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950 post offices

> 4m customers 150 years of history

€25bn in savings 15% market share

Digital offering

Background
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State Savings: Total Balances (€bn)
Fourfold increase 

Fixed Term
Savings 
€15bn

Prize Bonds
€5bn

Post Office 
Savings Bank

€5bn
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• No digital platform

• Full documentation with every purchase

• Text based website with T&Cs

• Cheque only repayment option

• View of holdings by paper statement only

Customers Expectations Changing
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State Savings Research
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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)

60% of people want to receive their statement online (40% by post)

87% want repayment by bank transfer (13% by cheque)

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



State Savings Online

Brochureware 
Site

Purchase 
Prize Bonds 

Online

(Mar 2009)

Purchase 
Fixed-Term 
Products 
Online

(Aug 2016)

Website 
Redesign & 

Rewrite 

(May 2018)

State Savings 
Online 

(March 2021)

Online Repay 
& Reinvest

(Dec 2021)
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State Savings Online

Summary

In numbers

Project 
complexity

Customer 
Complexity

• 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



Strategy – Existing Customers 
Old journey 

Customer Purchase Channel Purchase Process Account View Withdrawal
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Strategy – Existing Customers 
New journey – “Single Customer View”

Customer Purchase Channel Purchase Process Account View Repayment

• Digital offering enhanced substantially.

• Customers can now interact across multiple channels.
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Customer Experience

• Efficiency of sign-up and operations

• Attract new customers

• Suitable platform

Raising Awareness

• Brand and product awareness

• State Savings Product identity is clear

Expanding Product Offering

• Additional pools of money

• Flexibility to respond to savings market

Systems Suitability Assessment 

Rebrand New markets - pensions

New products – regular saver

Digital Onboarding Digital 
correspondence

Customer journey mapping 

Future Strategy 2023 - 2025



Conclusion

Major digital changes to support 
sustainable business

Further digital enhancements 
underway for customers

Strong demand for savings 
products

Questions


