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Winning customer loyalty with
multi-channel contextual
personalisation

Lisa Claes

Executive Director, Customer Delivery,
ING DIRECT AUSTRALIA
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The Loyalty Equation

You Customer

Strategy

Customer Segmentation
Know Your Customer / MoTs
Value reciprocity

Advertising / Communication / Distribution

Advocacy

Tenure

Price Insensitivity

X-Buy

Process Ease
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It starts
with the Primary Bank Strategy
strategy
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... Then
with the
customer

Price led
strategy with
complimentary products

Product
Singular products
capturing value

Acquisition

prioritised over existing
customers

Full Financial Value

Customer Ecosystem Exchange

Full Relationship value

: founded on products,
creation

services, analytics and
communication
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long term between
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... And
how well
you know
that
customer

Price 15.9%

THOUGHTS FEELINGS
70.2%

29.8%

Reputation 7.6%

Performance 6.3%

Source: ING DIRECT Brand and Customer Experience Research — Forethought Research

Surprise 6.4%
Happiness 11.7%
Love 2.8%

Pride 21.8%
Contentment 7%
Anger -7.5%
Sadness -3.2%
Anxiety -0.9%
Shame -8.9%
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D I RECT Moments of Truth - Importance vs Frequency

10 ~

@® Account Enquiry

@ Loginh Security @® Use my Money

... And

how well
you know T

@® Acct Maintenance
B Account Opening
Initial Contagly

t h at B AccountClosure A Card Management
1

Frequency?
wv

A Feedback Resolution

- T
25% 50%

customer —

1- Importance: based attribute driver weightings from Forethought study
2 - Frequency: the frequency of the MoT for a customer, scale of 1 = once only, to 8 = more than once per day

Disruptive events

Routine events Advisory events

Source: ING DIRECT Customer Experience Research — Forethought Research 2012
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Savings

Transaction

From Accounts Accounts
Product |
Centricity ! Casback. " Bons iare
...10

Customer

Consumer
Mortgages Credit

Centricity

* Repayment
cashback
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EVERY LITTLE BIT COUNTS
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$32.05 @ 5195.00

Communicating

Va I u e Well donel In February, you made great use of your Orange Everyday
and received rebates totalling $32.05. And, because you deposited that
$1,000 minimum into your Orange Everyday in February, this month you
can continue to receive the following benefits:

Use every ATM in Australia for free

Get 2% cash back on Visa payWave purchases under $100 in
Australia

Every little _
bit counts 3 REBATE RUNDOWN

*9.16

Your May total cash back

$658.23

Estimated 12 month cash back
Value Dased on May cash Dack over 12 months

February Breakdown Rolling History
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ING DIRECT Australia was mentioned in a post.

“ April 24 - @

CO mmaun i Cati 1] g Val ue thank you ING DIRECT Australia

H Chns

l » ING DIRECT Australia W dond I Masch, o de el use o your OrangnEveryday ad
recesved rebates totaling $26 05 And. because you deposited that $1.000

June 18 \3 mensenum o your Orange Everyday in March, this month you can continue

10 reconve the following benefits

AWESOME: | received rebates of $457.38 over the last 12 months. @) so avery ATM i Ausaia o woe

Simply by using my Orange Everyday account - NO ATM FEES from @) ST G

every ATM in Aussie... plus 2% cash back on all purchases under $100

when using tap & go - | will NEVER go back to those other "Big Banks" REBATE RUNDOWN

who simply rip you off. Roling Hitory

Thanks ING

1 Comment
s Like B Comment ~ Share '
a "
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Communicating Value... *10,481.23

current paiw~~= $10,481.23

e Rewards & benefits

FINANCIAL YEAR TO DATE $106.28
H Alby! You last logged in at 12:00pm Sydney Time on Monday 1 Jonuary 2015 e $34.50
PayWave Rebates $71.78
M f‘ FINANCIAL YEAR ENDING 30 Jun 2014 $161.54
y 'na nces Interest and rewards this financial 5450.00
ear Cash Withdrawal Rebates $48.00
Pa,'Wave Rebates $1135.54
838 ACC Current balonce Avoiloble bolonce 0 Pending transactions
26 Apr 2015
@ Everyday Bonking $1,700.00 $1,800.00

Cash Out Bonus + $0.50
balance $4,186.13
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[« saving screenshot...
DIRECT S = o

ACC 33152194

$9,833.47 available

$10,000.00 urrent balance

“Of course | can give away

T h e n re a I is i n g b 1 ‘Or‘a\‘/;ilable free movie tickets”
value in return...

current balance

Banking should be about more than just deposits

and withdrawals. Orange Everyday is all about

making your life better - from great banking

, 054161 benefits to rewarding you with the things you love.
Which is why you get 8 free movie tickets, eligible

$0.00 available at Event Cinemas around Australia, when you open

ent balance a new Orange Everyday account. And that's just

the beginning!
More info
ACC 27054172
. . o $0.00 available
Leveraging partnerships to capitalise most _§101-94
effectively on the opportunity...
.... Thanks IBM Offers & Products
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What our customers
are saying

Advertising:
Leveraging :
Advocacy Got something to add? i S

occasionally, but with my other institutions | might pop in to a branch 2-3 times

Tell Isla what you think about ING DIRECT. Your Peryear.For sulf| need in  humy, Or whtever.
feedback helps us improve and together we can
show Australia how banking can be.

tru, VIC * kK
Tell Isla “easy linking of mortgage account to everyday accounts, good overseas
transactions fees (basically none), important to get the ATM fee back (cos they

have no atms themselves so that'd be a deal breaker), we like the 2% cashback of
course.”
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9:00 am

J < ING S DIRECT E J l

A z z . o
The bank account \’\llth no People in Progress £Cudmto dinero necesita?

Process -
M . t . . monthly fees. | | Hipoteca NARANJA i 133.000€
a I n a I n I n g Free ATMs and 2% cash back 3 Simulador ~ i

You can use every ATM in Australia for free

¢En cudmto tiempo quiere devolverlo?
Do

and receive 2% cash back on Visa Francisco Pedr; Albaladejo, oo
t1 1 t
O a payWave purchases under $100 in il
Australia when you deposit your salary of 130.000€ a 40 anos!

$1,000 or more each month. Desde Euribor +1.69% (2.84% TAEVaxiable)®

Asi sera su Hipoteca NARANJA:
éCudl es la finalidad de la hipoteca?

s 133.000 €
pe 30 cnos

Cuota:

during the
customer
life cycle

Comisiones: 0 €
@® More info

Making mortgages easy. Applying for a transaction account or mortgage on your mobile!
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1. SURVIVAL
iMac to work

DL

From
Loyalty to

L))
Royalty “ I!

MWtechcast.com

3. PROCREATE
iWatch — the beginning of
Apple’s new great luxury
brand

2. LOVE
iPod, iTunes for music
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Target Customer Growth
Customers with 2+ Products

The Botto

Line: JIII

! ! ! 2010/11 2011/12 2012/13 2013/14 2014/15

I Jun-14 Aug-14 Oct-14 Dec-14 Feb-15 Apr-15 Jun-15
D I R E C T Acquisition cost per MFI customer +50 MFI NPS
0 /—\/

+30 -

+20 4 \/\

+10 |

-10

-20

T T T T T T T T T 30 U
Dec-13 Feb-14 Apr-14  Jun-14 AUg’ll} Oct-14 Dec-14 Feb-15 Apr-15 Oct-14 Nov-14 Dec-14 Jan-15 Feb-15 Mar-15 Apr-15 May-15

ING =——Nearest Competitor

Avg Majors
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