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Our approach to email has changed
January 2015
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We've used and abused emaiil

Auto pilot approach
In the world — because it ticks a box
of digital
marketing
emails just

aren’t sexy

Used as a Very tactical
distribution
tool

BLACKROCK’



Why is this a problem?

Generic messaging
Focus on vanity metrics

Where we have behavioural metrics we don’t use these to optimise
the Clients’ experience and make it more relevant

Email is not integrated into the broader contact strategy

Not designed for device

BLACKROCK’
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We decided to change our relationship
with email

BLACKROCK’



We're now more strategic

Client Life-stage approach to optimise communication...and ultimately
drive an action

Behavioural driven, trigger activity — customer context, providing
Interaction on their terms

Personalised content

Engagement scoring — delivering qualified leads to sales

Capturing preferences up front — tell us what you want, when you want it
Ironically... it stops our sales team bombarding clients with emails
Designed for mobile

Content is still king

BLACKROCK’
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Email driven life stage programme

ACQUIRE

STARTS WEB SALES EVENTS SOCIAL MEDIA
registration PARTNERS

< BEHAVIOURALTRIGGER ACTIVITY >

CLIENT JOURNEY

AUTOMATED EMAIL

PROGRAMME
WEB, EMAIL, CPC & DM

COMMS

RE-ENGAGE
WIN-BACK
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< BEHAVIOURAL TRIGGER ACTIVITY >

“Highest value” clients IN-LIFE The “Longtail”
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Making emails relevant

Capturing contact preferences NO OF RESPONDERS
(customisation) lets us know
WHAT our clients want to hear about
and WHEN.

ENGAGEMENT LEVEL

60 CONTACTS HIGH
Behavioural driven trigger activity (1%) (SCORE 23+)
(personalisation) gives us customer
context and lets us (efficiently)

H H 95 CONTACTS MEDUIM
interact on their terms (1%) (SCORE 2 -22)

Leading to better targeted, timely
and relevant content, increasing

brand engagement and retain/grow 1,210 CONTACTS Low
client base. (15%) (SCORE 1-2)

Engagement scoring lets us pass

on qualified leads to Sales

6,671 CONTACTS NON RESPNDERS
(83%) (SCORE 0)

BLACKROCK’



Triggered emails deliver better responses

s= view online.

For Professional Clients Only

BLACKROCK®

$ ®

THE THE THE THE THE
SAFE CAUTIOUS OPPORTUNITY CONFIDENT ADVENTURER
SAVER INVESTOR SEEKER INVESTOR

Five funds that recognise your clients.
One guide to help implement portfolios, quickly
and efficiently.

BlackRock Consensus Funds are designed to be simple,
transparent and cost-effective investment solutions. The Funds
cater for a variety of risk appetites — from ‘low risk’ through to
‘highest medium risk’ (as indicated by the independent risk
rating).

time.

Download your free adviser guide and help match your client’s needs. It includes:
= What are BlackRock Consensus Funds and why choose BlackRock?

® The BlackRock advantage

= The benefits for investors

= How to invest

These allow investors to move exposures between the different
funds as their particular needs and requirements change over DOWNLOAD

BLACKROCK’
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OPEN RATE

4,6%

CLICK RATE
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Triggered emails deliver better responses

Download your complimeantary adviser guide today. View online.

For Professional Clients Only

OPEN RATE iShares:
ishares A‘_.‘

1 7 /0 - v
Get your iShares
Core Series Guide

ABOVE BENCHMARK - -

The iShares Core Series allows you to put high-quality,
low-cost funds at the heart of your clients' portfolios —
and gives you the flexibility to design portfolios that can
help meet their unigue investment needs.

Download the complimentary adviser guide to:

» Get an overview of the features and benefits of
l LI l K RAT E the iShares Core Series

¥ Learn flexible ways of using these low cost

0 products within a portfolio
¥ See examples of how they can be used as building -
o blocks in a client's portfolio -
» Read about fund details and how to buy Download >

ABOVE BENCHMARK

iShares.com

© 2014 BlackRock, Inc. All rights reserved.

BLACKROCK’



It stops our sales teams bombarding our clients

For Qualified Investors Only

Ii iShares

by BLACKROCK"

iShares ETFs being listed on SIX Swiss Exchange

We are pleased to inform you that the following 14 ETFs are now cross-listed in
Switzerland on SIX Swiss Exchange. Please click on the following links or contact us for
further information.

Equity ETFs

* iShares FTSE 250 UCITS ETF
? iShares MSCI Japan USD Hedged UCITS ETF
? iShares S&P SmallCap 600 UCITS ETF

Fixed Income ETFs

? iShares Euro Corporate Bond 1-5yr UCITS ETF

* iShares Euro Corporate Bond Financials UCITS ETF

* iShares Global Corporate Bond EUR Hedged UCITS ETF
? iShares J. P. Morgan $ EM Bond EUR Hedged UCITS ETF

Interest Rate Mitigation ETFs

? iShares $ Short Duration Corporate Bond UCITS ETF
* iShares $ Short Duration High Yield Corporate Bond UCITS ETF

* iShares § Ultrashort Bond UCITS ETF
” iShares Euro Ultrashort Bond UCITS ETF

? iShares Euro Corporate Bond Interest Rate Hedged UCITS ETF
* iShares $ Corporate Bond Interest Rate Hedged UCITS ETF
* iShares £ Corporate Bond Interest Rate Hedged UCITS ETF

For more information on the interest rate risk mitigation ETFs and other iShares ETFs, click on
the button below.

FIND OU

ORE

iShares

by BLACKROCK

LIVE Q&A
iShares Market Perspectives
Friday 8th November

We all know it has been a tough job market since the financial
crisis. But behind the high unemployment rate lie some even

more troubling longer-term trends, in particular, stagnant wages,

which could have significant long term consequences for the
economy and the markets

Please join iShares Global Chief Investment Strategist, Russ
Koesterich, for a live call where he'll discuss

Why is income growth so slow?

What does stagnant wage growth and an increasingly
uneven income distribution imply for the US economy?

What are the implications for the markets?

Help shape the call—email Russ your questions now at
questions@iShares.com.

A replay will be posted to the iShares.com website at this
location 57 business days after the call

Mark Johnson
Head of iShares UK

iShares.co.uk

© 2013 BlackRock, Inc. All Rights Reserved

If you prafer not to receive emsils in the futurs, click hers to unsubscribe

For Professional Clients / Qualified Investors Only

Date:
Bth November, 2013
Time:
4pm GMT / 5pm CET

Toll free number:
0808 101 7548

SAVE THE DATE

For Professional Clients/ Qual

ied Investors / Sophisticated Clients Only

Ii iShares

by BLACKROCK"

LOOKING GLASS
Quick Take on Markets

FOMC - "Steady, As She Goes"

Last night's FOMC was largely as expected, ledging both the
pressure from fallen oil prices and further improved labour market. Key points below:

«+ They watered down the pledge to hold rates near zera despite keeping "considerable time"
and added "(the Committee) can be patient in beginning to normalize the stance of monetary
policy”. We think that the new statement introduces greater flexibility in interpreting data but on
balance is neither more dovish nor hawkish than expected Ms. Yellen also stressed data
dependence in the press conference that followed. She further said that the Fed won't be
raising rates for a “couple of meetings” and then clarified that as ‘twa meetings” upan further
questioning by a reparter.

Follow the dots - officials see interest rates rising more slowly over the next two years
compared with the last estimate in September. However, one more participant than September
(15 vs. 14 then) chose 2015 as the appropriate timing of the first hike. This is in line with our
expectation of mid next year lift-off at a slow pace.

The following statement on inflation was new: *(the Committee) continues to monitor inflation
developments closely” - a nod towards the risk of fallen ol prices keeping inflation below
target. This is somewhat dovish but not surprising.

The statement did not include any mention of recent risk asset correction kt suggests their
focus stays mainly on the domestic economic recovery, which shows signs of accelerating.
However, it is still unlikely that they would risk triggering a major risk-off through sudden
hawkish moves, as so far this year they have been largely on the cautious side.

Market reaction and investment strategy

Markets welcomed the lack of hawkish surprise with a relief rally. US equities gained the most

BLACKROCK’
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Content is still king

OPEN RATE
%

ABOVE BENCHMARK

CLICK RATE
%

ABOVE BENCHMARK
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Buildon
BLACKROCK'

Only 19%* of Investors can
work out where to find the

best sources of Income

The hunt for income is hard. That's why we've created The BlackRock Plan for
Income.

Use it to delve deeply into the mindset of investors and access our
smartest thinking on where to find meaningful income.

Then build your own bespoke toolkit to help you find the yield your clients
demand.

Inside the toolkit you'll find: Build Toolkit >

Y» Client Insiders: views of thousands
of savers and their portfolios

) Conversation Starters: talking
points to help you drive client
discussions

) Best of BlackRock: our latest
income investment ideas

Capturing income and growth opportunities among Europe’s many high
quality companies

BlackRock Continental European Income Fund

BlackRock




Content is still king

= from iShares. If you are unable to see this email, please vizw

if iShares'

by BLackRock: For EMEA-based Investment professional use only

Every investor is unique. O PE N RATE

That's why there's iShares. ” o
Get your ETF Toolkit today. ' ; /0
In today's volatile markets, giving your clients

access to growth and income opportunities X

demands a different approach. ETFs offer a
transparent and cost-effective way to spread risk

and create customised portfolios. That's why A B OV E B E N C H M A R K
they're increasingly in-demand from the world's

most demanding investors.

To give your clients a competitive edge, get your

free Adviser Toolkit from iShares. It's a GET YOUR FREE
comprehensive reference for everything you ETF TOOLKIT NOW
need to know about ETFs, including strategies

for employing them in your clients' portfolios. D
| Whyishares? /0
Professional quality - iShares delivers quallty prOdUCT.S that can

help you navigate today's volatile markets.

Individual cheice - As your partner, iShares helps you execute C Ll C K RAT E

investment ideas with insights and support.

Responsible innovation - iShares is an industry leader in making
investing clearer, fairer, and efficient for you.

BLACKROCK’



Emails designed for mobile

627

OF EMAILS
ARE OPENED
ON MOBILE

Emails designed for mobile,
built responsively, to
display on all devices.

Short, sharp, engaging
copy, easy-to-scan design

BLACKROCK’
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For Professional Investors Only

BLACKROCK'

EVERY NUMBER TELLS A STORY
BGF GLOBAL ALLOCATION FUND

EVERY NUMBER TELLS A STORY

BlackRock's BGF Global Allocation Fund has a go-
anywhere, fiexible Investment approach across
traditional and non-traditional assets, making it ideal for
a core holding in small, medium or large portfolios. Our
numbers speak for themselves.

® Watch video

No.1 The most experienced global multi-asset
management team in the world
The BGF Glebal Allocation Fund has the number 1 multi- -

asset investment team in the world, led by the renowned

Dennis Stattman, Dan Chamby and Aldo Roldan.' THE MOST EXPERIENCED GLOBAL

MULTI-ASSET MANAGEMENT TEAM
IN THE WORLD

The cumulative return of the Fund since 1997 is 226%

Had your ciient invested $100,000 in the BGF Global
CUENT'S RETURN WOULL Allocation Fund in 1997, today it would have grown into
EY HAD INVESTED INTHE FUND  more than $300,000.2

IN 1997

1/3rd less risk than global equities

Over its 16-year history, the Fund has delivered retums in
excess of global stocks and bonds with 1/3rd less volalility J v )
than global eguity markets.? . o -

:;Guld_ Iw T

For Professional Investors Only
BLACKROCK"

EVERY NUMBER TELLS A STORY

BlackRock's BGF Global Alocation Fund
has a go-anywhere, fexible investment
approach across fraditonal and non-
traditional assets, making it deal for & core
holding n small, medium of |arga pomfoios.
Our rumbers speak for temselves

T Waich video

No.1 The most experienced global multi-
asset management team In the world

The BGF Global Allocation Fund has the
number 1 multi-asset investment team in the.
world, led by the rencwned Dennis Stattman,
Dan Chamby and Aldo Rolden.*

The cumuiative retum of the Fund since
1997 is 226%

Had your client invested $100,000 in the
BGF Glabal Allocation Fund in 1997, foday it
wouid have grown into mora than $300,000.2

Over its 16-year history, the Fund has
delivered returns n excass of lobal stocks
and bonds with 1/3rd lese voiality than
global equity markets.’

B 5 =

BlackRock.com
@ 2013 BlackRock. Inc. Al Rights Reserved
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The more strategic you can be, the better

Moving away from tactical use and generic messaging has led
to higher response rates

Using metrics effectively lets us create customer journeys that
Improves relationships and leads for sales

Emails have to be designed for mobile

Our emails have to be relevant. Behavioural trigger activity lets
us personalise messaging further than salutations.

BLACKROCK’
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What's next?

EMAIL

Dynamic Content
efficient personalisation of content
based on past interactions

Open time personalisation

customising email content using real-time data
accessed when client opens email

Bundling comms

we’ve got lots to say, but we can’t overload our
clients

A/B testing

subject lines, content & creative

BLACKROCK’
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