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Targeting the future customer

Customer engagement in the financial sector
26 June 2018



Put your
customer first

Value your customer, understand
their needs and offer relevant
products and services

Outcomes:
Customers receive a positive and transparent experience throughout their association with a company

Customers receive marketing information that is relevant to them and reflects their preferences

Customers receive prompt, efficient and courteous service
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Respect
privacy

Act in accordance with your
customer’s expectations

Be diligent
with data

Treat your customer’s
personal data with the
utmost care and respect

Be honest
and fair

Be honest, fair and transparent
throughout your business

Take
responsibility

Act responsibly at all times
and honour your accountability




Qe

dima

| would like more O
transparency about how my 8 8 /O

data s collected and used , , Agree

Source: Foresight Factory / DMA / Acxiom | Base: 1047 online respondents aged 18+, GB, 2017 DMA
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Support for data-sharing in exchange for personalised benefits
“Please rank the following in terms of what makes you happy to share
your personal information with company”

67%

Time Tailored Tailored Advice & Location
<V> sensitive Offers product Tips based

discounts ideas discounts

we are the
dma Data collected by DMA UK and Foresight Factory—Data privacy: what the consumer really thinks 2018
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Account Aggregation ' Payment Initiation

Initiate money transfers and
payments from any bank or
account in your app or website.

We collect high quality, full-range
data and account information
that’s easy to understand.

Personal Finance

Management Categorisation

See rich insights into your
customer’s behaviour and help
customers manage their money.

See a more comprehensive capture
of your customer data with our
smart categorisation.
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“A new era of banking in Europe”

h The result of an open access to data
dma across financial institutions
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Digital transformation is shaping a whole new standard
for financial service providers (FSPs).

Functional satisfaction with banks is the top reason for staying:

°®

. No issues with Good service Convenient / Easy

current bank/s
dma



Customers are habitually “loyal” to their
banks: three quarters of consumers
revealed that they had not switched

provider for at least 6 years.

-
40% saying they have never changed
bank.

» In financial services there is remarkable
consumer inertia.

Inertia, not necessarily loyalty.




A customer portrait
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MASTERS of CONTROL

A service that updates you automatically on which saving
accounts you can access to benefit from the best rates
(59%)

Personalised recommendations about how better
to manage money
(55% - 16 to 34 yo)
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MASTERS of CONTROL
Micro Saving Applications
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OMNICHANNEL

A service that gives access to a dedicated personal virtual
assistant to speak to at any time to help with the banking tasks
(53% - 16 to 34 yo)

Invitation to review personal finances one-to-one with a
customer service representative at branches
(52% - 16 to 34 yo)
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Chatbots and Intelligent Assistants

Pacific Coffee PP
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REWARD ME MORE

Require rewards for their loyalty
(61%)

Get access to exclusive offers/discounts
for other brands & shops
(51%)



REWARD ME MORE

. MasterCard Pay with Rewards
By MasterCard

MasterCard.

‘ Introducing
MasterCard

e Ui B Pay with Rewards
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Pays for A’s by Zions Bank
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Targeting the future customer

PUT CUSTOMERS IN CONTROL AND
REWARD THEM FOR THEIR LOYALTY

A

L PERSONALISATION & USE DATA SMARTLY,
Q’ CREATIVITY TRANSPARENTLY AND BUILD TRUST
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