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80% of how we view other people comes
down to just these two questions...
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Credit: The Human Brand






Customer expectations are rising. They expect
a quick and personalized experience




understand individual needs

Study by 76‘%. expect organizations to

IBM showed:
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Study by 76‘%. expect organizations to

IBM showed: understand individual needs

%% ofconsumers demand
improved response time




expect organizations to
understand individual needs

of consumers demand
improved response time

anticipate organizations
will harmonize consumer
experiences
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sense is the ablllty to Use: data
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A CONCEPT WE CALL THE

BLUE GOLDFISH



* Why a Goldfish? _
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Average Goldfish
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Their Growth is Affected by 5 Factors:




SIZE OF THE BOWL
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SIZE OF THE BOWL




NUMBER OF OTHER GOLDFISH
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i NUMBER OF OTHER GOLDFISH = COMPETITION
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QUALITY or THE WATER



QUALITY OF THE WATER




FIRST 120 DAYS




FIRST 120 pavs - START-UP
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GENETIC MAKE-UP




GENETIC MAKE-UP
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Blue was
inspired by

King Harald
Gormsson
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"'-‘~"'estpac converted 46% of all NBO s m"’"‘“'
Year One of the program
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WHAT IF you used transaction history
and behavioral data to proactively
offer personalized financial tips at the

ATM or on digital receipts—e.g.,
“You’ve made 3 grocery purchases over
5100 this month. Want to explore
budgeting tools or cashback offers?”




THE JOHN HANCOCK VITALLTY PROGRAM

It's easy to get started with the John Hancock Vitality Program. Once your life insurance policy is issued, just go about doing the things you're already
doing to stay healthy. You'll fill out a short health review, and then we'll send you a free Fitbit® to help easily track your healthy behaviors.

Here's how the program works:

EARN POINTS INCREASE YOUR STATUS GET REWARDED LIVE HEALTHIER

r’% WHAT IF you sent tailored nudges via
g y text or mobile app notifications that < )
encourage better financial habits—like J
reminders to transfer leftover grocery

money into savings or rewards for
hitting weekly spending goals. A”/(\ﬁulity points and  You'll receive personalized Vitality

— e p——— - - status, you can eam Goals and simple steps to achieve
annual health screenings, exercising Gold or Platinum. The higher your valuable rewards. We've partnered them. There's no penalty if you don't,
and staying tobacco-free. The more  status, the more you can eam in  with Hyatt, Royal Caribbean, Whole but if you're feeling inspired, you can
you do, the more points you earn. potential premium savings over the  Foods, REl and others to offer you access a range of educational health

lifetime of your policy. discounts on travel, entertainment,  resources to help you leam more.

shopping and fitness.













WHAT IF you offered “skip-the-line”
mobile scheduling or QR-code based
appointment setting at the bank
branch right from the grocery aisle.
It would turn customer wait time
into productive shopping time.




I Real-time Response
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WHAT IF you implemented Al-powered
chatbots on in-store kiosks or tablets that
answer account questions, recommend
financial services, and escalate seamlessly
to human staff for complex needs—all
while the customer shops.




WHAT IF you used geolocation to
check customers in automatically
as they approach the branch and

notify tellers—reducing perceived
wait time and delivering a “we’ve
been expecting you” moment.







WHAT IF you used proximity-based
offers (e.g., “You're near the branch, do
you want to deposit that check?”) or
send pop-up reminders based on
known grocery shopping patterns tied
to financial goals.
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WHAT IF you allowed customers
to open accounts or complete
loan applications on tablets at
self-service kiosks—reducing
paperwork and streamlining the
onboarding process in the store.



return Slang:

Need

« Identify fraud early with a predictive
analytics solution

« Improve productivity and reduce cost

Safety / Trust
2 break

for (34
if u Results
$ l < co1 * Identified major fraud ring less than 30
days after implementation
. - / «  Saved more than USD 2.5 million in

WB). WHATIF when a customer’s debit card ?ijUlS(;O lfraudulent C“S'O”[‘ﬂe's
) . [ ns pr N 1
E ¥ gets declined at checkout, you could B B & 11 O

. . . risk claims by nearly 90%
trigger an instant app alert offering live

chat assistance or options to transfer
funds or activate overdraft protection.
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earn about your cust@mers

...

......
Lesssse.



Learn aboutlyour customers
faster thanijour competition

2. Turn these insights
into action faster than
your competition ‘



THINK OUTSIDE THE
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