


/A
1‘|‘ & ‘R:

\ \ l'|f\‘| |

businesses
and society to
grow.

Open Simple Caring

We promote a sound and sustainable financial
situation for the many households and
businesses.

Purpose




Our channel network Is a competitive advantage

BALTIC BANKING

e Population: 6.2m 2bn

Customers: 3.3m ~
digital
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Branches
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Branches in
58 savings banks
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Real estate broker offices
(Fastighetsbyran)

250+

Population: 10.4m

SWEDISH BANKING
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From product push marketing,
Which segment will to CUStomer-driven markEting' Which action /

buy this product or offer and channel
use this service? fits the customer?
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Products & services Channels Customers




Where we are going

RELEVANT AND
PERSONALISED

Highly personalised
communications reflecting
individual customer needs and
context.

One message fits one.

OMNI-CHANNEL

Consistent omni-channel
conversations with our
customers, based on unified
inbound and outbound content.

At the right time and in the right
channel.

In real time.
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POWERED BY ANALYTICS
AND Al

Analyze data in real time to
understand interactions, identify
customer’s needs and predict
behavior.

Analytics and voice of the
customer is an integrated part of
communications.
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AGILE WORKING

Transforming way of working
into agile teams focusing on
solving customer needs.



Automated and personalized "Next-best-actions” and campaigns across

channels to increase customer satisfaction and profitability
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Internet Bank
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2 E-fakturor att betala

Axtuotlt

BOYEB PRSP

Betals mer pi linet?

%

Dags att ligga om lanet H

Bindningstiden pa ditt bolan gar snart ut. Gor ett
nytt val direkt i appen.

’ Vilj bindningstid

E-FAKTUROR

0 e-fakturor

Betala mer pi linet?
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} Kontakta Kundcenter

nedler ivsa indet | fartid? b

Kundideslag osh hissori

Villhar Pris or srbjudand
Erigt oranare prsista

dateck  Nejtack

Kunden ha inget Moba BankiD,

Frempeny

Bamia din pension
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Messaging

< BankiD il 10:31 o =
¢ Meddelanden 42 =
Kom igang med Apple Pay @
2020-09-19
Swedbank AB (publ) 09:10

Hej!

Vad kul att du anslutit dig till Apple Pay. Om du
behdver hjalp att komma igang har vi samlat vara
tips har.

Séa har betalar du med Apple Pay:
Med Touch ID:

1. Satt tummen pa hemknappen

2. Hall upp mobilen mot terminalen
3. Klart!

Med Face ID:

1. Tryck tva ganger pa sidoknappen

2.Hall upp mobilen mot terminalen och rikta den
mot ditt ansikte.

3. Klart!

Funderingar? Hor av dig till oss via appen,
internetbanken, till var digitala support pa
0771-97 75 12 eller pa Facebook. Vi finns har fér
dig dygnet runt.

Vanliga halsningar,
Swedbank och Sparbankerna

98 \eddelanden 10:01 v

SWEDBANK
v Du vet vdl om att du kan hora av dig till oss dygnet runt, aret
om via 0771-22 11 22 och sociala medier? Vdlkommen!

Halsningar,

Aviseringsinstalin. Radera

Swedbank@

Trevlig sommar!

Sommaren blir speciell i &r, men vi finns har fér dig precis som vanligt - digitalt,
via telefon eller pé vira kontor. Hir ar vira bista tips till dig infér sommaren:

dd ker bort y eller Google Pay,
sakan dulogga n aven om duskullefa 53 behover du Inte ta med dig kortet til
problem med Mobilt Eankip. stranden.

@ skaffavartelefontjanstfor personligservice, @ Om du bir av
Ioggain ochaktivera  intemetbanken pA08-4111011

 kort sparmar du det

Vi finns hikr ¢ dig. Du kan nb oss hela sommaren, pA det s5tt som passar dig bist:

» Internetbanken och appen » Kundeenter Prvat 0771-2211 22
» 7512

»
» Pavarakontor

P> Se fler sommartips pé swedbank.se/sommar

Ta hand om dig!

Varma halsningar
bank




How it works



Building end to end capabilities to orchestrate a customer centric
experience

DATA AGGREGATE
DATA SOURCES AND ANALYTICS CREATE CONTENT

Data discover
Transaction data o platform y e AEM
Data Lake e Pega

Data Streaming

DISTRIBUTION CHANNELS FULFILMENT CHANNELS

Decision

Adaptive model Hub
Engagement

Demographics

Channel usage AllLab

R, Python, Aster,
SBSS modeler

Customer feedback OQ“kSense

S dofofo)

Social media

We are on a journey to coordinate all one to one communications across Swedbank




Our personalization challenge - low time to market with multiple
variations

. Swedbank
Brand & Language n + 58 Savings Banks
. Baltic Banking 3 Markets

A + 6 Languages

~13 future channels
Different display templates
Adaptive model

Container Templates
/ Channels

One
Proposition 4 Personalisation

© Swedbank



A stepwise approach to build our portfolio

Migrate 1-2-1

communication
Widen scope to a broader set of customer needs, cross the
taking the customer life event journey organization Automating
perspective ERIE]
‘ mailing

Add personalized treatments processes

based on for example life events 3. Widen to full customer jOU rney

to ensure relevancy
Ensuring basic : : :
NBA@/[fmpa,'gns per customer 2. Personalize based on life events and microsegments
product journeys

1. Fix the basics - customer product journeys




Where are we?

Done right, this method lets us do what a human bank adviser does. Only we're able to do it for all of our
four million customers, in all channels, at all times.

Proactivity

300 propositions live

Reach 95 percent of our
active customerson a
regular basis

Frequency

250% yearly increase of
unique messages per
customer

400 million impressions
YTD

Relevance

Increased from 130000
positive interactions in

January to
490 000 in August




To summarize:
What do we do?

We transform the way we
communicate with customers.

Going from what we want to say, to
what 7/ey want to know. From one

message fits all, to one message fits
one.

To make it happen, we
rely on people and data, and the
people who know data







Always on 1:1 conversations
-a paradigm shift

Product First Customer First

Offers Product Product Actions Educate SEES Retention

A B /Service
Anna Anna
Pelle Pelle Consumer
Lisa Consumer Lisa loan
loan

Kalle
Emily

Expiring
bank-id

© Swedbank 14



Digital has grown éxponentially

MOBILE APP

2 b 1 THIRD PARTY

digital
interactions

MOBILE
FIRST

loT DEVICES

BRANCHES CONTACT CENTER




