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de volksbank better for each other

Our mission: Banking with a human touch Most important social KPIs De Volksbank contributes to the following SDGs
We want to make society demonstrably better through human solutions « Climate-neutral balance sheet by 2030 = = —
to social problems. We do this through our four bank brands and de * Contribute to accessibility to the housing m/:t/'m N a— 13 = 17 s
Volksbank as a driving force. market @
i el @
&
Financial health Inclusive society
We make a difference for people who can strengthen their financial We are committed to equal opportunities. We make
position thanks to additional financial knowledge. Through a personal a difference for people by making our services accessible
approach and by being close to the customer. By supporting more and to everyone and like to be a frontrunner in the field
more people, we are making society financially stronger. of inclusive employment.

Four brands, four themes

asn¥ bank %83 BLawonen RegioBank 2 SNS

Money creates We see your The socially engaged PEOPLE FIRST.

happiness potential community bank THEN MONEY.

Sustainability Decent housing for everyone Quality of life Equal growth opportunities
for everyone
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Pega community forum 2023

Building a digital future:
Strategies and solutions to
stay ahead of times
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Building de Volksbank’s future

01  Strengthening our customer relationship
02 focus on personalized interactions @ <% SNS

03 Moving forward
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01
Strengthening our customer relationship
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A personal approach is crucial

Customer journeys @——

are not linear
and the context is =
constantly changihg. ah
Orchestlraltmg —@ Customers pay less attention
custotrjner achEes to (commercial) messages
ECOmEs 1. s0, the focus needs to be on
l relevance and timing.

Customers expect personal and relevant
communication and services.
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Personal, relevant and consistent

9 Knhars¥aat 158, Amstarcam

Goed met de SNS i
Verzeker je huis tegen brand-, storm- en
waterschade. Ook zonnepanelen zijn gewoon

meeverzekerd. Meer weten

b -

‘ 1

Duurzaam wonen

Dezo advertentie is met jou gedeeld

SNS Bank
Gesponsord (demo) - ©

) « @
Ander huis kopen?
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Customer North Star

This is Jane, she lost her debit card during her holiday. Bad luck!
She blocks her debit card in the mobile banking app of ASN

Bank. Jane feels a bit relieved - her money is secured - but she
thinks: ‘What is next?".

1‘ ASN Bank Q
# laatst gezien: vandaag om 14:11

Hoi Jane, wat vervelend dat je je pas bent verloren.
Met deze stappen zorg je ervoor dat je zo weer kan

! o with tips on what she could do. She is surprised
genleten van je reis. 10:53 p p

about the right timing of the message.

Jane receives a WhatsApp message from ASN Bank

- Typ een bericht U
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Based on the tips, Jane has a video call with an ASN Bank customer ‘
O

service agent about how to arrange Emergency Cash. The customer

service agent takes care of this and tells Jane that everything is ready

for her at a local bank close to her current location.

The customer service agent also gets an alert that Jane did not yet
apply for a new debit card. He suggests to arrange this as well so that

her new debit card will be waiting for her when she gets home.
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North Star approach
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Channels
Brands Customer Decision Hub
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Enablement e
o
5
5]
3
(o]
o
Data foundation
L de volksbank  Strengthening our customer relationship
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Making impact

Having a relevant conversation OG/ Always on, not just with

based on customer needs. campaigns.
Across all financial services and 5 2> Balancing service and
propositions. A commercial offerings.
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The importance of a business transformation

Targeting

Channels

Mindset

Organization

1-to-many 1-to-some
¢ = O
Focus on

business needs

Fragmented approach for
customer engagement

T-to-1

o[
ma
Focus on
relevance

Holistic approach for
customer engagement

de volksbank
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02
focus on personalized interactions

<2 SNS
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People’s need first, business will follow

l de volksbank

Be the bank with the
strongest customer relationship

| ®SsNs

A personal relationship,
that is our strength ‘

We pay sincere attention to the growth of
every person. .. Being a bank where
employees and customers can be proud of.

de volksbank
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"g SNS Overzicht Instellingen  Contact €)  Uitloggen

Connected channels

Overzicht

Overboeken

Goedenavond

snsbanknl/particulier/support/je-bent-uitgelogd html

w T

&

Meldingen

"v‘ SNS Producten v Jouw situatie v
JE BENT UITGELOGD ol

Misschien vind je dit nog interessant om te bekijken _
. \ ‘Overboeken

Een hypotheck voor jouw woonwensen

as
@

Spoofing: trap er niet in!

Financieel jaaroverzicht

Bij ons kies je uit meerdere

hypotheekaanbieders. Zo is er altijd ee... gl |

Beleggen

In5stappennaarjeeigen  gng persoonlijke Lening
huis

Ze werd uitgelachen door een
hypotheekadviseur maar Bobbie Bodt liet

Een auto, zonnepanelen, opleiding of

Rekeningen van ander:
andere grote aankoop? Als je het nu nog VAR Vi Snfore

hebt, maar je spaargeld daarvoor niet
gebruiken? De SNS Persoonlijke Lening

zich niet afschrikken. Ze kocht uiteindelijk
haar droomhuis. Benieuwd naar haar 5

dan een oplossing zijn.
tips? ¥ 92l

Lees Bobbie's tij

Bekijk de mogelijkheden
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Results

5 Banking
) environment

0 App

Website

Avg. CTR 0.7%

Avg. CTR 2.7%

Avg. CTR 0.3%
Uplift of 30%!

After-sales NBA's: Avg. CTR 1.8%
Sales NBA's: Avg. CTR 1.5%

Orientation NBA's: Avg. CTR 5.7%
Service NBA's: Avg. CTR 4.1%

Sales NBA's: Avg. CTR 1.4%
Service NBA's: Avg. CTR 0.6%

de volksbank
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Betaalverzoek

Betalen

PRIVEREKENING (BB)

NL42Z SNSH 0B66 9

SNS BASIS

MNL32 SNSB 8830 1088 2(

Sparen

SNS INTERNETSPAREN
NLO4 SNSB 8830 1088 39

Inzicht in je geld

CB Inkomsten en uitgaven

€1.934,01

Totaal: € 1.928,49

Goedemorgen
T. KALTER-DE WILD CAC PLATO TEST

Bekilk alle logins

Meldingen

Kloppen je gegevens nog?
Beste TKal e Wild, Ben

Je staat rood op je rekening

Wil je voortoan gelijk ) seintje ¢

staat? Stel sen seintje in

Wat vind je van Mijn SNS?

Snel naar

Ingeplande overboekingen

Category: Financial Care

Know Your
Customer

[] app

3) Banking
environment

Avg. CTR 8.4%

Avg. CTR 1.3%

de volksbank
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Collections

Overzicht

Je hypotheek is nog niet betaald

We hebben deze maand je
hypotheekbetaling nog niet ontvan... L

Betalen

Doorlopend Krediet €0,00
NLO3 SNSB 0635 0657 97

REKENING €9,54

NL59 SNSB 0989 3800 84

SNS Basis €-6,01
NL90 SNSB 0998 3143 90

SNS Basis €-6,01
NL53 SNSB 0998 3098 18

SNS BASIS BETALEN €19,51
NL44 SNSB 0998 2533 32

A 83 P

Overzicht Zelf regelen Contact

- Financial Care

de volksbank
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No SIM = 18:56 @ 16% M)

aH Category: Content
Overzicht
F u t u re Kom jij in onze Raad van Toekomst? X
Ben jij tussen de 18 en 35 jaar? Dan kun
jij het verschil maken als lid van onze R...
dvi
a VI s o ry Hypotheken
itt Bekijk je hypotheek
Verzekeren
Bekijk je verzekeringen
10 open positions
, Betalen
250 customers applied oS Busis c275

NLBE SNSB 8830 1116 86

A 23 P

Qverzicht Zelf regelen Contact
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Testing propositions

NBA was in production for 310 minutes, reached 14.000 unique visitors

Conversion from the product

page: 15%
r=——=-—1
I I
N 14.98% |

- e o o ol

Total conversion based on

Landing page

o1 e impressions: 0,66%

SHS Betalen

L, Je betoaherzochen

Total conversion based on

unique visitors: 1,01%
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Business transformation and focus

What does SNS need to do, to realise a bigger impact with customer engagement?

SNS leadership team

Sponsorship and commitment

Project team
Project management, guidelines, enablement, target setting

Personalization team Analytics team

NBA creation and Dashboarding, insights,
content management data science
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Target setting

Focus for Q4 2023 and Q1 2024

* Available NBA's from 110 to 250
* Avg. # impressions per month from 3 million to 4 million
* Avg. CTR % per month from 0.6 to 1.2%

* Start with 50 outbound email interactions

Avg. # impressions per month Avg. # clicks per month Avg. CTR % per month

G5

Q22023 Q32023 Q42023 Q12024 2024 EoY Q22023 Q32023 Q42023 Q12024 2024 EoY Q22023 Q32023 Q42023 Q12024 2024 EoY

[ website [l Secured banking environement Mobile app Email
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Moving forward

de volksbank
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Proof of Concept: Pega CS

de volksbank
&, KLC

Home ENBRUGK

Contact details Klant aver: Bijzonderheden
Adressen STATIONSHEG 1 R 12t 8 joar =
561 AA EINDHOVEN NEDERLAN Gebsarepiests ATHENE
8835 o)

O Dhr. AHKT KLOPPENBRUGX

Telstoon 0042120003

goenonmnensal Fontco; FOSSAITAL (159

Email

Customer  Producten  Co

Overview

Naam
Voornamen ARIL HENK RARLL

Adresse
HLOFPLHLRUGK Woonadres

Banspecchorm  Géboartanasm

Roepaam ORRES

O— )

Partrem:

™ SRUGGENKLOP

Lastname KLOPPENBRUGK

Identiteits Office
Gerder e Mentisishenin  Nededandsribes Nurmber 199
eboortepiasts Noa FOSSA AL

FOSSA TALICAST
2995 04 HOU

Adeesses

Country of birth

Natianalie

Teigioon NG

hone numbers nalladressen

geenonaindens ol

o dededie demalisbni

B

de volksbank
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Looking at 2024

Apply learnings from SNS Explore
o eter e « Pega CDH multi-application feature
asn®bank - Customer journey functionality
RegioBank « Multi brand Al models and GenAl

D‘:‘ BLGWONEN
I.‘

_____ O O O — e
\J/ \J \J

Expanding possibilities
« Qutbound channels
« New positions on website

« Customer assisted channels using Pega CS
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Thank you

for your attention!
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