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Maturity of customer analytics

Impact

Stage 1: Stage 2:
Initial Developing
Basic Excel
spreadsheats
Opuerational

reports directy

Stage 3: Stage 4:

Defined Advanced
Maturing Behwaoural anahytics
Cuslomar Pradictive analytics and
anatysis modeling

at and Cusiomer airition

from production relevant KPS modeling
anshoetions, | ""‘I‘ Fraud detection and
2 dals unctional "
Sio data sogenanialion el prevention
Query/ad-hoc
Reporting widely exploration Analytical insight

adopted and start

Basic reporting of analytics

Life & Pension

Retail Banks

Waealth
Management

General Insurance

Stage 5:
Leading

Foresight &
Innovation

'y
l 3] (}
1l
+ Data mining and
visuglisation
* ReaHime behavioural
anahytics
* Reaktime offer
management
= Price optimisation
+ Search and analysis on
unstructurod data 6.q.,
scone selection

Retall  intemet business
Telco (e.g.. Amazon)
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Why do we need to become more customer centric?

Retail
distribution
review
Social
media - Direct-to-
potential consumer
brand market
damage
Need for
customer
centricity
No margin Changing
to compete customer
on price behaviour
Increased
competition
in the Y|
market i sig.‘ﬁ Institute
JEREA | and Faculty
AP | of Actuaries
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Why is this hard in our industry?

No single definition of a
‘customer’

Limited dialogue

I~
w5

Institute
Limited and inconsistent @&Q@ and Faculty
measures of customer value <525 | of Actuaries
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Other industries are shifting the focus from

product to customer

“I have a campaign, who can | target?

m

L S | r\ning for the future
A T m—m—

To
Customer needs

“What does my customer need?”

B Easy access to funds

\

A New car

Holiday plans

N\

1/

%

Institute
and Faculty
of Actuaries

8

08/11/2013



08/11/2013

Using data and analytics to determine the most
relevant next best action

/dentify Interaction Decision Engine Present NBA Customer Input / Learn
ustomer Inputs

- Y
Retention i Relevant
Channels

Savings account i

Gustomer’s nage,
N Data Up-sell / Cross-sel
Real Time

"
Interaction i
Credit card |

Service

Act now alerts

apture Respons

Propensity

Q&A
. |
C Betrwasopmy )
Data Capture
i
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Customer lifecycle management

Potential Early Life Early Life Early Life
<Month 0 Month1 Month 2 Month 3

Customer calls with

fault
First newsletter
Confirmation of Directdebit  Callto confirm ‘Concierge call
installation visit payment1 opportunity
Contact with online ‘window’ for change.
nnel of service
Exposure to Marketing Customer calls with a query. Bill 1 and Customer calls
e receives reactive welcome call o Marketing retentions
communication
Markei

Upgrade or upsell
mmunication

Analysis of products  Quality letterand | Installation — Welcome ‘communicatio

and providers first steps guide | kit and first ONO

Direct debit payment 3
magazine

Technician visit
(service
transfer)

Direct debit
payment 0

Bill3 and Marketing
communication

Word of mouth Inital contact

with product

Technician visit (faull)

Direct debit
payment 2.

Second level faults team
calls customer

Conformity Bill2 and Marketing
call

Quality call communication

@ Marketing (5)
Bank tanster Sales (3)
e Installation (3)

Service usage (2)

Value to the business (€)

Unpaid bi

Online (1)

e o Billing / Collections (8)
e oo Billing complaints (2)
nstallation Service transfer (2)

Customercalls SAC Faults (3)
s Change of service (2)
e i Exceptions (12)
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Multichannel personalisation

v

ias
Context Multichannel
Prospect Walcomas Grow
]
2 |
$ ;
] |
H |
S —— | | Consolidate
]
" Customer lifecycle
Strategic Institute
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Benefits of analytics

Improved Retention

L0~

AR,

Better Customer Experience

v

Increased Revenues

Frospscting ssles rete Incresssd:

T i

Original  Cptimisaton Model buld g

More Agile

Zero time to market
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Vision of a great customer experience

1 2 3
Benis 35 and has a term assurance Ben gets a call offering a 20% discount on During the call Ben is reminded about
and small pension pot with GreenDot. his term assurance policy. He is pleased GreenDot's pension app. Shortly afterwards
with the offer and accepts. he downloads the app and is impressed with

the way it lets him model his retirement
needs. He updates his change of address.

L)
- | {
: ) e
4 5 6
Ben receives an email from GreenDot Ben is so impressed with GreenDot's Following this, GreenDot ask Ben to
congratulating him on his new home and service and the app that he decides to complete a short satisfaction survey
offering him home insurance. He never consolidate all his assets with them. They online. He rates his experience as
knew they offered home insurance — he lets send an advisor to see Ben at home to excellentand recommends them to a
them know when it's up for renewal help him do this. friend.
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How does this work?

- o it _\' 9
=) 3 Jr2tesy,
Beén is 25 and has a Ben re

" puring the call the | B 1% - Ben's want
term assurance and acall salesman reminds Ben {170 GP congratul consolidate his Ben rates aps senvi
swall pension pot with offering a 20 abput GD's pension app. e

westments and

savings to ma

Greenbot. The

Aiscownt on his te

them

customer sec s ceas he's a

recommes

easier to manage. He's o
nodlel shows that Ben g friend
is an afluent Ben is pleased wi insurance - he lets Gp
customer with potential |yl and accepts. lenow it's up for renewal
by more from g, on i Jan. A
v |

Communication
ehannat Call centre

|

v 2 v

Contextual data, such

I s
presented through CRM Into CRM Into CRM

[ |

v

Propensity models and

Outbound prompts Contextual real time data Personalised web
NBA engine A e o decisionna informs realtime decision experence ased
idens on
fecommendation relevang NBA enine uhich pushes recom
v ! v
Ben's preferences
o Inightson customer Propensiy models and ahamel usage, Senvce prirised Tonine
Data & Analytics profile and proposition data used to identfy the N retorences o ased on Ben's communications
1o be offered most relevant NBA preferences inform needs and value
recommendations.
Person Account Detail - Ben St Lawrence Sales Actions  Support Actions Edit Info
Headlines
Classification: “oung, Mass Affluent Sentiment 1] te Account security a Secure
» Primary contact: Chris Roberts Last Contact Date: 34 days ago ’
Portfolio Overview

New Product

Balance Sum Assured
w produ
£478552 £32,809 £200,000
>
Basic Information
Profile Benjamin Whitely Email bwhitley@me.com
Preferrred Name Ben Telephone +44 (0) 7828 332 443
Userid bwhitley@me.com Address: 77 The Terrace, London, E1 OFH
Intelligent Actions
Relevance Type Action

Customer response

W % & Proma Servios Offier 20% discount on term assurance
; r 1 Service Offer GreenDiot App
A A B Service Diarise Home Insurance offer
W i W Sarvice Offer financial need analysis
3 'R R Customer Experience  Invite to online innov ation community
W % # Educats Benefits of pension plan 16
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. My Future

Retirement scenarios

Breaking News: Pope resigns ‘ LJ,:T‘J

& i

m - 1 would like to adjust the risk profile of my account.

Retirement scenario planning

Projected plan value at retirement:

Projected monthly income: £1,400
Projected monthly surpluss / shortfall: £-3,600

£566000

Use sliders to model what-if scenarios...

Target monthly pension income:

% = | would like to change the amount | contribute each month.

0

Planned retirement age (current age: 30)

et
£5,000 £10,000

55

Centributions per year (% of current income)
[

N’
64 70

= | would like to discuss my pension options in detail with an expert

Tax-free cash lump sum

0%

20% 100%

A4
12.5% 25%

. My Profile

Breaking News: Pope resigns d @

MyDataSafe

Usemame

Password

bwhitley@me.com

My retirement plan

This scheme will become my primary
source of income m

MyDataSafe is a third-party service
offering a secure online 'locker’ for

your personal data. Keep your
suppliers up-te-date and control who
has access to your perscnal

Target reti age

65 | years
Total annual payout £

Total monthly payout £ | |

Communities 1D

Address
City
Postcode

Country

@ [wito |
ﬁ | 77 The Terrance |

a | Londen |

ﬁ\ United Kingdom ol

information. Tax-free lump sum £ |

My contact details My advisor

Prefered contact | MyPensionapp % | Connect to IFA

Preferr TS — D

Phone ﬁ |07828 332 443 | Complete your Independent Financial Advisor
- details to enable instant access to their advice,

Email real-time messaging and discuss your future

plans.

Status: Disconnected
Firm name
Contact name

Email

Personalisation Profile

e
Nectar ‘ -
Your pension premium payments are TN

eligible for 200 Nectar points.

SIS
D

Nectar number

My GreenDot services

‘You have other GreenDot
services, can we access their
records to improve your
estimation accuracy?

Offers

Complete the following to gain access to tailored
offerings from us and our partners, based on where

you are and what you enjoy.

Share current location

Favourite coffee house

Er—
Favourite bookshop \7:\
Regular commute \@\
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