-\

\

\ -
Nationwide’s

Mobile strategy
~ James Smith ,
M Summit 25.9.14

On your side

-




Let’s cover

Nationwide
today

Delivering
Mobile & the
challenges

Our six
strategic
priorities

Lessons we
have learnt

The business
case for Mobile

What's next...

(» Nationwide

On your side




FS brand on
the high street

Internet bank
launched In

for customer
satisfaction on
the high street

provider by
assets

members

branches

assets...

mutual model underpinned by
member service
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Develop our

Shape an iconic

Develop a new that resonates
In a digitally

standard based on enabled world

common digital platforms

to be ready for a
“Digital Society”

- : Meet and surpass all :
in digitally oriented P Deliver a robust

org requirements, performance to support

to setting the example of a more sophisticated

deliver a 24/7 operating model | “What good looks like” approach to distributing
member value

Our six
strategic priorities
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The
business
drivers

* Maintain
relevance - be
present in
customers’ lives

 Hard financial
business case

« Stakeholder
expectation

Relevance
to banking

* Move — make it
easy & secure

» Store — allow
me to see what |
have

 Loan — show me
you know and
value me

The
business
case

* Pricing, product
& service

The business case for Mobile

The
main
protagonists

 Top down:
Chairman,
CEO, COO...

* Bottom up,
Members and
new customer
demand
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Automate, self-serve, simplify |

-~ = — — ~
l e ) e \ «

J ' e s 0 S5 010 s ' J v stn s
@ Nationwide www.nationwide.co.uk/c [ i .
H Have you tried our

| = o a jll Homebuyer's Companion ! TMW Intermediary app? @

— e

: New Let to Buy range
to help your clients move forward
Download now o

Mobile Banking

E : Enter these digits from your Intemet Banking l Home >Support > Ways ta bank v 1 i
passnumber: Tools and Find a
calculators mortgage Products
3rddigit  2nddigit  6th digit Internet Banking
Bank your way, with

Calculators

\ confidence Step-by-step guide
Criteria

Criteria
Forgotten passnumber? Features & benefits e
Find your BDM [# My checklist and Get in Find your BDM
. notes touch
. Internet Banking features and s
Product guide . Product guide
benefits
Quick balance Impulse saver
About us

About us

Immediate access 24/7
Service updates

Service updates

Deliverin
Mobile & the

challenges & Nationwide
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Customer led

Readiness
Build & test & roll out

@ Nationwide
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Business Performance & Operations

Log-Ins Transactions:

14,000,000 In July, mobile overtook internet bank
12,000,000

10,000,000

8,000,000

6,000,000

4,000,000
2,000,000

Side-effects:
Customer expectations on availability

Change to peak ti I I
ange to peak times (cw Nationwide
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Lessons we

Choice of

technology have Iearnt

>0lid Do it, DO

platform

to build on doitright DIFFERENTLY

Process

Implementation
approach

Technology

(» Nationwide |
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Since Initial go-live

o’

esese vodafone UK & 12:23 71% w0 | eesee vodafone UK 3G 11:51

— From:
—

~= My_Account i My_Account ****48290
—3 ~+*+48200 Balance £19.51 Available -£46.05

£750.47

Available £720.22
N Savo
S
To:

Back to log in e-Savings ***77191
Balance £125.24 Available £125.24
Log in to Mobile Banking and select = R
Quick Balance to change your Confirm

settings.

Back to log in

_______\

(
I
I
I
I
I
I
I
I
I
\

A A

Upgrades New developments

(ch Nationwide
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Seamless digital Multi-Channel Digital innovation

experience across
all channels

Changing role
of channels

Sales Sales & Service: Fully Automated
BAM to DAM 61% 67% Change in role of branches Self Serve
Front office / Back office - centre for help and advice =9

+ complex sales processes
Turn the screen around

» member preference Telephone @
» adoption of Nationwide NOW
Branch |

Tablet in branch — A Breathing new life into marginal branches
employee and customer - Post

devices...

Optimising Supporting New industry New capabilities

solution infrastructure opportunities . Biometric authentication,
geo-location...

Managing proliferation - Use of data, - .. -
of devices alerts, etc v 7 APP * loT...

Maintaining

compliance

Controlling .
Py \ )
cost . What's next... @ Nationwide
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