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Do you really understand your customer base?
Does your customer acquisition & retention
strategy align with yvour company's intended
customer outcomes?

What role should Technology & Data play in this?
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The Digital Consumer
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Consumers increasingly addicted to online....
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...driving growth in Digital Advertising
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Financial Services Industry Digital Ad Spending in the US,

2016-2020
billions, % change and % of total digital ad spending

$18.25

12.2%

2016 2017 2018 2019 2020
[l Digital ad spending
B % change % of total digital ad spending

Search

£5.8bn

Social
display

£2.4bn

Other
display

£1.8bn

Google

Verizont

Facebook

(incdluding Instagram)

YouTube

Snap*

News
Google brands
Verizon®

Broadcasters

Long tail of other
media owners

2017 UK Online Survey




We are entering the Privacy age

Reasons non-users are not online

_ Not Don't know Privacy Computer Too
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PA graphic. Source: Oxford Internet Survey 2019

‘Almost /0pc of active internet users said they were uncomfortable with
targeted advertising and tracking data used by tech giants’



FinTech has consumed a lot of capital

ROBO-ADVISORS & PERSONAL FINANCE BLOCKCHAIN & BITCOIN INSURTECHS 2018 saw $128 billion invested globally into fintech. Investment in
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B2C business models are far from proven.

Nutmeg losses widen to £18.6 million

Nutmeg remains some way off turning a profit, with losses widening by 50% in 2018, but CEO
Martin Stead is confident his firm can be in the black by 2022.

« Tiller shuts shop as another robo bites
o 7 OCTORER 1 the dust

A robo-adviser backed by big industry names has closed its digital wealth management business
and started to hand money back to investors.

by JOHN SCHAFFER

Moola to close 18 months after sale by
founder Gemma Godfrey

Gemma Godfrey's old firm Moola is set to close at the end of February, 18 months after she sold
it.

by JOHN SCHAFFER
Posted 14 JANUARY,

T.RowePrice N

Investec W&I profits slump 50% after
robo writedown and costs spike

Investec Wealth & Investment took a 50% hit to its pre-tax profits, after canning its Click & Invest
platform in May.

by JACK GILBERT
Posted 21 OCTOBER,
2019

by JOHN SCHAFFER
Posted 23 DECEMBER,

T.RowePrice FN




In Pursuit of Growth
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FS outlook for the 2020s

m Growth

Turning the tide

Participants expect business volumes and
profitably to head upwards over the next
three months. Yet, it should be noted that
financial services sentiment is coming up

from a low base.

Growth from a Low Base

-

54 Investment

Rising investment

Hiring is up and this trend is expected to
accelerate in the coming quarter. As digital
transformation gathers pace, the survey also
highlights increasing investment in upskilling

and systems modernisation.

Digital Transformation continues
to “eat” resource & money

CBI PwC Financial Services Survey

Q4 2019

Competition

) 6 §

Competing for customers

More than a third of participants report that
the cost of customer acquisition has risen in
the past 12 months and will continue to
increase in the coming year. Participants
see the main barrier to acquisition and
retention as customer switching behaviour,

closely followed by technology.

Acquisition Cost & Loyalty
centre stage
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Rising cost of customer acquisition

Trend in aspects of customer base: past 12 months

Constraints on customer acquisition or retention
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Customers are becoming more expensive to acquire and to keep
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Prioritising marketing budgets

Percentage of marketing budget
Mean summary

1.7%

10.9%
I 10.2% 10.1%

Website Digital Mobile Social Digital Email ne SEO Paidsearch Event Channel /
commerce marketing marketing advertising marketing a dv n sing a dvon sing marketing  affiliate
marketing

A 2018 Gartner study
reported that marketing
leaders planned to spend
29% of their marketing
budget on marketing
technology (up from 22% in
2017), making it the single
largest area of investment
for marketers, followed by
labor, agencies and paid
media.
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An explosion in MarTech

Content & Experience Social & Relationships Commerce & Sales

OUSE Q browcace
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see http://chiefmartec.com/ Ir gy-landsca ic-2017/ for details Produced by Scott Brinker (@chiefmartec) and Anand Thaker (@anandthaker)

14



Data Gap continues to grow

Critical/important
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4 Digital Marketing
Principles for the 2020s




1) Understand your customers better

Homebuying Stage

buyer
1.415K (6%)

hunter
4.149K (18%)

saver
17.358K (76%)

Current Saving Accounts

accounts stockARGSharesISA
&Tss&wami‘: 0.222K 2%)

accounts.current
1.199K (13%)

accounts.
3.028K (32%)

__ accounts.others
BCCouNts hbISA 0.294K (3%)

2.944K 31%)

accounts. lifetimelSA
1.022K (11%)

o)

6K

4K

Salary Bands

Current Deposit Savings

&

Credit Score

Very Poor
487 (36%)

Excellent
437 (32%)

Poor
86 (6%)

Fair
136 (10%)

Monthly Savings
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2) Prioritise [Life) Context over [Product) Content

Your Life

RetireWise with ff key

Should you move to
a smaller property in

retirement? g

|
Bagging a " 2 Equity release 2
Real-life equity release stories: for
Understanding  far Millions of

Your Money

Il Fideity

Calculate now

‘ Life events

B

Having a baby later in
life

Virgin Money Living »
Smart suggestions and inspirational ideas from experts to help
you plan the big decisions in your life

There are many joys to having children
fater in lfe but there’s no doubt it can

disrupt even the bestaid financial

plans. We look ot some of the

R

financial considerations.

. i
& >

a

Finances for married life

You're back home after the
honeymoon and ready for a life
together. Here's what to think about so

you can make the most of it

Services - Guidance & tools - Funds

Setting up a business

Working for yourself can be an

amazing opportunity 1o spend your

time doing what you want. But it can

mean new challenges as well. Here
are some ideas to help.

Find out more

Pansions & retsoment

Markets & insights

Getting a new job
Changing your job can change your
life for the better, as long as I's the
right decision for your situation. We

have some ideas to help you assess
the opportunities.

Having a child is amazing, fulfilling
and challenging. We have some ideas
to help you prepare your finances for
the biggest (and best) change in your
life.

ing for your child’s
university

University can help your children
achieve their dreams, but it may come
with o significant cost attached, We
look at some of the ways you can
prepare for the opportunity.

18
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3) Try Coaching rather than Capturing

Looking for a New Year’s Resolution? Try
Coaching over Capturing in 2020

NER YEAR'S
Q\L;JQLMTIDVS

B e
= A3 soyer
P

a
Cheny bios

As we re-connect with people at the start of 2020, conversations will
likely turn to what we hope to achieve and perhaps what we need to
change this year at work and at home. Common among these
discussions is the need to live better....eat better, sleep better and do
more exercise.

Doing more exercise is the most common New Year's Resolution and
stats from the US show 12% of all gym members sign up in January. It's

fell on Feb 9th in 2019. It coincides with a rise in fast food being eaten.

also something we struggle to keep up with and “Fall of the Wagon Day"

[ 5 Reasons why Coaching beats Capturing

Better Engagement, More Insights
Cross-selling not Mis-selling
Building Brand value
Smarter Onboarding

Data Minimisation

19



4) Make it Easy to Use

High

c Prompts
-g Succeed Here
©
r
°
-

Prompts

Fall Here

Low
Hard to Do Ability Easy to Do

(&

amazZon
N

Buy Now
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Reimagining Pension
engagement




The Pension challenge (opportunity)

Generation X and their children and their children's
children will have to take personal responsibility for
their own retirement income.

Only 6% of UK adults use regulated advice and only 39% of
UK adults trust financial advisers to act in the best interest
of their clients.

We need to find a new way to engage people & support
better retirement planning.

22



Using life moments to engage & nurture customers

Can | help my
Kids to buy a
home?

Pension
consolidation

Life
Insurance

What if | get
divorced?

Equity
Release
Mortgagge
5

How am | going
to deal with
care?

Financial
Advice




FirstHomeCoach has helped over 90,000 first time buyers

Checklist

Saving up

.
o Find outyour borrowing power | > )

Create aproperty plan

Build your depasit |

First
pren

~

> )
\, ./

Making home ownership FHC theory of change - helping people move on in life
faster, cheaper, smarter

Ready
Deposit builder
To buya property in Bethnal Green worth

£300.000in 1 year 8 months time Based on your circumstances, using this

PP sest M1 XL L,
deposit over the next 2 years, beating your
existing saving accounts by £1,662

£32775) £464,. - I I

. . . .
’ = . . .
Existing accounts Alternative . . . -

Savings needed

Home buying Stage

Robo Coaching

£26080 0 e H G,Ven Up """" "
200 250 ) .

. Hope . )
£nos £ £12670 .. P K Robo Coaching

£1562 e VW
Perceived Affordability
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Reimagining retirement engagement

Which life moment can our
digital coaches help you with?

| am thinking
of getting
divorced

| want to help
my children
move out

Our digital coaches empower you to take control
of your financial situation. They are anonymous so
you can work at a pace that suits you

Not Relevant to you. Tell us how we can help

Engage at the life moment level
—

) 4
Robo Coaching offering

Seamless customer journey

Personalised content, tools & tips

Harnessing Open Data
_—

4
Better customer outcomes

Dynamic data insights

Marketplace opportunity

£3158 £1383 ELTS  £2

My Pension Summary
Do | have any spare cash?

Yes! Some of your income is not used for
Based onwhat you told us about your
employment history we have estimated

spending or saving.
your monthly pension income below

+ £3,279 2 Pension outlook

g2

I|||.II.I|.|
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Life Moments vision and client proposition

k\. *
|

Play life better

We empower people with
their data to help them

navigate key life moments.

(3
R~

*

Knowledge Digital Coaching Checklist

A Robo-Coaching platform driving
better customer outcomes, providing
deep customer insights and
improving business efficiency
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