about the
future earnings of the business. The statements contained herein are based on our current projections, but the actual results may be substantially modified in the future by various risks and
other factors that may cause the results or final decisions to differ from such intentions, projections or estimates. These factors include, without limitation, (1) the market situation,
macroeconomic factors, regulatory, political or government guidelines, (2) domestic and international stock market movements, exchange rates and interest rates, (3) competitive
pressures, (4) technological changes, (5) alterations in the financial situation, creditworthiness or solvency of our customers, debtors or counterparts. These factors could cause or result in
actual events differing from the information and intentions stated, projected or forecast in this document or in other past or future documents. BBVA does not undertake to publicly revise
the contents of this or any other document, either if the events are not as described herein, or if such events lead to changes in the information contained in this document.

This document may contain summarised information or information that has not been audited, and its recipients are invited to consult the documentation and public information filed by
BBVA with stock market supervisory bodies, in particular, the prospectuses and periodical information filed with the Spanish Securities Exchange Commission (CNMV) and the Annual
Report on Form 20-F and information on Form 6-K that are filed with the US Securities and Exchange Commission.

Distribution of this document in other jurisdictions may be prohibited, and recipients into whose possession this document comes shall be solely responsible for informing themselves
about, and observing any such restrictions. By accepting this document you agree to be bound by the foregoing restrictions.
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BBVA's Transformation



6 strategic priorities

H A

New standard in
customer experience

Helping customers and clients
with their financial lives

Optimal capital allocation

Growth with adequate
profitability above cost of capital

é

Drive digital sales

Digital and mobile customer base
and digital sales growth

-EI-
Unrivaled efficiency

Productivity model transformation
leveraging technology
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New business models

New revenue streams

A first class workforce
Develop, motivate and retain



Adoption of mobile surpassing all
expectations

Total monthly interactions with customers - BBVA Spain

(Millions)
X2,4 . v
APP
| 4
— WEB
May May
2016 2017

Digital Customers: customers with a minimum level of activity and/or transactions on each channel

Digital Transformation Spain

Average customer
interaction

1x
every 1-2 days

=1 37
per week

<1 x
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New standard in customer experience

Convenience Trapsparent Advice

and simple offer
“I do everything from . “BBVAoffers me very “BBVA anticipates my
my smartphone and transparent products everyday financial needs
with the assistance of that are easy to contract” and advises me at the most
my manager when | important times”
need to”
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Convenience

“I do everything from my smartphone and with the assistance of my
manager when | need to™

e

—TTTTe - 21
s o

= —p ﬂ
Becoming a customer All the servicing My remote manager No waiting if | have
is very simple in my app on my smartphone to go to a branch
1 100% on-line i FEasy i | havearemote manager i larrangean
appointmentand | don't
i Fastandeasy t Comprehensive i | communicate by phone have to wait
and exchange documents
i Withany product i Multi-channel easily Manager
1 | bring my bills 1 Multi-language i |signalldocuments without Teller

having to move from home
it Customizedon-boarding



Convenience

Fully digital onboarding process

i Simple: 5 guestions i 100% on-line

g Fast: <5 minutes i Immediate: Fully

operative customer at

i Paperless: Digital signature
the end of the process

Hazte—

CLIENTE
AL INSTANTE

e
Abre una cuenta en menos de 10 minutos con

un selfie y una videollamada, y accede al momento -

a todo lo que BBVA te ofrece.

Cuenta + Tarjeta 0
- -

of total new customers
through digital channels
2017YTD

Entra en bbva.es desde tu mévil

y (inete a la revolucion de las pequefias cosas
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Becoming a new customer
is very easy

Bring my bills
i Simple

t Traceable

d Effective

20%

T 1. ORIGEN Cuenta Piso -
L 2 pecieos of total bills 2017
= Recibo de la luz [El YTD brought by

mobile and web

G Anadir un adjunto




Convenience

My mobile is my wallet
Mobile payment g New virtual cards at one-click

(]
g Cash withdrawal g Creditlimit management
g Cards on-off @ Push-notifications
(] (]

Card PIN query Click to finance

BBVA x

90%

of total payments

larjeta Débito

T

The Lab Room

© Compraaceptada . financed through digital
S ' channels 2017 YTD
49,90 €

IMPORTE FINAL 4‘49,1 0 €

)

%, bizum

i P2P payments
i Simple

i Fast

Digital Transformation Spain

All the servicing
in my app

t Immediate
f BBVA Cashup

uuuuuuuuu

L



Convenience

Bra ncN P / Branch

Hub

\ St/
a m

Branch ﬁ Branch

Branch

Over 1,000 remote advisors

integrated in branch
+1 'OOO network managing over
800K customers
BBVA Spain

My conversations

G

¢ Nuevo Plan de Pensiones

U7 7710k

[ 5
244 Mb

of total signatures 2017
YTD remotely signed,
mobile and web
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My remote manager _, = __
on my smartphone &

Remote signature

Firmar Préstamo

Prriccicidad de & cucta Mansual
Cuenta asociads 561
INTERVINIENTES

'Q Rodrigo Seta Revila
Touder

INFORMACION LEGAL ¥ DOCUMENTACION

Vier condicianas y coninata 3

\er nformackin legal ¥
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Convenience No waiting if | have e

to go to a branch __

Manager appointment Turn at teller
(remote or in person)

Presancial

Seguros
‘Wiernes, 15 abwil, 10:30

Functionality linked to servicing processes
e.g. foreign currency
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Transparent and simple offer

“BBVA offers me very transparent
and easy-to-contract DIY products™

Transparent

t Simplicity of the:
Catalog
Products
Contracts
No final print/very simple conditions

Clear expectations (no "surprises" later)

Simple DIY sale processes

i |caneasily buy products with no help
(DIY)

Simplicity
Speed
100% automated

i Non-automated processes are agile,
error free and traceable



Transparent and simple offer

One Click Loan (OCL)

BBVA BANCA PERSONAL

Immediate Loan

i OCL Capabilities

e Multiholder OCL
« Protection payments

New loan solutions

« Direct debits financing
e Online business loan
¢ Click&Pay

Digital Transformation Spain

Transparent and ¢
Simple offer

Consumer loans
% of Digital sales

41.2%

19.0%

Dec 2015 Jun 2017

New loan production
BBVA market share

12.4%

8.4%

Dec 2015 Jun 2017

BBVA Spain Retail banking.

0D



Transparent and simple offer

Do It Yourself Area (DY)

i DIY sale processes area

g Tailor made offering

i Proactively offered

t 100% automated

i Extremely simple/ One-click

(s

Simula tu seguro de
coche

Anticipa tu ndmina

Préstamos Tarjetas

.|Iu|||| ~

Fondos Planes de pensiones

N

Tu Seguro Vivienda BBVA »

Caducidad de la oferta

*

30.11.2016

Nuestro Seguro
Vivienda BBVA desde

182,22¢

Anuales

Referancia catastral B0720vhs? 780001 wx
Piso Tipa
Diraccidn Maria tubau 12, portal 1,

Escalera A, planta 2 letra E,
28050 Madrid

Vivienda 105 m2
y anexos 15 m2 €

Superficie construida

Antiguedad de la vivienda 30 afos
R e y
Avenida Hermanos Costelio 32
25014, Madrid

~
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Transparent and )
Simple offer & =

i T |

% of mobile available products
over total products

92%
82%
16% I
Sep-2014 Today Dec-2017e
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Advise

“BBVA anticipates my everyday financial needs and
advises me at the most important times"

Control of It hel It helps me with
my day-to-day life ¢'ps me save important decisions

i Ithelps me control my home i Ithelpssave and choose the investment i Buyahome:

€conomics: that best suits my profile and needs to: Find out about/explore the

It categorizes income and expenses neighborhood

Cover possible contingencies
| do budgets Value property

It tells me what others do in my place Achieve a specific goal

(e.g. sociodemographic comparison)

It offers me pre-purchase advice

it?
Plan my retirement (can | afford it?)
Predicts income and expenses Home center

{ |receivealerts and contextual 1 Other decisions: buy a car, baby
recommendations planner
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Advise Control of my
day-to-day life

Personal Financial

My Goal
Management PFM y Goals

Simple budgets
i Setagoal(e.g., trip to London)
i Userfriendly categorization 4 Comparisons f Budget creation by expense ¢ Setsaving pattern (e.g.

of income and expenses : : categor L
p i Saving capacity gory weekly, monthly contribution)
f Monthly evolution f Alerts ‘ .
y i Optionto finance goals
[ [ / L \
® ® ®
My panel 9 = : My budgets £ Mis meatas o =
MY EVERYDAY LIFE More Info ¥ . :rld}[:‘P?n‘: ,f.:?,-l :on *
Income BLIdEEt for (JhODDINg 850,00 € 1.500.00 €
3,08954¢ From the 18 AUG to the 17 SEP
Department stores m
Budpet 250,00 € (""'\ iPhaore 6 Plus >
month|y active 3771€ 250.00€ 600,00 € 600,00 €
customers 2017 Spent: 15 % P — ey it

% Ahorro sin asignar 22502 >

Budget for Household
From the 18 AUG to the 17 SEP

@ Shopping 30360

Electricity m




Advise

Predictive Financial calendar and smart alerts

Digital Transformation Spain

Control of my
day-to-day life (5]

° ™
® \
<« Expected transa.. @ =
18 Aug - 17 Sep >
o-
M0 1M1 12 13 14 15 16
17
Day with exp... Day with in

TRANSACTIONS EXPECTED TODAY

08 | Canal isabel ii debit -34 98¢

SEP

06 september - 09 september
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AdVise It helps me with

important decisions =3 =

BBVA Valora
i Find out about/explore the neighborhood

Home center

i Value property

~ i Pre-purchase advice (can | afford it?)

1.7 MN e >148k
' customers used BBVA Valora
e L L I BBVA Valora monthly average
I live as owner at Fantasia, 1 Sepl16-Jull7 customer users
.’ Stai.r.ca.ase. 2 23'IODAIcobendas Se p _] 6 _J u | _] 7
Property area Total area Built in
100 m? 125 m? 2009
4 . féﬁ* 403,639 € °
customers used Conversion rate.
mortgage loan 100% higher than
‘ simulations Request for mortgage

Sep16-Ju|]7 out of BBVA Valora
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Digital Transformation Spain

Good progress on key
transformation metrics

Digital Sales / Total Sales
(% Units)

i Digital sales campaigns

i A/ Btesting (web)
17.1%
§ Continuous funnel optimization

i Retargeting

i New mobile catalogue
2015 2016 2017 (Jan-Aug) (mobile bbva.es)

BBVA Spain
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Good progress on key
transformation metrics

Total Net Promoter Score Website

(NPS) @ 53.0%
10.0%

/ 43%
(NPS)

13.0%

Q 37.0%
3.0%
e I Mobile

5.0%

-6.0%
2014 2015 2016

31.0%
@ Ranking among peers: Santander, Sabadell, Caixa,
Bankia and Popular )
W Promoters: awarding a BBVA a score of 9or 10
B Neutral: providing BBVA a score of 8 or 7

Source: Accenture B Detractors giving BBVA a score below 6




Best banking mobile app in the world

2017 Global Mobile Banking Benchmark.
(Top 12 rank out of 53 Banks, Forrester)

GLOBAL AVERAGE
63

87 'k
Peer 1(PL) 85 e @
Peer 2 (US) 85 oW T ongbd
Peer 3 (ES) 84 a1
Peer 4 (CA) 80 o

BBVA (ES)

Peer 4 (AU) 79

Peer 5 (AU)
Peer 6 (US)
Peer 7 (PL)
Granti (TR)
Peer 8 (UK)
Peer 9 (CA)
Peer 10 (UAE)

Peer 11 (IT)
Peer 12 (CA)
Peer 13 (ZA)

Peer 14 (IN)
Peer 15 (UK)

Peer 16 (IT)
Peer 17 (CN)
Peer 18 (UK)
Peer 19 (US)
Peer 20 (UK)
Peer 21 (CA)

Source: Forrester's 2017 Mobile Banking Benchmark.

78
77
76
76
76
74
73
71
71
71
70
69
69
67
67
67
65
65

9.85567¢

CUENTAS 7 000€
346,51 €
9.509.16¢€

TARJETAS ?

AT Tarj, ored. *1920
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What's next?
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Top Priorities

DIY APP: Complete
Complete sale Contact
processes and center

servicing capabilities
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