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Essentials for Success
In the New Economy:

Gaining ROI on Digital Strategies
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COVID: A digital reality check

3 8 /() « More time spent in apps

Say UX is the most than ever before

important factor when . _
choosing a digital bank? « Digital-first players have
become market winners




Digital engagement has become central
to financial services

How Consumers Opened Their Most Recent Banking Account

mIn Person at a Branch mOnline m®mMobile App ®Phone = Mail

2019
2019 16% 6% 8% 5% 22%

Total Digital

2020

2020 12% 9% 3 1%

Total Digital
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Consumers have become more concerned about -
their financial wellness... .
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... with more than half of US consumers reviewing their
credit score at least monthly

Financial education and empowerment opens the door to sustained digital engagement

Last Time Consumers Viewed Their Credit Score

mPast 7 Days mPast 30 Days m®mPast90 Days m®mPastYear mNever

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

All Consumers 25% 27% 15% 10% 23%

18-24 17% 23% 12% 10% 38%

25-34 25% 30% 16% 9% 19%

35-44 24% 29% 18% 12% 18%

45 - 54

54 - 64 27% 27% 14% 9% 24%

65+ 31% 24% 12% 10% 23%
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Consumers are still making big credit decisions

What’s more: total pent-up demand in the Auto Loan and Leases
Avg. Outstanding Balances by Quarter

market is unknown e
COVID-19 Pandemic

« Car loans are up during the pandemic,
currently close to $1.7T

* Mortgage originations on pace for the best
year ever |

2019 Q4 2020Q1 | 2020 Q2 2020 Q3 2020 Q4
i (YTD)

Mortgage Loans (All Types)

...and they are making these decisions digitally Avg. Outstanding Balances by Quarter

| COVID-19 Pandemic

$14.3T 314.47 [N $14.5T
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How to win in the new economy?
Create a customer-centric digital experience

‘Voice of the Customer’is everything

» Help consumers on complex parts of their
purchases or financial situation

» Offer access to real-time info to create ‘stickiness’

» Leverage user analytics to understand the value
of your digital experience

FIs need to think about why consumers engage in the
apps they love and apply this to their business model
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How to lead the market?
Offer personalized digital experiences

* Financial alerts are the most personal digital
touchpoint

» Leverage Machine Learning and Al to deliver
custom experiences

» Find partners to deliver new experiences quickly

People remember bad experiences

for much longer than good ones




How to optimize digital engagement in financial services

to stay competitive

Interactive
Credit
Education

|dentity

Protection
Services

Financial Data
and Custom
Offers

Simulators, videos, and dynamic content

Fraud and credit monitoring alerts that
have actionable next steps

Pre-fraud awareness, financial transaction
alerts to ‘suspicious activity’

Custom in-app offers of the right product
at the right time



Experian partner programs see very high subscriber retention
rates, driving loyalty and long-term revenue for our partners

We observe that subscriber retention is particularly strong among Financial Services partners

% of active subscribers as of January 2019, who are still enrolled as of January 2020:

12-Month Subscriber Retention

m All EPS Partners m Financial Services Partners
100%

90%
80%
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Bottom line: Good brand experiences lead to
ROI and can unlock new sources of revenue .

Peace of mind is the ultimate
financial services product e

» Customer satisfaction trails revenue growth.

Trust creates confidence 93% 4 . 3 h rS /d ay

* Brand experiences are the new source of of consumers say Time spent on
truth moving forward CXis important mobile apps
-Forbes 2020 -Forbes 2020

Our partners see significantly higher customer retention on members who sign

up for credit monitoring and identity protection plans, provided by Experian.
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Thank You

Connect with us for more info:
Experian.com/partnersolutions
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https://www.brookings.edu/blog/up-front/2020/07/13/covid-19-job-and-income-loss-leading-to-more-hunger-and-financial-hardship/

