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. . . SIMON ¢ KUCHER & PARTNERS
CrOSS'Selllng IS hot Worklng at most banks! Strategy & Marketing Consultants

Number of presented / offered products on homepage: Average number of used products per customer:

80-120 1.5-95.0

Source: Simon-Kucher & Partners
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First problem: Custqmers are not in brapches or on thg s s e
homepage: They are in the online / mobile banking login area  strategy & Marketing Consultants

PERSONAL PRIVATE BUSINESS CORPORATE INTERNATIONAL

Security & Support Life Moments Ways to bank

Current accounts & credit cards

Making everyday banking easy

Day to day banking

Saving & Investing

Current accounts>
Personal Borrowing MNew customers Existing customers
Select account » Manage your current > Q Compare current accounts »
account
Mortgages Find a new current account » D Guide to moving banks »
Manage your overdraft »
switch your banking to RBS > D Current account rates & charges >
Insuring & Protecting . Manage your Direct Debits > — ) .
Joint Accounts > mm Accessible Debit Card >

MyRewards >
Overdrofts »

Travel Student Overdraft »

MyRewards .
Credit cards>
MNew customers Already a customer?
Find a new credit card » Manage your credit card > Q Find a new credit card >
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Second problem: Communication is too often directed to iR R RS
“system 2 not 1”7, But that “system” is not available for banks! Strategy & Marketing Consultants

F5 X 25 = ?

The thinking of “system 1” is... The thinking of “system 2” is...

» Intuitive and without effort = Effortful
= Fast = Slow and limited (people are using it for
= Always available for nearly all people work or things they are interested in)

= Not available to same extent for all
people (different levels of intelligence)

=  Emotional

= Rational

Source: Simon-Kucher & Partners
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e L. Lo .
Gamlflcafuon_ Is one elerpe_nt of intuitive “system 1 e S e e
communhnication in the dlgltal world (1/2) Strategy & Marketing Consultants

Project example of a
gamified financial health

check and programme,
pre-filled in the login area

ofx s
s HausBank-Vortelie >

Sie das Bedarfspuzzle,

e oo N ~~“‘ v us Nichste
alles gudacht. Vergolden Sie @s. Gesamisiat .
——— S N vevsorgt. Gleichzeitig Stufe
— and S dberall escxeltont >

: ; GOLD
i S von attrakthen Troueprimien & Vorterlen. +250

SUBER
: — +50
| KOMFORT >
BASIS ?
Genutzte Bedarfsfelder
3von 5

Treuepunkte

450

Treueprimie

10 € ?

Treerabatt Girokont,

12 € ?

P.a.

Source: Simon-Kucher & Partners
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e L. Lo .
Gamlflcafuon_ Is one elerpe_nt of intuitive “system 1 e S e e
communhnication in the dlgltal world (2/2) Strategy & Marketing Consultants

FIFA,om Panini Online-Sticker-Album

gy,

Project Example

OFFICIAL LICENSED
STICKER ALBUM

Source: Simon-Kucher & Partners
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Project: Development of new modular price / product / e S e e
sales concepts in three different product categories Strategy & Marketing Consultants

™ |
& )

& 4 67%

™

Mit Kreditkarte zahlen
& auf Reisen gehen

v

Mit der VR-BankCard

zahlen & Geld abheben 2
Vermégen
diteorientiert
v ege 67%
Geld iiberweisen [
& Konto verwalten i]
Mindest-

Liquiditatsreserve
bilden und halten

< zurtick Leistungsversprechen > | Kreditkarte auswahlen

Flexibel auf neue
Lebensumsténde
reagieren

Das Eigenheim
passgenau
finanzieren

< zuriick Leistungsversprechen > Jetzt Sicherheitspaket wahlen »

It is very important to design these application in a consistent way to have the chance afterwards to
merge them together to a holistic digital product platform (see next page).

Source: Simon-Kucher & Partners
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“Financial health check” and Customer programme

platform

Coverage /
status level

167
Coverage
Points
ta o

Product Categories:

3outof5 ®
Coverage Points:
167 Points ®
Status Points:

167 Points ®

Loyaity Discount Account:
€1permonth (?)

Loyalty Discount Loan:

0,15% ®

ACCOUNTS & CARDS

OWN HOME

BANK

STATUS LEVEL BASIC

SIMON ¢ KUCHER & PARTNERS

Strategy & Marketing Consultants

Get
4 Extra
Points

By clicking on the different cards, the cards are flipped and customers are

Pricing and sales success in the digital world

guided to product configurators (see previous page)

“Open Banking”
platform:
customers can also
import or enter
third-party
products; own
products are pre-
filled



. . “ . .
Integrated onllne-shops like “credit card configurators” B RS
are directed to up-selllng Strategy & Marketing Consultants

ACCOUNTS & CARDS

ACCOUNTS & CARDS

Pay with credit card &
access additional liquidity

Pay with credit card &
access additional liquidity

Pay & withdraw.

Pay & withdraw
money with debit card

money with debit card

Transfer money &
manage accounts

Xy

Overview of credit cards

GoldCard as part of the
EEEESEEE T

Worldwide acceptance v

L) Transport accident insurance

Comprehensive travel insurance package v

Discounts for travel bookings v

Including 2 debit cards v

Interest rate discount pa. -4 percentage points

Price p.m. EUR 6.00

Source: Simon-Kucher & Partners

Pricing and sales success in the digital world 9



SIMON ¢ KUCHER & PARTNERS

Compromise effect: Create a middle Option! Strategy & Marketing Consultants

Wine experiment with two scenarios (online wine merchant): Which wine would you buy?

"The wrong way" (Group A) Using the "compromise effect" (Group B)

How can we
increase up-
selling to the
EUR 10-
bottle?

Preference Distribution

Source: Simon-Kucher & Partners
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. . SIMON ¢ KUCHER & PARTNERS
Endowment effect (1): Create the right sequence of options! strategy & Marketing Consultants

AN © M M T

How can we

. . increase up- . .
selling to the

. premium
tariff? . .
Preference Distribution Preference Distribution
Average monthly fee: €2.80 Average monthly fee: €3.30
N= 79 N= 58

Trevisan (2017, forthcoming): The irrational consumer, slightly adapted, Simon-Kucher & Partners
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SIMON ¢ KUCHER & PARTNERS
Endowment effect (2): Ask the right questions!

ﬂ

Strategy & Marketing Consultants

Tornados Earthguakes Burglaries

T ED

Plumbing issues Electric problems Broken windows Vandalism

n

Arsons Floods

Group 1: Pick all the risks
you are worried about

N= 79

Group 2: Pick all the risks
you are not worried about

N= 58

Average number of
selected risks

2.97

Average number of
selected risks

2.53

Relevant

Relevant
risks: 2.97/10

risks: 7.47/10

Source: Trevisan, 2015
Pricing and sales success in the digital world
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Attraction effect: Create dummy options that are clearly e S e e
dominated by your premium option! Strategy & Marketing Consultants

LI YNN8 Subscription experiment: Pick the type of subscription you want to buy or renew.

Options and results: Group 1 Options and results: Group 2
m Print + Online m Print + Online
$59 $125 How can we $59 $125 $125
increase up-
. . - . lling to th . . . .
Preference Distribution zﬁl:glge?o © Preference Distribution

Average revenue per subscriber: $114.44

Average revenue per subscriber: $80.12

Source: Ariely, (2008): Predictably Irrational
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Conclusion: Important rules for more success in the

digital world in Retail Banking

At

Source: Simon-Kucher & Partners
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SIMON ¢+ KUCHER & PARTNERS
Strategy & Marketing Consultants

Think about using product configurators within the different
product categories

Develop an easy, combining story around your different
products to create a holistic product programme

Direct the attention to the missing products of the
programme

Combine different product categories to a holistic

customer programme, emphasize incomplete usage and
reward completion

Embed the different up-selling rules into
the configurator

14



Thank you!
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