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What is Next Best Action (NBA) Decisioning?

An NBA consists of four Personalisation Decisions and a Call to Action

The aim of NBA Decisioning is ‘to maximise the
number of positive responses at each point of

. . What to present to a Customer? (Right Action)
Interaction.

We do this by:
* Testing different approaches,
* Learning what works and what doesn’t and

# Where to present to the Customer? (Right Channel)
*  Continually optimising the Decisioning process.
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Learn and Capture
Optimise Responses

: response options are available to the Customer?
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NBA Personalisation Maturity Model

€ NatWest Group
Swedbank &
Right Action GenAl-Driven
& Santander Personalisation
Right Channel
Right Action
BRITISH AIRWAYS Right Treatment
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1. Personalisation

NBAs render in Content Blocks

BRITISH AIRWAYS = @
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Content Block Logic drives Personalisation

BRITISH AIRWAYS = @

1. Top ranked ‘Sales’ Action

2. Top ranked ‘Disruption’ Action, else
Top ranked ‘My Booking’ Action

4. Top Ranked
‘Holiday Cross-
Sell” Action

3. Next ranked
‘Sales Action

5. Top ranked ‘Flight + Car/Hotel’
proposition
6. Top ranked
‘Service’ Action
supporting

Container 1
7. Top ranked ontainer

‘Group Cross-Sell’
Action

8. Top ranked
remaining Action
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Home Insurance Refresh

A suite of digital collateral to
target customers who we
believe are approaching
their home insurance
renewal date, leveraging
previous quotes,
transactional & other data.

Designed with the aid of a
Behavioural Psychologist,
four behavioral levers have
been identified to shape and
determine the content.

Delivers a consistent,
omnichannel experience.

OLB
Interstitial

Mobile
Banner

Personalisation
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Join thousands of costomers who
ciready know ther belongings are in
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Swedbank

- ‘=oiment Personalisation

Dimensions of Treatment Personalisation
300 Actions x

1 Organisation 62 Brands* by

62 Brands
7 Languages

30-50 Containers*
Brand & Language by

Selection Variants =
09070°0°7?

Qwhere relevant j

7 Languages* by

13 Channels
20-30 Touchpoints
30-50 Containers

Channels, Touchpoint
& Containers

Control Group
Champion-Challenger
Adaptive Models

= There are a potentially high volume of Treatments per Action,
meaning we need to plan the solution carefully in advance

= Pega Adaptive Models can be deployed against hundreds of
Actions and Thousands of Action/Treatment combinations.

300 Actions

123456789

The importance of Learning & Decisioning at the NBA Level
Action x Treatment (NBA)
(could be thousands)

Most likely NBA
Action
(could be hundreds)

Sell Pet
Insurance

Group

(could be dozens)
Cat Image
& Text

Insurance

Most likely Action

Sell Car
Insurance

= NBA Personalisation allows us to learn based on what the
Customer specifically sees and responds to.

= | earning and modelling at the NBA (Action x Treatment) level
provides more valuable Models & more positive Responses
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& NatWest Group
4. Personalisation

OPTIMISING & LEVERAGING THE ADOBE DMP WITH PEGA DECISIONING

Still interested in a Still interested in a
personal loan? personal loan?

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

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

Other amounts available at alf 1 Other amounts available at alternative rates. Our rates depend on your 1
circumstances and loan amou circumstances and loan amount and may differ from the Representative APR.
Apply now ‘ Apply now ‘

Over 18s and existing NaotWest current account customers only. Over 18s and existing NaotWest current account customers only.
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NBA Personalisation Maturity Model

L2 PEGA

& NatWest Group
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mous Customer Engagement

Single Decisioning Brain + GenAl-Driven Personalisation

Sense
Create
Predict
Generate
Decide
Ideate
Learn
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