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..and keeping in mind

"Innovation is not creating something new.
Innovation is not inventing something that didn’t exist before.

Innovation is adding new value that didn’t exist before.*

Tweet by Jared Spool 190817
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Most concern is driven by financial uncertainty
rather than health risks

| am worried about myself or my loved ones... The Coronavirus has or will impact my household
income....
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Communication based on customer needs
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Rapid actions for remote working and
maintaining operations

1000 per cent increase in the ARA
number of online meetings | | Guckreadustment whex s ncpe propartiona the

Bank's employees work from home, and many daily
meetings take place remotely via digital solutions.

grew by over 1,000 per cent. Our normal method of

From February to June 2020,
@ the number of internal and external Skype meetings
working with a focus on personal contact and close An example:
- relationships simply found new expressions. B
Hackaton
) -
An innovation day with business
E ; operations, IT and design, with the

aim of developing digital meetings
o 9 and the mobile customer experience:
a3a ‘In our apps, how can we support
88 private and corporate custormers in
times of uncertainty?”
Setting:
- Generating ideasbased on
aproblem
- Cross-functional teams across
different organisational units
- New perspectives and greater

insights
Dec-19 Jan-20 Feb 20 Mar-20 Apr-20 May-20 Jun 20 - The ne?(t step: Evaluation and
validation ahead of development
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Digital application process for temporary
exemption from amortisation requirements

Privat  Farstag goch lantek  Omoss
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Tillfalligt amorteringsfritt

Med anledning av coronapandemin
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Just as much contact, but in different ways

We are seeing a major increase in contact by phone and digital chan-
nels such as Skype and email. At the same time, physical meetings are
still important for many customers. And most important of all for us is
that the overall personal contact is at least at the same level.

Group Customer time
Private and Corporate

Total Physical meeting Telephone, video Other types of
or Skype customer contacts

B 2z [l a0 [l @z M az2020

The option

of being able to meet digitally has been
appreciated. In May, online meetings made
up around 25 per cent of the advisory
sessions held in Finland and Sweden.

But most investrment advisory meetings
still take place physically at the branch.
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The most important result:
Satisfied customers

SKI/EPSI What reasons do customers

Nordic study give for being satisfied with
?

Private customers Handelsbanken:

- about the banks’

management of A wide branch network

covid-19 crisis Adaptation of branch premises

Dispensation from amortisation requirements
Stable digital services

The option of meeting your advisor orline
Access tobusiness intelligence

Clear, transparent communications

Nordichanks Handelshanken Nordic
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How far have we come?

Digitization Digitalization Transformation

Conversion Adaptation Creation
(Data) (Process) (Business)
Vinyl to CD CD tomp3 Mp3 to streaming
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2020 2030

..} Self Driving
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Augmented Intelligence — combining technology with what people do best

...e g building relationships with other people
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Seamless integration between human and
digital interactions

(ot & &0 e

Life event Life event Life event Life event
@ - @ - @ - @
Human Digital Human Digital Human Digital Human

Countinuous long-term relationship via all channels
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