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Demographic, industry, technological and regulatory d rivers are
combining to create three key challenges / opportunit les

Drivers

Ageing population

More complex financial lives
Lower adviser numbers
Broadband and phone usage

More demanding consumers
Margin pressure

Economics of mass market
Lack of investment in front office

Open architecture/DC schemes
Property and structured products
Changing regulation: TCF, MiFiD
Industry consolidation

Distribution
Technology

Challenges/opportunities

« Strong demand for advice, restricted supply
 Willingness to use remote channels
» Adviser recruitment and relationships

Access to advisers and advice

« Efficiency of sales/advice process
« ‘Sell and forget’ v longer term relationships
* Client centric distribution

Distributor productivity

« Complexity of advice required
« Ensuring compliance
 Providing a consistent service

Quality, consistency and compliance
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Technology is addressing these key challenges and op
In turn shaping the future of distribution

Access to
advisers and
advice

Quality,
consistency

Distributor and
productivity compliance
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Access to advice is restricted by the number of advise s
available and the heavyweight advice process required
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To capture early demand the Internet offers significan t
opportunities, however customers want personalised answers

Information and comparisons do not answer the ‘what should | do?’ guestion
Internationally offering consumer planning tools online is seen as best practise
25% of New Zealand’s adults have used Sorted

Sites like Wesabe.com in US combine calculators with communities
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To be effective, online solutions need to be integr  ated into
‘formal’ advice channels and the ability to execute

® US banks targeting online completion of fact find prior to first interview
* AWD MoneyExtra saw a 25% increase in productivity per adviser in call centre
® Liverpool Victoria Straightforward Financial Check Up integrated with phone
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Given constraints on the supply of advisers, building strong

and advice

C

relationships is critical. Technology can play a valu able role
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customer fact find YA
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Base: All respondents (see chart legend) What process do you adopt to determine the risk profile of your clients?
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When alighed correctly to the provider or platform proposition these
tools are intensively used by distributors

Source: Brandmanagement. Rules of Attraction June 2007, Australia.
Representative sample of 1350 advisers
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Distributor
productivity
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Face-to-face regulated advice is often slow, painful and
unprofitable producivty

Total adviser time taken

L
N

0.5

Rebroking ISAs and PEPs Rebroking term New money investment
on to platfform assurance plus new IPI

policy

Source: DT Benchmark Research. Excludes travel time, non-sales
administration and unsuccessful sales, November 2006
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Fragmented front office systems and processes underpin

Distributor

this problem S

* Up to 67% of the advisers time during the sale can be spent on non-client facing
activities?
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Modern planning and sales platforms support a straight-
through process... produciiy
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...and get data to where it can add value - in the hand s of the
adviser and over time, the customer produciiy
Product

databases Customer
databases
Platforms

Customer
portal

9

Fund data

Product
research Powering profitable advice
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The result is faster and more profitable business mp

J Total adviser time taken (excluding travel time)

Rebroking ISAs and PEPs Rebroking term New money investment
on to platfform assurance plus new IPI

policy

Source: DT Benchmark Research. November 2006 Powering profitable advice
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It's not enough just to sell faster, the challenge IS to develop
profitable, broader and longer term customer relationshi pPS orosuctiy

CRM needs to move beyond birthdays and renewal dates

Goal based planning enables ‘forward looking’ conversation

Client centric services look more holistically at assets and liabilities

Opportunities to generate greater share of wallet, economically
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How technology is shaping the future of distribution

Quality,
consistency
and
compliance
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Technology is now widely used to incorporate modern fi nancial
planning techniques and enhance the quality of advi ce

* Asset allocation now used by 90%-+ of IFAs!:
® Mass market asset allocation through risk profiling + multi-manager e.g. F&C Lifestyle

® Support for more complex needs, e.g. retirement transition and decumulation

1 Source: IFA Census, NMG Consulting November 2007 Powering proﬁtable advice
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Distributors are using technology to respond to changing compliance
regimes and move away from ‘all or nothing’ sales process controls

I - Increased planning : . Increased control

Tied sales Multi-tie sales
Insurer bank

HNW
IFA

v

100% defined Sales process flexibility Loo% flexibility

IFA sales i i MassI ILr;\arket i . |—t|Nv\|/ t
call centre ; ; ; . ] rivate clien
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How technology can shape the future of your distribu tion

Challenges/opportunities How technology can help

Early engagement online
Integrate with transaction platform and

Access to advisers and advice formal advice channels
Use of technology to build adviser
relationships

Joined up planning and sales platform
to support customer lifecycle

Front office data aggregation for rapid
return on investment

Goal based planning to support long
term client centric relationships

Distributor productivity

Financial planning tools for more
complex cases

Hide the maths but incorporate the
principles in mass market sales

Use front office technology to provide
flexibility for different sales regimes

Quiality, consistency and compliance
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Thank you

bengoss@distribution-technology.com
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