—

W\
‘\\\\\\\ Gniomhaireacht Bainistiochta an Chisteain Naisitunta

National Treasury Management Agency

State Savings

Is. technologicalinnovation transforning
retail debt programs?

Murray McCarter | Head of Retail Debt | October 2022




Background Digital Development Future Strategy

Gniomhaireacht Bainistiochta an Chistedin Naisiinta
National Treasury Management Agency




Background

_—

€

€25bn in savings

> 4m customers

950 post offices
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@& 15%

15% market share

Digital offering
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State Savings: Total Balances (€bn)
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Customers Expectations Changing

No digital platf rm
Full documentéiion with every purchasq
Text based website with T&Cs ")
Cheque only repayment option

View of holdings by paper statement o
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State Savings Research

Age 18-24: 73% would like to purchase online or by phone
Age 65+: 86% would like to purchase in a branch (e.g. post office)

“Ability to manage account online” the most important factor
when choosing savings provider (41%)

60% of people want to receive their statement online (40% by post)
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87% want repayment by bank transfer (13% by cheque)

Ireland State Savings'

NATIONAL TREASURY MANAGEMENT AGENCY




State Savings Online

Purchase I?urchase Website

Brochureware Prize Bonds Fixed-Term : State Savings Online Repay

Redesign & . ;
Site Online Products Rewrite Online & Reinvest

Online
(March 2021) (Dec 2021)
(Mar 2009) (Aug 2016) (May 2018)

V Ireland State Savings

NATIONAL TREASURY MANAGEMENT AGENCY A OurProducts iz Why Save With Usee. Help & Support

Enter your details

Welcome to State Savings
State Savings is the brand n sed by the National Treasury Management

Aoency (NTHA) describe the range of savings products offered by the
NTMA to perso

- . ’ *
[Ee———— it S — ~_ . . tate Savings Online
with the Irish Government. All Stats Savings money | n Chabdcaee Phes tate avings - S
f Ireland. * Depomit Account - Statement . o -

BuY onLINE management of the NTMA_
direct, unconditional ol

: Trsizne e Smeunssrtscnd. = welcome to the new

The main tate Savings producs are . v
webslte State Savings Online is the easy way to manage your

savings. Forgot your password?
5 50 ven National Solldarty Bond
+ Dspasit Account - Statement Based

- Depast Aconune - Book Ras 2 5 ¢
- Prize Bonds Welcome to the new State Savings website where you “
April 2018 -General Data Protection Regulation (GDPR) i i

can buy State Savings Products, track your Prize Bonds

With effect from 16th April 2018, we have updated our General Terms and and-learg more aboutthe product-range, . A . Would you like to Register? Sign up now
Conditions for State Savings Products (updates primarily effect Section 2. A~ PR " N . <

Evidence of Identity and Section 3. Personal Data) to reflect key changes of

the GDPR

y f ditions booklet online, at any Post Office,
oy (alllna 1850 30 50 60 / +353 1 7057200 or mail request to State
Savings, GPO, FREEPOST, Dublin 1, DO1F5P2.
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Summary

Project
complexity

Customer

Complexity

State Savings Online

Online platform for our customers
Two years from design to delivery

7.5 million Prize Bond ranges (over 50 years old)
300k active Fixed Term customers with 1 million accounts

Multiple stakeholders, multiple customer types
Changes to existing operations, created new workflows

Two customer databases in separate sites

Single customer identifier

Security - signature and address were key identifiers
Introduction of two factor authentication
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State Savings Online is
the easy way to manage your savings

Bringing you clarity, control and convenience

For over 100 years State Savings has been a secure home for your savings
over the short, medium and long term Today, State Savings offer even
more than security and a great range of tax-free products.

Thanks to State Savings Online, you can now view your holdings
- wherever you are.

Whether you want to see what you've won with your Prize Bonds,

check your State Savings transactions or download a statement,

State Savings Online makes It easy.

Your PIN is your key. So return the form today

To complete your registration for State Savings online, you need a unique PN
You can apply for this by completing, signing and returning the enclosed
RegJstration Form.

we'll then sand your PIN giving you easy access to State Savings Online.
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St r at e g y — EX I St I n g C u S t O m e r S Background Digital Development Future Strategy
Old journey

Customer ‘ Purchase Channel Purchase Process Account View Withdrawal
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NATIONAL TREASURY MANAGEMENT AGENCY .
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M. WALL m‘l(i‘ Gm - STATEMENT OF ACCOUNT AS AT 09 JUL 2015 . - Ve o
EST. 1913 & STATIONERY R
— - LU L N L
REF No. 3036464 - ¢ e
This Statement does not indude your savings (f any) in the Ordinary (Book Bc  Deposit Account or - f—
in Prize Bonds. Py
If any of the data induded on this statement s incorrect or incomplete please do not hesitate to - [ + I ¢
contact us at 1850 30 50 60 / +353 1 705 7200. " ek by
Savings Centificate - R St imagtes

AccountNo PurchaseDate Issue CurrentBalance Interest Total Current Maturky Value *  Matury

€ value € 3 Date
Held in Sole Name
20.DEC2009 17 1669498 350595 2020093 220093 24 1UN 2015w
40 02AUG2010 17  1887.22 27553 216275 228 €1 0278 2016
40 28062000 17 16421 23.97 18818 156 59 27 F£8 2016
40 1252010 17 3019.54 4085 3,460.39 365154 12MAR2016
401 12NOV-2010 17 3562738 520160 4082898 43,109.13

4010 BMAY-2011 17 629075 %6747 7,082 7,611.81
401 25.MAY-2011 17 3365546 410597  37,76143 4072311
401 01AUG2011 17 589910 s8991 648301 713791
401 2BAUG011 17 408898 0890  4497.88 494767
401 BNOV20Il 17 245340 534 260874 296861
40 1AN2012 17 3472487 2777.99 3750286 42,017.09
401 OLFEB2012 17 62906 5032 67938 761.16
0 1LsEp2012 17 213715 13250 226965 258595
110EC2012 17 781324 48142 829766 5454.02
201 D012 17 264307 140387 2408698 2739811
01 276682013 18 970438 21350  9917.88 1116004
401 OLIUN-2013 18 10907.10 23996 11147.06 1254317
401 OLIUN-2013 18 3383852 Taaas 3458297 3891430 01JUN 2018
Held Jointly with :-
40 6NOV-2011 17 1185240 119524 1314764 1446240 25 MAY 2017
Total for Savings Certifi 20413081 22,807.74 26693855 NumberofAccs: 19

Gniomhaireacht Bainistiochta an Chistedin Naisiinta
National Treasury Management Agency




Strategy — Existing Customers

New journey — “Single Customer View”

Customer - Purchase Channel ‘ Purchase Process # Account View ‘ Repayment

* Digital offering enhanced substantially.

e Customers can now interact across multiple channels.




Future Strategy 2023 - 2025

et

Customer Experience Raising Awareness Expanding Product Offering
- Efficiency of sign-up and operations « Brand and product awareness « Additional pools of money
- Attract new customers - State Savings Product identity is clear +  Flexibility to respond to savings market

« Suitable platform

°© oo o °o o

Digital Onboarding Digital Rebrand New markets - pensions
correspondence

Customer journey mapping

//77 \RELAND
/ STATE
SAVINGS

Systems Suitability Assessment

New products — regular saver
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Conclusion

Strong demand for savings
products

Major digital changes to support
sustainable business

Further digital enhancements
underway for customers

Questions

—
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