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UMSETZUNG DER 
PERSONALISIERUNG 
AUF BREITER BASIS: 
DAS PEGA-SYSTEM DER 
ENTSCHEIDUNGSFINDUNG 
BEI RBS
P E G A  C E S  M U N I C H :  
N O V E M B E R  2 0 1 9
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We can our customers
simply by wishing them a

‘wow’
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ÜBER RBS

(PERSONAL, COMMERCIAL & PRIVATE, CAPITAL MARKETS)

19 MILLION

3 FRANCHISES
CUSTOMERS

(RBS, NATWEST, ULSTER BANK, LOMBARD, COUTTS, + OTHERS)
MULTIPLE BRANDS

BILLIONS
OF TRANSACTIONS EVERY MONTH

ENGLAND, WALES, SCOTLAND, IRELAND (NI & ROI)
MULTIPLE JURISDICTIONS
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“Our vision is to use data driven 
insight to be relevant, timely and 
personal with every customer 
during every interaction”

“OLYMPUS”
Ä N D E R U N G  D E R  K U N D E N E R FA H R U N G

TYPICAL BANK
1970s

All financial needs were managed, coordinated 
and channelled through one person - the 
branch manager.

CUSTOMER EXPERIENCE
◢ My bank knows me, my family and what’s 

going on in my life

◢ My bank remembers what I’ve said before

◢ My bank makes personal 
recommendations based on my unique 
circumstances

Bev and I have just had a baby boy

Congratulations! You might want to 
think about opening a savings 
account for him

RBS
TOMORROW

Financial needs are not channelled through one 
person. Customers self serve and deal with many 
different interfaces and people in their bank.

CUSTOMER EXPERIENCE
◢ RBS knows me through my interactions and 

account behaviour

◢ RBS remembers what I’ve said and done 
before by storing all my data in one place

◢ RBS makes banking personal using data. It 
knows the best things to talk to me about, 
how and when

Near overdraft limit
Not eBanking
Mortgage elsewhere
Loan maturing in 1yr
Mobile no. on record

Warning -
you’re about 

to go 
overdrawn

TYPICAL BANK
TODAY

Financial needs are not channelled through one 
person. Customers self serve and deal with many 
different interfaces and people in their bank.

CUSTOMER EXPERIENCE
◢ My bank doesn’t know me, my family or 

what’s going on in my life

◢ My bank doesn’t remembers what I’ve said 
or done before

◢ My bank sends me generic information 
that lack relevancy to me

Yawn! My bank rarely talks to me 
about stuff I’m interested in – I’ll 
just put this straight in the bin 
without reading it

?

?
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OLYMPUS ERMÖGLICHT UNS, EIN NIVEAU DER KOMPLEXITÄT IN UNSEREN 
KONTAKTSTRATEGIEN ZU VERWALTEN, DAS SONST NICHT MÖGLICH WÄRE

FLEXIBILITY
◢ Business proposition 

development & simulation

DATA
◢ Over 1k customer data 

points in batch and real 
time stream

CUSTOMER 
INTERACTIONS
◢ Responses and offers 

updated in real time

ATM
Generic 

(ePrompts)

Adoption
bi-monthly

Get cash

FHC & Acc. 
opening

Students

Branch 
closure

Card serv & control

Digital
savvy

New payee over 
£250/SOs

FHC & follow up
Mobile App
promotion

WTB AEM page

PYC

Regular
payments

Third party 
payments

Visitors using
devices

Migratable 
transactions

MyReward
logout

Credit Card
payments

International
customers

Reward Mob app Business 
customers

Travel marker 
mul/single trip

Private 
customers

OLB Onboarding 
Step 2: Mob app

Transfers

Seen Olympus 
ePrompts

International 
payments

Future dated 
pymt/transfer

Failed
download

Welcome greeting

Download

Register

Don’t miss out, make sure 
you register today to get 
started with the quickest 

& safest way to bank

Let show what you 
can do with our app

Join our 5.36m 
customers banking 
on the app and find 

out why 9/10 
customers 

recommend it

Welcome to our award 
winning banking app. Get 
started by setting up your 

fingerprint log in & nick 
naming your account.  

Find out how

Welcome 
4-12 days

Enable Push 
notifications

Mobile App promotion

Account 
Nickname

Alerts

Message us

All Payments

L2 Activation Dormant 
bi-monthly

Monetise 
Decommision

Sensibill

DYK you could have saved 
yourself some time by using 
our mobile app to carry out 

some of your recent 
queries/transactions? 
Would you like me to 

show you how?

Migratable
transactions

What’s new 
on OLB

Regular 
payment

Travel plans

Branch 
closure

Digital 
Savvy

Migratable 
transactions

Locked outApple & 
Android pay

Branch heavy users

International
payments Dormant route

Active route

Happy Friday PYC

LVP

Get Cash
MTA Onboard 
Day 4/Day 21

Have you used our Mob 
app and what is your 

favourite feature?

Show me how Future dated 
pymt/transfer

Credit Card 
paperless

Touch ID

Near me

Payments & 
Transfers

Pay-M

Transfer

Balance & 
Statement

Pay existing 
payee

Cert of interestPaperless

Made a payment
online? Did you know you 

can make different 
payments through our app? 

Account transfers, pay a 
new payee, or even 

international payments.

Dormant route

Active route

Adoption*

Onboarding & 
Engagement

Dormancy*

Map keys

Activities map on at least one channel (inbound or outbound) 

Live In Progress In plan Support 2018 roadmap

* Some of the activities included in the bi-monthly Adoption/Dormancy Email/SMS
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UNSER OLYMPUS-GEHIRN IST MIT ALLEN WESENTLICHEN 
KUNDEN-BERÜHRUNGSPUNKTEN VON RBS VERNETZT

Telephone Branch Online RM Tools Mobile Telephone Branch Email Mail SMS RM Tools Social Mobile Push Web Chat

INBOUND OUTBOUND

PE
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CI

AL
BU

SI
N
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@

CONNECTIVITY
◢ 27 channels live 

& growing

SCALE
◢ 4 franchises

◢ 16m customers

◢ +9.5m decisions daily



© 2018 Merkle. All Rights Reserved. Confidential8© 2018 Merkle. All Rights Reserved. Confidential 8






CLICK TO EDIT MASTER TITLE STYLE

© 2018 Merkle. All Rights Reserved. Confidential9

CLICK TO EDIT SUB-TITLE STYLETeach Monitor Communicate Adapt
We teach Olympus
how to think

Olympus looks out for and
prioritises customer needs

A customer need or event
triggers a communication

Olympus learns from the
previous interactions

We tell Olympus what information and
events to look out for in our customer data

We tell Olympus what message to
deliver in response to each event

We tell Olympus how to prioritise the
message and the method of communication

Events to watch out for

Communications on standby

Prioritisation rules

2

1

3

Customer has tried and 
failed to set-up standing 
order though online 
banking

Customer has received
3.5month mortgage
roll-off letter and has
not responded

Customer’s 
postcode is 
in a flood –
affected area

Near overdraft limit
Not registered for e-banking
Mortgage deal coming to an end
Loan maturing soon

EVENT
Near overdraft limit
Not on e-Banking
Mortgage deal ending
Loan maturing soon

COMMUNICATION
Send warning
Encourage sign-up
Switch mortgage deal
Contact about options

HIGH PRIIORITY:
1. Offer assistance in an emergency
2. Retain mortgage
3. Promote loans

LOWER PRIIORITY: Hints and tips on getting 
the most out of your account

1. eBanking
2. Mobile app

Customer doesn’t revisit digital 
banking again that day so 
Olympus triggers an SMS offering 
assistance with the standing order

Olympus prompts web 
chat to offer assistance 
while the customer is 
using digital banking

Olympus triggers a 
personalization roll-off 
reminder in online banking 
which shows your new 
payment amount on SVR

Customer doesn’t log in to 
digital banking for 2 days 
so Olympus triggers a 
lead to MyPro for 
telephony follow-up

Olympus prioritises a message 
about the flood above mortgage 
roll-off and triggers an SMS 
offering emergency fund

Customer   
doesn’t 
respond to 

SMS so the next 
day Olympus triggers 
an email offering 
assistance. He accepts 
and     
Olympus learns to 
prioritise email 
over SMS for this 
customer next 
time.

Customer tells 
our agent they 
are planning to
move abroad and
are considering

selling their 
property.

They plan to   
move onto SVR
while they 
consider their
options

Olympus knows   
to deprioritize this conversation and 

have a different, more relevant 
conversation the next time they interact 
with us.

A single brain that makes 
consistent, relevant and 
timely recommendations 
tailored for the individual 
customer, whilst 
balancing commercial 
goals.

OLYMPUS ERKLÄRT
WIE DAS GEHIRN FUNKTIONIERT
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SO WIE NEUE KANÄLE ENTSTEHEN,
ENTWICKELT SICH UNSER ÖKOSYSTEM

Single decisioning brain 
across all verified

customer touch points

Public Website

Email

Mobile

Online Banking

Branch

Telephony

Others (e.g. CRM)

AI 
+

channel 
platform 

integration

AEM

Real-time digital 
channels reporting

Holistic reporting of 
authenticated 

customer touch 
points

Genie

AAM Social/Search/Banner Ads

C
AM

PA
IG

N

AD
O

BE
 M

KT
G

 C
LO

U
D

Decision Delivery Reporting
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ZEITGERECHTE, RELEVANTE UND 
PERSONALISIERTE KOMMUNIKATION

S = P x V x W

Offers constantly analysed to 
provide the best value to the 
customer

Messaging tailored to the 
individual customer

Offer optimised to align with 
strategy 

Contact framework ensures 
offer is provided at the best 
time for the customer

Offer delivered to the 
customers channel of choice

Branch

SMSOnline

Mail Telephone

Accountability
Measures value: Ensures no 
double-counting 

Attribution
Closed loop: every offer 
and message traceable

+

Probability Value Weighting

ChannelTimelinessArbitrationPersonalisationPropositionConsistency
Same, single framework 
across the business
(MI & IH separated)
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OPTIMIERTE KUNDENERFAHRUNG
CustomerCare Branch ‘Did You Knows’ Telephony ‘Did You Knows’

Email , DM and SMS E-Banking:Mobile

 
 

We'd like to help you avoid paying unarranged overdraft fees. Here's how  
 

Is this email not displaying correctly? View it in your browser. Your partial postcode: 4DF  
Please refer to the Security section in the footer of this email for information about this.  

 

 

  

 

In case you don't already know, we noticed you've recently gone over your overdraft limit 
into an unarranged overdraft on your Reward Platinum account. This could mean we'll 
charge you a fee. To help stop this happening again, you could increase your arranged 
overdraft limit.  
 

 

 

Increase your 
arranged overdraft 
today 

 

 

• It's easy to do and you're more than 
likely to be approved 

 

• You'll only pay when you use it 
 

• If you do use it, it's £6 a month plus 
interest - and only if you go 
overdrawn by more than £250 

 

• It could be cheaper than unarranged 
overdraft usage fees of £6 a day (up 
to a maximum of £90 a month) as 
long as you don't go over your 
arranged limit 

 

• Can be arranged on more than one 
account 

 

    

 

 

 

Other things that 

 

Representative Example  
 

Overdraft limit: 
 

£1,200 
 

Monthly usage fee: 
 

£6 
 

EAR% 
 

19.89 %EAR 
(variable) 

 

 

If you have a Reward Platinum account with an 
arranged overdraft limit of £1,200 and you use all of this 
you will be charged arranged overdraft interest at 
19.89% EAR (Variable), a monthly arranged overdraft 
usage fee of £6 and a monthly account fee of £18  
  

 

When you apply we'll carry out a credit search to make 
sure your circumstances haven't changed.  
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OPTIMIERTE KUNDENERFAHRUNG

Homepage Default Messaging Homepage Targeted Messaging

When a customer returns to the home 
page, we show them their needCustomer interested in 

Mortgage Products
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FOKUS: ADTECH
WEG DER KREDITKARTE ÜBER KANÄLE HINWEG
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When we use Data 
& Decisioning

to Make Banking 
Personal…

BUT…..
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A B

37%

WELCHER TEST HAT GEWONNEN?
OPTIMIERUNG & VORTEILHAFTE NUTZUNG DER ADOBE DMP MIT PEGA-ENTSCHEIDUNGSFINDUNG
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Identifiable Customer within Targeted Messaging

AI-driven NBA DMP-driven NBA

50%

Unidentified or Ineligible - Default Message

50%

Ineligible EligibleIneligibleEligible
37%

WESENTLICHER VON ENTSCHEIDUNGEN 
ABGELEITETER KONTEXT
EINE BESSERE KUNDENERFAHRUNG IST NICHT SELBSTVERSTÄNDLICH
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20% 9.5m

9 x5

Needs met conversion
rate up 20% year on year

39%
39% of all PB needs met are 
influenced by our Olympus 

capability, up from 30% in 2017

9.5m decisions daily, to 
present the next best 

customer action to our 
customers across these 
channels, 2m more than 

in 2017

Live across 9 customer 
facing channels

c. 5 times increase in lending 
applications through digital channels

53%
53% increase in click through rates 

since Dec 2017, despite 64% increase 
in volume50%

50% Increase in Mortgage 
conversations

30%
30% increase in channels powered 
by Pega, bringing PBB total to 13

72%
Application rates doubled 

despite a 72% rationalisation 
in ineffective prompts

35%
35% Increase in home page 

clicks and 25% increase in Paid 
Media clicks

This has started to 
pay dividends with 

some tangible 
business benefits
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