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3 OUR WORLD EVOLVES

DIGITAL REWRITES CUSTOMER EXPECTATIONS

Customers look after great experiences...to be shared. Bad experiences are instantly exposed in public. Digital experiences are expected to extend

the real-life ones in an effortless & seamless way.

COVID-19 AFTERMATH

With restricted finances & spending, customers expect more for their money. Higher attention to safe & clean experience in spacious

environment and increased adoption of online and digital solutions are here to stay.

TECHNOLOGY OPENS NEW OPPORTUNITIES

Internet of Things and 5G networks connect people and devices and create rich possibilities for consumer engagement. Artificial Intelligence and
Machine learning help to deliver better customer solutions at speed.

MACROECONOMIC & REGULATORY ENVIRONMENT

Gaming spending correlates with macro environment and private consumption. Potential stricter consumer protection in Greek and

EU regulatory environment developments remain present.

INCREASED COMPETITION

New online operators enter the Greek market following the new law. Migration of punters to online channels will

continue offering increased gaming entertainment opportunities.



3 STAKEHOLDERS' ECOSYSTEM
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2> OUR NEW FAST FORWARD STRATEGY KEEPS US AHEAD

OPAP’s vision to provide World Class Gaming Entertainment to our customers in retail and online continues and...

...our new FAST FORWARD STRATEGY sets clear direction for ensuring OPAP’s long term success with focus in the following six areas:

1. Put CUSTOMER at the center

of our focus in everything we do

2. Enhance and strengthen
our BRAND

with supreme digital experiences

3. Become top tier ONLINE player ONLINE 4. Maintain our strong position
in the RETAIL WORLD

with upgraded customer experiences
& digital customer journeys and
explore opportunities for growth

and turn our Online into second strong
pillar of our business

5. Explore TECHNOLOGY TECHNOLOGY 6. Engage our PEOPLE

current and new, to deliver better solutions and evolve the company culture, values

improve our productivity and efficiency PEOPLE and way of work, aligned with our
plans

Focus on corporate responsibility, integral part of OPAP’s DNA, continues. We remain the CSR leader in Greece!



2> CUSTOMER CENTRIC MINDSET IS KEY TO OUR SUCCESS

CHANGE IS DRIVEN BY THE CUSTOMER. WE NEED TO MAKE SURE WE UNDERSTAND HIM WELL. BEFORE ANYTHING ELSE. {

BETTER CUSTOMER UNDERSTANDING... ...FOR BETTER GAMING ENTERTAINMENT
ACROSS ALL OUR CHANNELS

UNDERSTAND
well our customer

COLLECT

the right data Delivering more of...

1. SOCIAL INTERACTION

Share experiences with others

2. FUN, CONTENT &
ENTERTAINMENT

Offer an experience that goes beyond bet placement

3. PERSONALISED EXPERIENCE

Make the experience personal and grow loyalty

4. DIGITALIZATION

Enhance digital customer journeys in retail and online

5. SAFETY & RESPONSIBILITY

Ensure safe environment & promote responsible gaming

MEASURE IMPACT REFLECT IN ACTIONS

on performance and the deep customer
customer satisfaction insights



22 OPAP BRAND VISION - EXPANDING THE BRAND IDENTITY !!

|
OPAP AND THE INDIVIDUAL GAME BRANDS ARE OUR STRONG ASSET, WE HAVE TO KEEP THEM RELEVANT TO OUR \ —
CUSTOMERS AND EXPAND THEM INTO DIGITAL WORLD ——

OPAP offers world class gaming entertainment across all touchpoints and always is...

Fun and Social Rewarding

Establish and strengthen the Focus on Digital and Launch loyalty to reward Be responsible corporate
positioning of our stores and our Social Media to deliver every interaction with us citizen

online as the entertainment personalized content and to create a positive
destination and communication to emotional connection Help our customers to enjoy
engage with a the fun of gaming safely

Redefine and deliver our new multigenerational

digital brand identity consumer base Always in compliance with
regulations

BRAND RELEVANCE - focus on existing customers, employees and BRAND TONE OF VOICE - be conversational, a great story-
partners and further embrace younger audiences and women. teller, contextual, personalized and fun!



ERAND

» OPAP DIGITAL ASSETS TRANSFORMATION

R

NEW WEBSITES AND APPS, NEW ONLINE BUSINESS PROPOSITION AND NEW DIGITAL EXPERIENCES IN OUR RETAIL —
_
NETWORK

M

Key touchpoints for the new digital experiences of our customers:

NEW OPAP.GR HOMEPAGE

NEW ONLINE

NEW CSR NEW RETAIL WEB & APP

for Online, Retail and CSR

age”
,0.0, Opap Ouwr Company ~+ Games in Store v Online Games v  OQur Network ~»  Our Commiment HH m

NEW ONLINE EXCLUSIVE
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LIVE THE GAME #ZiseToPaixnidi
The Moment you least expect it, your day fills with joy! That's the Game!

Play your favorite Lottery gamel Enter the world of PameStihima!

Live the true ENTAIRTAINMENT EXPERIENCE in an OPAP Store!

Grect Fecturw | Great Featurs 2
I el R L R e b er ane
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Schaw g e -

CONTRIBUTION
SQUAD opap

The new OPAP
Retail app is herel

-

Live the true ENTAIRTAINMENT EXPERIENCE in an OPAP Store!

[

Find your closest
OPAP Store now!

ONLINE NON-EXCLUSIVE

3
Xomp Dur Corpany Gaeee 1 Bare CrlraCcom » Owr Merwork Cur Comw e =5 m

_ Betfioger N We will redesign our digital touchpoints with new
digital brand identity and aligned user experience

asing

*indicative mockups to depict the desired positioning & information architecture 7



2> OUR ONLINE PRIORITIES AND LEVERS OF GROWTH

OUR AMBITION IS TO BOOST OUR ONLINE WORLD PRESENCE, BECOME TOP TIER ONLINE PLAYER AND TURN
OUR ONLINE INTO SECOND STRONG PILLAR OF OUR BUSINESS

BRAND & COMMUNICATION

Keep building strong awareness of OPAP’s online and

PRODUCT PROPOSITION

* Exclusive lottery offering with enhanced content

. : , its values through any means possible.
* Improve competitiveness of Betting & Casino

ENTERTAINMENT

Explore opportunities beyond existing games

OPERATIONAL EXCELLENCE

Constantly strive for the best possible

portfolio like social networking, community,

customer experience across all customer

CUSTOMER PROPOSITON

virtual reality, casual games, infotainment or ngh touchpoints all times
personalization .
Performing __
GES Team CUSTOMER INSIGHTS & CRM
Mo * Efficient CRM delivering the right offer
HIGH PERFORMING FRONTENDS . S e et
at the right time leveraging Artificial
Superior high-performance packaging with Intelligence
key focus on mobile * Relentless focus on activity and
development of players
7y
5 TECHNOLOGY REGULATORY
a' Choose the right vendors and technology Cooperate with relevant authorities on regulatory matters,
< setup (inhouse/outsource) for agile delivery ensuring equal market conditions and enabling
E and operational excellence implementation of our “tomorrow” 8




3> 2021 ONLINE FOCUS | PRODUCT&FRONTENDS

ENHANCE THE EXCLUSIVE LOTTERY PORTFOLIO, UPGRADE THE USER EXPERIENCE WITH FOCUS ON
MOBILE AND IMPROVE SPORTS BETTING BY FIXING THE UNDERPERFORMING BASICS

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

LOTTERY BETTING & CASINO

exclusive non-exclusive

ATTRACT
NEW
PLAYERS

Improve frontends and
site navigation

Offer more options to play to
increase variety and fun

FIX THE
BASICS OF
BETTING

ATTRACTIVE
WRAP

PROMO
OFFERING

Expand our offering with Upgrade the design and Improve our odds, bet Further expand variety of
additional content and move from transactional to placement experience & our promo offers
refresh Tzoker entertaining experience platforms stability

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

___________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

CUSTOMER i s st \7
JOURNEYS custalll ' unil Periil
IMPROVEMENT On-Boarding options for VIP's -

___________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________



22 OUR INVESTMENT IN KAIZEN GAMING

______________________________________________________________________________________________________________________________________________________________________________________________________________________________________
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S 5 Baﬁ . Ss | .Continue to operate as an independent company
= 0 0 = from OPAP’s online aiming to lead the market |n
E"'S 84'49,/0 _ i , 36_'75 /0 , | E'E 'both Greece and Cyprus

50 of Greek & Cypriot business | of international business : -l

_____________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Benefit from current market
trends that favor online activities Pen etrati on

Further exploit advanced
technology thus enabling top tier
offering

Maintain leading position In Pole
Greece & Cyprus with anticipated o
growth across verticals position
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Continue to be the customers’
option of choice and increase
actives’ base

10




3 OUR RETAIL PRIORITIES AND LEVERS OF GROWTH

MAINTAIN OUR STRONG POSITION IN RETAIL AND EXPLORE OPPORTUNITIES FOR GROWTH THROUGH FURTHER
UPGRADE OF GAMING ENTERTAINMENT EXPERIENCES AND ENHANCEMENT OF DIGITAL CUSTOMER JOURNEYS

LOCAL ENTERTAINMENT DESTINATION EVOLVES

Innovating and enhancing Bring live events to stores. - -
the existing offering for all Give customers more reasons Evolving store digital ecosystem Engaglng. |nt.eract|ve bz
key customer segments and to come, stay, play and have with digital and cashless el e DEess £l

digital touchpoints in store

rewarding loyalty fun together customer journeys

PRODUCTIVITY PERSONAL
PRODUCT OISHAS
PROPOSITION CUSTOMER
JOURNEY

Evolving store ambience Area focused performance . .
Delivering more personalized

with new designs, centrally management and Network . . .
_ . gaming experience with SSBTs
managed audio and new live development for max :
, , and the new retail app
video broadcasting productivity with the right

store, place and partner 11



3»2021 RETAIL FOCUS | STORE EXPERIENCE & SUPPORT

OFFER MEMORABLE AND FUN IN STORE EXPERIENCES AND EMBED NEW DIGITAL ELEMENTS INTO THE CUSTOMER

JOURNEYS
AN Ay A A
1 2 3 4
AMBIENCE & NETWORK PERFORMANCE PARTNER SUPPORT
EXPERIENCE DEVELOPMENT MANAGEMENT & BACK OFFICE

* New in-store 24/7 e 300+ new & * Area focused  Expand digitalization
audio solution upgraded stores x-channel perf. in Back office and CC

* New Events  REXis the new management with Salesforce B2B
management standard * New CRM
model delivering e VLT & SSBT remuneration * Restructure the
~5000 events/m utilization scheme model for supply chain for

 Upgraded digital  Network Agents and their consumables and
communication development employees HW and digitalize
replacing paper efficiency * P&L management stock monitoring

12



32021 RETAIL FOCUS | CUSTOMER PROPOSITION

MOVING FROM THE PRODUCT & TRANSACTION CENTRIC TO THE INSIGHT-DRIVEN CUSTOMER CENTRIC MODEL WE
WILL INTRODUCE THREE INNOVATIVE PROPOSITIONS AIMING TO ELEVATE OVERALL CUSTOMER IN-STORE EXPERIENCE L —

OPAP LIVE SHOW
new interactive in-store
channel

. Public Offers (play & reward) A daily live show that will

Infotainment
Play on device
Loyalty reward
Gamification
Socialization
Communication

infuse entertainment within
OPAP Stores, providing new
audiovisual interactive layer
to our current portfolio,
giving reason for our
customers to come and stay

. Wheel of Fortune delivering
fun & surprise element
. Provide personal offers

ACROSS LOTTERY, BETTING, VLT AND INSTANT&PASSIVE CATEGORIES WE WILL ALWAYS AIM FOR ATTRACTIVE COMMERCIAL PLAN
DELIVERING TO OUR CUSTOMERS MORE FUN, ENGAGEMENT, SOCIALISING AND REASONS TO COME, ALWAYS IN A RESPONSIBLE WAY;3



N TECHNOLOGY FAST FORWARDS OUR AMBITIONS

TECHNOLOGY, BOTH CURRENT AND NEW, IS AN IMPORTANT ENABLER TO DELIVER BETTER CUSTOMER SOLUTIONS
AND IMPROVE OUR PRODUCTIVITY & EFFICIENCY. OUR KEY INITIATIVES WILL BE IN THESE FIVE AREAS.

CRM

Robust CRM platform providing 360° customers’ view across physical and digital worlds, salesforce
campaign management tools, Al automations and Agents’ B2B CRM functionalities

Open gaming ecosystems

Reliable gaming ecosystems with open architecture
and player friendly front-ends, enabling agile
delivery of new features

Operational Excellence

Best customer and agent experience via constant
improvements of our operations and processes, HW&SW
management and problems resolution capabilities.

TECHNOLOGY IS THE KEY
ENABLER FOR OUR STRATEGY
IMPLEMENTATION

Innovation in enterprise
solutions

Artificial Intelligence and Machine Learning analytics to
support business & corporate decision making and Cloud
based platforms to allow for expansion and handling of

Data

Elastic & scalable
infrastructure

Upgrades of central and store infrastructure & equipment to
software defined network technologies for fast delivery of new
rich player experiences, ready to take full advantage of 5G

14



2> PEOPLE, LEADERSHIP, STRUCTURE & CULTURE

TRANSFORMATION OF MINDSET, CULTURE AND WAY OF WORK IS NECESSARY. OUR SUCCESS DEPENDS ON OUR
FLEXIBILITY, SPEED AND ADOPTION OF CHANGE. OPAP FFWDS INTO A MODERN COMPANY WITH YOUNG AND

DYNAMIC SPIRIT.

Perform efficiently and
effectively, with structure and
resources aligned with our
business needs

Leadership commitment to
spread and embed desired
Culture & Engagement
throughout the company.
Alignment of processes, systems
and way of work towards this
direction

Structure
optimization |,

Instill the
right Culture

BUILDING
THE AGILE
COMPANY

Right Skills
& Talents

y

Inspiring
Leaders

Enhance focus on re-skilling and up-
skilling of our people. Develop
talents.

Role models and drivers of
performance, change and
innovation towards the agile
organization

&
I;

15



2 SUSTAINABLE MINDSET THROUGHOUT OUR STRATEGY

IMPLEMENTATION

PROMOTING TRUST & PROTECTING OUR CORPORATE REPUTATION

‘11 MARKETPLACE

m WORKPLACE

t& ENVIRONMENT

Supporting our Society Protecting our Players Developing our People Mitigating our impact

Our corporate responsibility
strategy is built around the pillars

of:

Sensitive
social groups

aiming to cater significant social
needs and create a better future for
youth.

We have proactively established an
environment that provides:

—_

Fair gaming
experience

Reliable = o o
customers

Safe

Level 4 (highest) certificate in
Responsible Gaming by the
World Lottery Association

We are committed to support and
develop our People, by best
matching people’s preferences and
skills. Our ambition is to create a
working environment that aligns
People’s needs with Company’s
targets

We focus on keeping T

OPAP as a great place
to work.

We work systematically towards

optimizing our
environmental footprint

by complying with current
environmental legislation &
conducting all necessary
environmental impact assessments.

ESG CONSIDERATIONS ARE PART OF OUR BUSINESS AND DECISION-MAKING PROCESS AS WE ACKNOWLEDGE
THEIR IMPACT ON OUR AMBITION TO INCREASE STAKEHOLDERS VALUE OVER THE LONG-TERM

COoo

16



2> CSR IS PART OF OUR DNA. OPAP REMAINS THE GREEK
CSR CHAMPION

@ COMMUNITY TRUST
:

Children Hospital « Sport Academies OPAP Forward «  Wishing Launch of new

Renovation evolution * Recruit new SMEs Ornaments pillar focusing
program e Sustain existing « Mad for a Cause on education
« COVID-19 support ones
initiatives
‘ : ? Customer Centricity: Active engagement of our Retail network through
EENTBTEH dedicated CSR programs and the general public through
SQUAD opap the Contribution Squad app

No 1 company in CSR
acknowledgement in Greece
amongst companies operating
IN Greece with 74% awareness
of our Initiatives*

17



Expand the knowledge
over our customers to
deliver personalised
gaming experience

L ead the online
domestic market




