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Digital Relationship Banking

It's not what you said, it's when
you said it... (
Fergus Mclntosh . N

EXPERIENCE MAKERS ¢



What I'll cover today
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What is a
banking
relationship?
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How we have

empowered

our people
to build them
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What that looks like in
real examples




Banking has always been about relationships...
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The execution of content, is your customer relationship

PRIME ORIGINAL
Watch now

o

Unlimited films, TV
programmes and
more.
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We are on a journey to 1-1 nirvana...

Static Design Majority Lead Design Audience Lead Design 1:1 Design
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Your technology is only as good as the people using it...

The extensive hub houses beginner, intermediate and advanced accreditations
for Analytics and Target, together with forums for help and support
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Training Groups
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Case Studies

Using Al, behavioural data &
dynamic content to support
cgs’Fomers (_)n OUI.’ route to 1-1 Adobe collects datlating to
Digital relationships a digital customer journey e\

Application communication

Personalised Homepages using Adobe Campaign

Y

Ingam Azoess San(

up to £9,750 over 5 years.
Representative 3.4%APR
for loans between £7,500 - £19,950.

Dynamic landing pages, with
hyper-personalised lending
rates and amounts

First use of Al on our
public website
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Dynamic landing pages, with hyper-personalised
lending rates and amounts

Auto-personalisation can quickly consume data and deliver a real time decision about what content to show our logged in
customers from CMS to Pega and onwards to personalised public webpages in AEM with personal credit decisions

Xx Roryal Bank
of Scotient

Digtal Bonking Cur products
Loans

Accoutn sumTey Pavvmnal produien

Leans

You're highly likely to be accepted for a personal
loan of up to £9,750 over 5 years.

Representative 3.4%APR

for loans between £7,500 - £19,950.

YOu e ghhy Tikedy 10 De aconpted for u pessonal loan of
up te £9,750 over 3 years
Nepresontative 3.4% AP far personal loans betwesnt

L0000 ang £19.5950
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First use of Al on our public website

Instant Access Savings
Account

Instant Access Savings
Account
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Deepen existing customer relationships

Help customers
manage money

Spending insights to help
customers save money

Additional support for
customers at risk of fraud
and scams
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Speak to customers in an
ongoing conversation

Respond to what a
customer has recently done
across channels

Use customer's name
where appropriate, wish
them happy birthday

ko

Ensure customers see the
right message at the time

Work with Data & Analytics
to ensure the most relevant
message is shown

Have a clear hypothesis
and test and learn strategy



To genuinely create relationships at scale, you need a single view of your
customer behaviour
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