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Customer experience as competitive differentiator
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T e L i mit-a P ERERSEY el « Britain's First New Bank in Over 100 years
4 years, 27 Stores, 1700 Employees and 300,000
Customers
* Traditional Banking, Modern Technology
* Open 7 Days, Early & Late
* 15 Minute Account Opening, Instant Debit Cards




“Successful, customer-facing
businesses try to see things from
the customer’s point of view...Don’t
hide behind rules; don’t hide

behind policies”
Vernon Hill

No ‘Stupid’ Rules!
Magic Friday! Surprise and Delight

Dogs Rule! Fans Not Customers kids Rock

Hope is not a Plan Con lence

—— Culture Counts Experience  yioneyzone!
Bump it Up ‘Can Do’ Attitude

— Personalised Connections y
N

Design Excellence




Our Ethos

Customers want a better banking experience
— retail and commercial

Value Is more important than price

Service Is more important than rate

Create fans not customers

ETRO
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AMAZEING Culture

A culture that fits the model
Clear, Pervasive

Buy in or opt out
Reward for service not sales
Fun




Surprise & Delight

Magic Money
Y EINRES

Prizes, give aways,
gestures

Kids Rule
School Programmes

Involvement with local
charities




‘Customer Platform’ Functionality

Social

. T24 will be faster Customer view 1. ‘Windows 8’ look and feel . Brand Monitoring
. The desktop and applications 2. A completely re-designed . Competitive Analysis
will look better and be more Workflows Metropedia . Customer Service Follow Up
responsive . Bank Account Switching 3. Easy to use ‘apps’
' New look Outiook, Word, . ISA Account Switching . Room booking
Excel and PowerPoint : c
. Commercial Lendin . Course & Event bOOkIng
- TCR's and PINPads will work s ondaing - . Ppeople Finder Marketin g
better and be more reliable Suspicious a(?t|V|ty repo_rtmg Applv for a 'ob.
. Quicker log on times. ’ Fraud and ?”me reporting PPy : . Service Campaigns
. Payment Disputes
. 4. Plus . New Customer Messages
. Payment Queries ) ,
. Connect Support . Event Management

* Manage EODS_ . News (ITK, WIS & GeneriC) . Marketing Approva|s
Lyn C . Product Maturity Management Team / Department sites
. Arrears Management.
ST — . Safety Deposit Box
single communications Management c
platform from your PC, Laptop or Pl g Ya m mer Self Se rV|Ce
mobile phone that will deliver: us

. Refer customers to other
. Telephone Colleagues to follow up Share Knowledge and good News C Internal and External KB
. Instant messaging . See your Customer pipeline I'deas . . - Management
. Video Calling . Log actions and tasks for our . Surprise and Delight (Major . Plans for Chat...
. Conference Calling Customers. AMAZE)

. No Stupid Bank rules

. Sharing screens / documents
during calls . Connect Support E T Ro
. Managing ‘presence’ . Metropedia Help

BANK



MARKETING

Collaborat SALES

SERVICE

L]
I ] Francois Ruf
a S I n SALES v  Accounts Microsoft Contoso
L]

4 NEW  [g DEACTIVATE &3 CONNECT | ~

ADD TOMARKETING LIST ~ S8 ASSIGN  ese

Wl

ACCOUNT ¥

Microsoft | J—

Owner*
Erancois Ruf

No. of Employees

° Collaborate W|th " R St i) I D Y L Doyt DA cowmow

« Main Phone 1-555-555-0135 v City Redmond Visit Day click to ente

colleagues on sales ;i me oo
opportunities, leads, . Yammer

Primary Contact
Isaac Lightner

Account Name* Microsoft Say something about this account
a I I C a S e S Bhighs 195333030 B Email isaac@microsoft.com
Email contactus@microsoft.com FErancois Ruf { Business 1-555-555-0131
Website http://www.microsoft.com g I'm working this account - anyone got insights on the new CEO?
Parent Account - Like - Reply - View Conversation - 11 hours ago from Dynamics CRM CONTACTS +
Ticker Symbol mMcTo ) o ) .
'i Reuben Krippner: Worked with him previously in the server & tools business - great guy! Full Name Email
ADDRESS Isaac Lightner isaac@microsoft.com
1 Microsoft Way
Redmond, WA 98052
USA
Latitude 47.66072
Longitude -122.14029 RECENT OPPORTUNITIES +
SR = Topic Status Actual Close Da... Actual Revenue  Es
NE36th SV Building 33 Francois Ruf (log out;
No Opportunity records found.
Microsoft >
W g é
€ 361 5, JEREN z Microsoft &
Building &
Building 44 2 K
i®
= Microsoft >
o Microsoft w
z Building 9 165th P\
2
3 £
st.s, 2 3
(;Wt'r"wg b 2 ©2013Nokia ©2074 Microsoft Corporation
silding :
RECENT CASES +
Status Case Title
Resolved Issue with Pro...

Active Need help wit.



SALES

Social selling

I o ! kg Account: Microsoft - Mic: x - 5 IEH
. —
W at S I I I L (& https://conv2014.crm.dynamics.com/main.aspx# T =
.

F Ruf
Al Microsoft Dynamics CRM v #% | SALES v Accounts Microsoft (r:r'\.tco‘:o

=+ NEwW [ DEACTIVATE &3 CONMECT | ~

ADD TO MARKETING LIST éi ASSIGN  wee

ACCOUNT ~

* Insights about any | Mierosot .
— S TE——TE——T——

L] L]
| e a d S O O rt‘ I n Itl eS « Main Phone 1-555-555-0135 v City Redmond Visit Day
’ ’ « Store Manager Isaac Lightner w State WA Visit Hours

v Strest 1 Microsoft Way L v Zip 98052

and accounts | | -
Insights

Quwner*
Erancois Ruf

Ne. of Employees

Microsoft Corporation | ot the right company? &% SINC Yy FOLLOW ~ EIMORE
[ N eW S OVERVIEW
Ownership Public Company (NASD:MSFT) One Microsoft Way
Industr Computer Software | View Profile Redmond, WA 98052-6399

United Stats
Revenue(ttm $83,433.0M | Financial Details nited states

. . wwwmicrosoft.com
Employees 95,000 Phone 1425 882 8080
Description Microsoft Corporation is engaged in developing, licensing and supporting ... | mare R acers0es

COMPANY INSIGHTS Get Referrals -
i

17 Leadership Chan... Microsoft Canada names new Vice President of Advertising To companies and people

258 Hew Offerings ITnewslink.com - Feb 41PST | ) Share )
20 Acquisitions From phene to Xbone: Nokia boss to lead Microsoft devices Add Connections
Wired.co.uk - Fe PST | (3

150 Partnerships ST I (gshare

Softpedia - Feb 25,

hare BUZZ All Buzz
23 Cast Cutting X i )
) B | I ZZ 14 Outperfarming Microsoft exec: Xbox One not a flop, price cut about giving gamers ‘best value' ) Microsoft survey reveals most common misconceptions of cloud services in Australia

64 Expanding Opera,, | Former Nokia Boss Stephen Elop Named Head o..
04 PST | (3 S|

POWERED BY % InsideView Sourcels): ) 42 %¢ % E | ¥ Wronginfa?

° .
Details
® OI I l pe I O r S COMPANY PROFILE MARKETING BILLING
Industry Social Services Originating Lead @ — Currency US Dollar
SIC Code - Last Campaign Date @ - Credit Limit -
Ownership - Marketing Materials Send Credit Hold No
Payment Terms -

Active



MARKETING

SERVICE

Social Listening

Track brands, competitors, campaigns

Track most valuable customers

Early warning on issues

A‘\‘dventu re Works (sample)

e o Integrate into CRM dashboards, cases




= Microsoft

Grazie!

David Brown
david.s.brown@microsoft.com
@DavidsBrown



