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we can . WOW our CUSTtOMeETrS

simply by wishing them a



UBER RBS ¥$RBS

The Royal Bank of Scotland

19 MILLION

CUSTOMERS

3 FRANCHISES

(PERSONAL, COMMERCIAL & PRIVATE, CAPITAL MARKETS)

MULTIPLE BRANDS

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

ISLE oF MAN BANK &
X% Ulster Bank MULTIPLE JURISDICTIONS
%Lombard ENGLAND, WALES, SCOTLAND, IRELAND (NI & ROI)
BILLIONS
<& NatWest OF TRANSACTIONS EVERY MONTH
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“OLYMPUS”

ANDERUNG DER KUNDENERFAHRUNG

“Our vision is to use data driven
insight to be relevant, timely and
personal with every customer
during every interaction”

© 2018 Merkle. All Rights Reserved. Confidential

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

TYPICAL BANK
1970s

branch manager.

CUSTOMER EXPERIENCE

v

v

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

11

Bev and | have just had a baby boy

Congratulations! You might want to
think about opening a savings

account for him

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

X
X

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

MERKLE.
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The Royal Bank of Scotland

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

v RBS knows me through my interactions and
account behaviour

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

v 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

Warning -

Loan maturing in 1yr
Mobile no. on record




OLYMPUS ERMOGLICHT UNS, EIN NIVEAU DER KOMPLEXITAT IN UNSEREN
KONTAKTSTRATEGIEN ZU VERWALTEN, DAS SONST NICHT MOGLICH WARE

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

© 2018 Merkle. All Rights Reserved. Confidential

Dormant route

BERE O

Active route

Mo bk g A

HE

6\ Onboarding & 4.
.D Future dated Engagement - Touch ID

pymt/transfer

Join our 5.36m
customers banking . *
on the app and find Adoption Transfers Show me how Future dated

out why 9/10 OLB Onboarding Have you used our Mob pymt/transfer
customers

bi-monthly

B Failed
Travel marker F 1 download MTA Onboard Near me
Generic mul/single trip e Day 4/Day 21 Get Cash

e : Payments &
Private e
customers International

Get cash customers Reglster Happy Friday PYC

Welcome greeting

Business @ .
Reward Mob app Hapey FrifAY! Use the aop 1o check your Paperless Cert of interest

FHC & Acc. Customers balanee shead of ths weskend, Have & grest

one

opening )
Credit Card MyReward Don’t miss out, make sure Regular

payments logout you register today to get What’s new
started with the quickest

& safest way to bank
Migratable Travel plans

- transactions Welcome

Branch Migratable
Card serv & control 4-12 days - g %
closure o : transactions Dormancy
Visitors using Sensibill

Let show what you
can do with our app

payment

Students

- notifications Message us L2 Activation Dormant Made a payment
EERR, % e bi-monthly online? Did you know you
Regular Welcome to our award Account All Payments con make different
New payee over - payments winning banking app. Get Nick Monetise Digital payments through our app?
i : ickname Decommision Savvy Account transfers, pay a
£250/SOs started by setting up your Alerts B == — new payee, or even
fingerprint log in & nick i . . !
. . VR oW Tt YO Mow Misves our Most . .
Mobile App Third party naming your account. popular feabures. available 1o you? Let ust show Branch Migratable international payments

FHC & follow up promotion payments Find out how Mobile App promotion ¥ “ew £ Start using them today, closure transactions

DYK you could have saved
yourself some time by using Apple & Locked
WTB AEM page our mobile app to carry out Android pay ocked out

some of your recent

queries/transactions?
PYC Would you like me to International
show you how? payments

Dormant route

%

Active route

Branch heavy users

Map keys

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

* Some of the activities included in the bi-monthly Adoption/Dormancy Email/SMS

Balance &

Statement
Step 2: Mob app d what i
recommend it . International Seen Olympus aFpr an tW fa is YO;JF
Adoption avourite feature? Credit Card
' | payments ePrompts .p

paperless Transfer

Download Transfers Pay existing
Pay-M payee

MERKLE.
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UNSER OLYMPUS-GEHIRN IST MIT ALLEN WESENTLICHEN ¥¢PBG
KUNDEN-BERUHRUNGSPUNKTEN VON RBS VERNETZT

INBOUND OUTBOUND

CONNECTIVITY y o .
27 channels live e vV VvV VvV VvV VvV VvV VvV VvV vV VvV VvV VvV B &E
& growing a
SCALE ::2:: \/ \/ THT V THT e \/ T S S \/ T T T
4 franchises T T
16m customers g
+9.5m decisions daily % \/ \/ \/ V \/ \/ \/ \/ THE \/ \/ T THE THE
g i i \/ HH V HH T T R e T T T T
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OLYMPUS ERKLART

WIE DAS GEHIRN FUNKTIONIERT

Communicate

A customer need or event
triggers a communication

Monitor

Olympus looks out for and
prioritises customer needs

A single brain that makes
consistent, relevant and . tell Olympus what information and
timely recommendations events to look out for in our customer data
tailored for the individual (3
customer, whilst

balancing commercial

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

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

Near overdraft limit

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

a.

Customer has received

over SMS for this
goa IS . \;VT.teII Qlympus what me;sage to 3.?Im?fn|trltmortgdaie customer next
eliver in response to each event roll-ott letter and nas Olympus triggers a time.
not responded N
personalization roll-off
2 reminder in online banking I_
e which shows your new
EVENT o COMMUNICATION payment amount on SVR
Near overdraft limit _,Send warning
Not on e-Banking . —»Entfourage sign-up . T e
Mortgage deal ending —,Switch mortgage deal Customer doesn’t log in to our agent they
Loan maturing soon —Contact about options digital banking for 2 days are planning to
) o Customer's SO O|ympus tr|ggers a e move abroad and
We tell Olympus how to prioritise the postcode is lead to MyPro for are considering
message and the method of communication in a flood — telephony follow-up selling their
affected area property.
3 They plan to
Olympus prioritises a message TVCI:\iII?e c:qult: SVR
THlGH PRIIORITY: about the flood above mortgage M ey
1.  Offer assistance in an emergency roll-off and triggers an SMS =4, Con_s'der their
2. Retain mortgage offering emergency fund options
3. Promotce loans . . Olympus knows
LOWER PRIIORITY: Hints and tips on getting to deprioritize this conversation and
the most out of e ave a different, more relevant
L eBan,k'ng conversation the next time they interact
9 © 2018 Merkle. All Rights Reserved. Confidential 2. Mobile app with us.
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Adapt

Olympus learns from the
previous interactions

Customer *@

doesn’t

respond to

SMS so the next
day Olympus triggers
an email offering
assistance. He accepts
and

Olympus learns to
prioritise email



SO WIE NEUE KANALE ENTSTEHEN,
ENTWICKELT SICH UNSER OKOSYSTEM

2« RBS

The Royal Bank of Scotland

Decision

L2 PEGA

Single decisioning brain
across all verified
customer touch points

© 2018 Merkle. All Rights Reserved. Confidential

/

AN

—

ADOBE MKTG CLOUD

CAMPAIG

AR
PEGA

Al

+

channel
platform
integration

_ Social/Search/Banner Ads

Email

Mobile

Online Banking

Telephony

Branch

Others (e.g. CRM)

Public Website

Reporting

Adobe
Analytics

Real-time digital
channels reporting

Genie

Holistic reporting of
authenticated
customer touch
points

MERKLE.



MERKLE

ZEITGERECHTE, RELEVANTE UND
PERSONALISIERTE KOMMUNIKATION

Consistency

Seiine. sl farmewerl Proposition Personalisation Arbitration Timeliness Channel
, Sl W
across the business
(M| & IH separated)

ope Offers constantly analysed to . . — . . Contact framework ensures .
Accounta b| | It : Messaging tailored to the Offer optimised to align with . . Offer delivered to the

y PSS | Tt individual customer strategy qffer 's provided at the best customers channel of choice

Measures value: Ensures no customer time for the customer

double-counting

PEGA X$RBS  ¥<RBS
Probability  Value  Weighting

Attribution g
Closed loop: every offer O S=PxVxW Online SMS
and message traceable Ny

ft 2 --=

Branch

© 2018 Merkle. All Rights Reserved. Confidential 11



OPTIMIERTE KUNDENERFAHRUNG

IN EINEM UMFELD MIT VIELEN KANALEN FUR UNSERE KUNDEN & MITARBEITER

CustomerCare

Branch ‘Did You Knows'’

Telephony ‘Did You Knows’

(-1 1618554567

Mobile

£ BACK TO REWARD AND OTHER CAMPAIGH OFFORTUNTES LNKS SET REMNDER QPEN RE

& Mrs Claire L] ——

ANEWER MACHINE ENGAGE

HDERS

HLDN

= Aoyl Baokos | PBSSEd ldandv?  NO YES
Scotiand
- :
oo8 AAMAHETY
Fomcode P14 AT
Fewand and oibar campaign oppartuniies Leans -
Flisk Bind a3 i this end 3
of last month Talk to CLARE about Reward Curmen Account Retan Lead L
Last Appt Kept
s Cusenl accou custmes - Custemer cosld amm mose tham €4 pa morth, Lissly 10 banebl Fom the Riward Account
Myfrmind registarad x
Fieward Accoust x P F
MyFrwand Bal i
Condd b wamesd 418 00 of i $u0 Talk o CLAIRE about Loan Esewhere
Thare may ba warys we can balp lend you soney o achiev yeur fnancisl gosls 3 you can concantrne on whai's mmpedani b5 you now

Omime Banking Fisg ® » £ T Ty ¥ 2
ek Barising Actia x
Mabile Banking Reg x TPS Cusiomer (Cikck hene # B cusiomer asks about TR3) -
Matsle Babing Atta.
Businass Sogment o

undes Chiet
Branch ey @ History
Soncode E500

E-Banking:

1. Post Login Pop-over 2. Account Header

Important Infermation

-€574,203.09

£3.00 victla

LIK MM OHXIDRFF

€£27,508.80

4. Account Carousel

Don't miss out any longer

12 © 2018 Merkle. All Rights Reserved. Confidential

3. Account Footer

Matiwi

CL084.78 meminbia

LL GO

£1.00

YT Y

RUSSELL oD,

Pryimg pour ety i wevy el uic!
Finish the nscond sbep of the
mgintrstann 1 e ol the cevire
dntun o8 the app!

5. Product Section

7 Ccuns Duticg - Wicronch Ietarset Exgiorer wath Iwva 15238

Cursmars |

©) iace

Ploase velact w

Start recanang calls

arespossibity  Posfoln & Cus Ty - g e

Speah 1 Sevece Agenl Selected

o Sl gl

Aetivitiun
Transie:

+Maks

+Masage

Change Customes Dotsds.

“nange Contact [itain
+Change PR

+ Change Passmast
R Pratiruecas

o Markies

S Rersh custome: and accoert iknmation

Froble Arceuts Customer History Promgs | Cal Tanster %

Mt Bl Actioes

Lired: e covhd i ee i Curmlames sy o6 NG MGG o

Email , DM and SMS

NatWest

Online Bonking Account summary
| Acsount smmany g 00 A M Seradoy 16 e JO1E LN time
Quikck tramfers vorne

woar Mol Wl oCiourt

£3 dupancing en tha lovel of extras yo'ro
Inakire for.

erignm
You won't arn Rewerds on cddtienal servioes
¥OU et from your providers, e moreenonce,
Fpeivs of marones,

Vo o e o

G e

-

Awvailatie Hewords an

Challenge us to
save money on
your mortgage.

[ PSSR Y PR

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 emailfor information about this.

; Royal BanK
How you can avoid gz o?¥30t|::
unarranged

overdraft fees

In case you don't already know, we noticed you've recently gone over your overdraft imit
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 Representative Example

arranged overdraft o
today Overdraft limit:

Its asy todo and youre more than [ESMIWALO]N)

likely to be approved

You'l only pay when you use it Monthly usage fee:

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

o
T r—_— EAR %
overdraft usage fees of £6 a day (up 1 9 89 %EAR
to @ maximum of £90 a month) as . (variable)
long as you don't go over your
armanged imit If you have a Reward Platinum account with an

& arranged overdraftlimit of £1,200 and you use all of this
Can be arranged on more than one you will be charged arranged overdraft interest at

a 19.89% EAR (Variable), a monthly arranged overdraft

Bccou 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.

hings that

MERKLE.
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OPTIMIERTE KUNDENERFAHRUNG
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IN EINEM UMFELD MIT VIELEN KANALEN FUR UNSERE KUNDEN & MITARBEITER

Homepage Default Messaging Homepage Targeted Messaging

Apple Pay is coming Need to get a move on?

Moving home or moving your mertgoge?

A new way to pay with your NatWest debit
r eredit card

Could our lowest ever residential
mortgage rates be right for you?

----------------

Halyesk mor lycges ore wemabls lu e 1E2
DHscover MaotWest mortgages

o huprmas mmcry e
repossmssed F youw da rot keep
U repTpTE Nk o your

Mortgages
We'll help you find

N e
—
— et When a customer returns to the home
Customer interested in entdds - page, we show them their need
Mortgage Products ST,
,,o ® e e

13 © 2018 Merkle. All Rights Reserved. Confidential




FOKUS: ADTECH

WEG DER KREDITKARTE UBER KANALE HINWEG

14
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DECISION
MANAGMENT

THIRD-PARTY
DMP

WEBSITE
VIA EXCHANGE

-
CLIENT
WEBSITE

gold credit card follow-up

gold credit card

——

—
v

> RBS

Get a quote

and see how much you
could borrow

NatWest

We are what we do



BUT.....

isioning

& Dec
to Make Banking

When we use Data

Personal...

d. Confidential
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WELCHER TEST HAT GEWONNEN?

OPTIMIERUNG & VORTEILHAFTE NUTZUNG DER ADOBE DMP MIT PEGA-ENTSCHEIDUNGSFINDUNG

Still interested in a
personal loan?

We now offer loans between £1,000 and £50,000.
Hepresentutive 3.4% APR for loans between £7,500
-£19,950.

Other amounts available at alternative rates. Our rates depend on your

circumstances and loan amount and may differ from the Representative APR.

Apply now

Over 18s and existing NatWest current aoccount customers only.

© 2018 Merkle. All Rights Reserved. Confidential

)
<&

Still interested in a
personal loan?

We now offer loans between £1_000 and £50.000.
Representative 3.
-£19,950.

Other amounts available at all

circumstances and loan amou

Apply now

Owver 18s and existing NatWest current account customers only.




WESENTLICHER VON ENTSCHEIDUNGEN ¥¢ RBS
ABGELEITETER KONTEXT

EINE BESSERE KUNDENERFAHRUNG IST NICHT SELBSTVERSTANDLICH

ldentifiable Customer within Targeted Messaging

50% 50%

Al-driven NBA DMP-driven NBA

N /N

Eligit?Je Ineligible Ineligible ligible

© 2018 Merkle. All Rights Reserved. Confidential



39%

39% of all PB needs met are
influenced by our Olympus
capability, up from 30% in 2017

20%

Needs met conversion
rate up 20% year on year

35%

35% Increase in home page
clicks and 25% increase in Paid
Media clicks

30%

30% increase in channels powered

by Pega, bringing PBB total to 13

9

Live across 9 customer
facing channels

This has started to
pay dividends with
some tangible
business benefits

50%

X5

c. 5 times increase in lending
applications through digital channels

9.5m

9.5m decisions daily, to
present the next best
customer action to our
customers across these
channels, 2m more than
in 2017

72%

Application rates doubled
despite a 72% rationalisation
in ineffective prompts

53%

53% increase in click through rates

since Dec 2017, despite 64% increase

in volume

MERKLE

< RBS

The Royal Bank of Scotland

50% Increase in Mortgage

c 18
conversations

© 2018 Merkle. All Rights Reserved. Confidential
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