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Service Innovation 2019

Part of The Financial Services Forum’s commitment to improving
financial services marketing has been via our Awards programme,
designed to understand the role of marketing and prove, beyond
doubt, the significant impact that effective marketing makes in
long-term business success.

The growing importance of innovation in financial services today, and

its vital role in engaging with and empowering customers in the future,
prompted us to develop the established New Product, Service and
Innovation category into a new set of awards — recognising innovation
in financial services that delivers tangible benefits to both consumer and
provider.

Most customers are not interested in technology for technology’s sake
— nor are we. So, these new awards focus on the overall impact the
innovation has had on the sector, audience or consumer, and whether
the innovation achieved or exceeded its objectives and goals. The
initiative will have benefited the customer as well as the company.

| would like to take this opportunity to thank the judges for the time and
diligence in selecting the winners, and congratulate the winners and
commended entries for their outstanding achievements.

David Cowan
Managing Director
The Financial Services Forum

www.thefsforum.co.uk/awards
#FSFawards2019
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Congratulations to all the
winners and commended
entries for their outstanding
achievements

Categories Judges’ Awards



Customer Interaction and
User Experience

Winner

Aventus: Bancassurance Innovation

The Aventus platform was borne out of co-founder Peter
Goodman'’s sheer frustration, as a customer of a leading retail
bank. Three years ago (and still to this day) when he clicks on
“Get Home Insurance Quote” in his banking app, he is asked a
series of questions they already know about him, such as address
and DOB, and finished with “What type of banking relationship do
you already have with us?”.

This frustration led to the co-founders recognising an opportunity
to overcome the lack of customer-centricity to be a focus in
insurance distribution. They quickly realised that antiquated
systems were preventing innovation, and so spent three years
building a tech platform from scratch. Aventus bridges the gap
between legacy insurance systems and the desire to innovate in
any digital environment.

Commended

Heartwood Investment Management: Heartwood’s
Dynamic Reporting Project
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Customer Loyalty

Winner

Heartwood Investment Management: Dynamic
Reporting Project

This project started with a radical internal vision. Client’s digital
expectations have been transformed through their engagement
with other industries (banking, on-line shopping) but reporting in
the wealth management industry is largely unchanged: quarterly
reporting, that is long on worthy detail but largely unread.
Through a workshop process internally and with external parties
they asked, ‘what would a good experience look like?’, ‘what is
possible?’.

As an industry we have delivered period-based reporting that

is — in the words of one adviser — ‘nothing better than wallpaper’.
Reporting wasn’t engaging to the client, wasn’t timely, or telling
them what they wanted to know.

Heartwood sought to address this through the delivery of a
range of reporting tools that are engaging, dynamic and relevant.
They created a range of outputs that have transformed client
engagement and set a new industry benchmark.

Commended

Yulife: Life’s a Game - Level Up
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Customer Service

Joint Winners

Pepper UK: Pepper UK

Pepper UK’s client a leading bank use Pepper as
their outsourced white-list servicing division. They
have a unique and bespoke approach to customer
service, which is unmatched by its competitors
and resonates deeply with their brand values and
customer perception. It is something so unique that
it requires tailored training resources and activities
to get across the right messaging about what
customers expect and how to represent the client’s
brand - this is not limited to chanting songs around
the business!

pepper
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NS&l Government Payment Services:
Help to Save

Help to Save (HTS) is an innovative UK savings
account product which originated from government
policy for targeted incentives to promote saving
among people on low incomes. Research by Money
Advice Service (2016) showed that 4 in 10 (16.8
million) working-age people across the nation lack
a savings buffer, with less than £100 in savings
available to them at any time. HTS was designed to
empower working people on low incomes to build
their savings and encourage an ongoing saving
habit.

& Government
NS&1 Payment Services



Data Usage & Analytics

Winner

Aviva: Our Claims Motor Valuation Tool

Following feedback from frontline handlers, a solution through
Aviva’s inhouse claims innovation team was identified. It has
become part of Aviva’s digital transformation strategy with a
shared passion to help make claims simpler, easier and effortless
for customers. Starting two years ago, and in several increments,
Aviva have built digital and analytics capability to give handlers the
ability to generate a fair market value for vehicles at just the click
of a button.

Commended

Corgi HomePlan (Worship Agency): Customer Needs
Analysis Innovation
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Financial Inclusion

Winner

NS&l Government Payment Services: Help to Save

Help to Save (HTS) is an innovative UK savings account product
which originated from government policy for targeted incentives
to promote saving among people on low incomes. Research by
Money Advice Service (2016) showed that 4 in 10 (16.8 million)
working-age people across the nation lack a savings buffer, with
less than £100 in savings available to them at any time. HTS was
designed to empower working people on low incomes to build
their savings and encourage an ongoing saving habit.

Commended

Banking Circle: Banking Circle
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HM Government

Start a new
savings habit

Help to Save - the secure, easy to manage
gavernment savings account with up to
E1.200 in taxfree bonuses.

helptosave.gov.uk



Investments

Winner

NS&l Government Payment Services: Help to Save

Help to Save (HTS) is an innovative UK savings account product
which originated from government policy for targeted incentives
to promote saving among people on low incomes. Research by
Money Advice Service (2016) showed that 4 in 10 (16.8 million)
working-age people across the nation lack a savings buffer, with
less than £100 in savings available to them at any time. HTS was
designed to empower working people on low incomes to build
their savings and encourage an ongoing saving habit.

Commended

Janus Henderson Investors (The Hub): A Step Change
for UK Investments

Thesis Asset Management: Thesis Managed Income
Service

HM Government

Start a new
savings habit

Help to Save - the secure, easy ta manage
gavernment savings account with up to
E1.200 in taxfree bonuses.

helptosave.gov.uk
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Winner

Janus Henderson Investors (The Hub): A Step
Change for UK Investments

UK savers’ wariness — and avoidance — of investing has
represented one of the industry’s biggest issues for decades.
Despite this, few providers have acted. Since 2015, Janus
Henderson Investors had been educating savers through ‘The
Cost of Cash’, a media relations initiative. This has been highly-
successful but designed to work at a ‘high level’. In 2017,
Janus Henderson Investors conducted far-reaching research
to understand how they could build on this and engage at a

solution.
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more individual level. Competitive reviews, analysis and planning
meetings pointed them towards a new, radical, content-led digital

Marketing & Communications

stepstoinvesting.com



Mobile Delivery

Winner

First Direct: Artha

First Direct wanted to pioneer a new business model by fully
embracing the new world of Open Banking. The idea behind
“Artha” was to build a singular app platform that would allow
non-customers to be able to sample our world-class customer
services and be able to “try before they buy” through aggregating
their accounts held with other providers. We therefore decided to
partner with FinTech — Bud who, as a start-up, had the capacity
to drive innovation forward in a faster timescale and could try new
and innovative ideas with a base of users to rapidly evolve and

improve the app experience.

D

first direct

ar t h a
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Payments

Winner
Verifi: Order Insight

Working directly with their issuer partners and merchant clients,
Verifi identified a need for dispute validation and dispute deflection
at the point of transaction inquiry. Research shows that up to 34%
of disputed transactions are caused by friendly fraud or consumer
confusion. Verifi identified that issuers were automatically issuing
provisional credits to consumers who queried a transaction,
without confirming the transaction as either legitimate or
fraudulent. The solution Verifi developed, Order Insight®, allows
consumers to review transaction details via issuer-hosted mobile
app or online banking portal, reducing billing confusion. Issuer call
centres can also access order details to validate sales and deflect
unwarranted disputes in near real-time.

Commended

Banking Circle: Banking Circle
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Product Development

Winner

Aviva: Our Quote Manipulation Product
Development

Bl AvivA

Following feedback from our frontline handlers, a solution through
our inhouse claims innovation team was identified. Working in

an agile way and deploying systems thinking principles. It has
become part of Aviva’s digital transformation strategy with a
shared passion to help make claims simpler, easier and effortless
for customers.

Fully automated solution was delivered in June 17 for our UKD
business. It was extended to include our Quote Me Happy /
GA brands in Q3-17 and in 2018 we have extended further into
intermediated channels.

Commended

Legal & General Surveying Services: SmartrSurvey

Aventus: Bancassurance Innovation
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Transforming the VWorkforce

Winner

Canoe Intelligence: Canoe Intelligence

Canoe Intelligence was incubated within a prominent Family
Office that faced what every family office and every investment
allocator faces — the unbearable manual burden of managing

the operational workflows associated with their alternative
investments. As a result, allocators need to ingest tens of
thousands of PDFs manually, categorize and rename them
appropriately, read, process, and extract the key data points from
the documents. Once extracted, allocators aggregate all of this
data across their portfolio in a digestible, digital format that they
then report and account on to their families, boards, and clients.
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Judges’ Special Award

Best Start-Up

Winner

Aventus
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Judges’ Special Award

Best International Entry

Winner
Ziraat Bank
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§E Ziraat Bank

More than a bank
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Judges’ Special Award

Best B2B Entry

Winner
Banking Circle

BANKING
CIRCLE

Judges’ Special Award

Overall Momentum

Winner

Aviva
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The Financial
Services Forum

020 7449 9000
info@thefsforum.co.uk
www.thefsforum.co.uk
@TheFSForum
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In 2000, a handful of senior financial services executives
met informally, to share ideas and knowledge with

their industry peers. They talked about the sector,

their business and how all concerned could benefit
significantly by optimising their individual and corporate
marketing effectiveness.

So began The Financial Services Forum, as a
membership-community of like-minded professionals.
Their focus was to improve their understanding of the
consumer, the marketplace and their own marketing
performance.

The Forum continues to provide that focus, and

the critical insight, which allows our Members to
concentrate on improving performance by putting
marketing effectiveness first. Not only does this benefit
them individually and their organisations, but also,
ultimately, their customers.

What makes The Forum’s agenda both relevant and
beneficial is the fact that it is totally independent and
sector specific. It involves the right people, addressing
the right topics — both current wisdom and future trends
— through a mix of events, publications, communities
and online resources.



