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The world of investing is changing




And of course this is happening...
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Customer behaviours are certainly changing...

By 2020 customers will manage 85% of their

transactional relationships with businesses

without ever interacting with a real person.
That's less than four years from today!

— Gartner




Transactional requires a great customer experience...




.FTSE 100
.CX Excellence Top 100

FS revenue, the last three years

Companies with a focus on CX stand to gain 14.2% revenue growth

- 163% difference

+5.4% -

Financial Services
+14.2%

+3.7% — 38% difference
Travel & Hotels f

+5.1%

Non-grocery retall
+15.8%

—§—>2750% difference
Grocery Retall ’ ’

+5.7/%

0% 4% 8% 12% 16% 20%

Ref: Nunwood/KPMG CX Excellence rating



What’s on the digital growth curve?

The following areas will provide the best opportunities for the FS industry
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1) It’s time to plan for a digital future...

4.3

of CMOs are responsible
for customer experience
in their organisation










Even device behaviours are changing



The B2B product cycle has even changed

Explore

Buyers identify a
need or opportunity
and search on the
Net to learn more

Evaluate

Buyers take a look at
more options while
online; this search
maybe influenced

by peers and vendor

Interaction

Engage

Buyers initiate
further contact with
providers, including
proposals, to inform

their decision

making

Experience

Buyers use a
solution, such as
pilots or POCs, and
develop a view
about its value
based on usage




aru Naqui, VP of data and analytics, Barclays
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Digital marl g professionals need to own
the data and insight across the digital journey
to delivery more opportunity, transparency

and governance”

— Julian Bremner, Head of Digital Sales and Products, TSB



Key themes for professional and HNW audiences

Frustrations

Too much
noise

Too many Too much

channels advertising

Expectations

More More

relevance convenience




The future role of digital for wealth management

Better service, less effort

Recognise
prospects

Increase Reduce time

efficiency. to deliver el rEi

opport-
unities

Reduce ops business
costs insights

Outcomes

INncrease In

Increased AUM per Grow client

client

profitability base
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Your audience has There's plenty of data Marketers are the glue
never been more open to create compelling between the customer
to a digital relationship business cases and the business







And here’s how you can continue to win...

- You will need a digital roadmap

» You will need to profile all your customers’ behaviours

 You will need to invest in digital, data and customer servicing talent
» You will need to improve content processes, talent and outputs

» You will need to improve your speed to market

 You will need to buy technology that will enable success

- You will need an operating model that can stomach innovation and speed
- You will need products that cut through with customers

- Ultimately, you need a best-in-class customer experience






Questions?




Thank you

Mark Hopkins
Executive Director
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@ormlondon
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