[ Atom

Creating the most engaging experience in Banking

Michael Sherwood
Head of Digital Experience



Atom

April 2014

Atom founded in
Durham, UK

September 2016

android am

Android App launch

January 2019

®bacs

Joined Bacs
Payment Scheme

June 2014

Approved as the UK’s
first bank built
exclusively for mobile

October 2016

#6

in KPMG Global FinTech
Innovators 100

February 2019

C

Partnered with Google

Our story so far...

April 2016

License restrictions
lifted

December 2016

Residential Mortgages
launch

April 2019

O Thought
8% Machine

Partnered with Thought
Machine

April 2016

First bank in the UK to
use Biometric security

November 2017

£1billion

Fixed Saver balances

December
2019

Launched
APP 2.0

April 2016
s

iOS App launch

December 2017

) Faster

Payments

June 2020

Launch of our new banking
stack

April 2016

SME Lending & Fixed
Savers go live

November 2018

£2billion

In completed mortgages

September
2020

Instant =
Saver launch  J/




DX: Team Purpose

To collaborate with others across the We utilise insight to inform and enable the
business to develop brilliant, human _ of the overall
centered digital solutions that Atom experience.




Digital Experience Design
Framework

Validate qual/quant research Feature enhancements and
against actual product concepts

Research Insight
& intelligence

Quant & Qual research * Atom’s VOC

@ Thematic ©

Customer segmentation B
*Trustpilot °

Competitor research
* In app tracking

Market appraisal 3
* External best practice

In App tracking (Transactional)
& behavioral insights

Design

Design sprint

High fidelity prototyping

Validation & Testing T@n

Fully specified
requirements, estimated,
& logged in Jira

Execute

* New product and
service designs
ready to build

Defined backlog of
enhancements
delivered
fortnightly sprints




The Double Diamond

IDENTIFY JOB TO BE DONE DEVELOP POTENTIAL SOLUTION MINIMUM LOVEABLE PRODUCT
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TheKitchen

Chat Board
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Hi Michael

We're going fortnightly!
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Your to-do list
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[ ' Atom

VOC Program

Understand
rD what matters }

Make what
Measure what
matters most
matters
better

Q Agree priorities CJ

Driving Continuous Improvement



We combine unstructured listening , structured feedback and real
time APP data, to understand how Atom is performing from the
customers perspective across all channels and touchpoints
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App Store Ratings

Overall

82.5..

Overall

Themes decreasing Goodwill

authentication

* Atom

Trustpilot

CUSTOMER GOODWILL SCORE

Overall Goodwill

82.5..

Complaints NetEasy: Opening account NPS: Internal

Qverall Goodwill over time

Thematic

NPS: External Customer Feedback Sentiment

Impact Volume Themes increasing Goodwill
24%  121%
12%  59%
0% 76%
0% 3%
0.5% 5%

Impact Volume

54%  33.6%
1%  31.1%
0% 1.9%
0% 0.4%
0% 0.3%
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Root Cause




ROOT CAUSE ANALYSIS

Process Product

Root Cause

Platform Partner







When options regarding solution designs are agreed, the customer
panel test and feedback before final solutions are developed, tested

and released
* Atom

TheKitchen
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New APP journeys are benchmarked externally to ensure minimum
quality standards are met

( Success + Time + SEQ) + 3 =65%



SUM improvements




Insight informs the changes needed to reduce friction and customer
effort

How do | How do |
ow do | wanted ow do . | can’t What aremy When can | Why do | have . . | thought |
change acceptmy dol How do | set Add adevice view Fixed could
Insi h . interest paid ) remember my options at give you my to register to ) ) could fund
nsight myinterest mortgage up my device dosen’twork i ; i ) Saver ratesin withdraw at
external accept Passcode maturity instruction view rates . everymonth
payment offer P app anytime
my offer
Optimisation Mortgage Optimisation Fixed Saver Browse before A —
of interest of Add a Maturi
Features offeraccept i laturity registration FUE
preferences device Optimisation
journey
Release
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Improving App store rating, reducing customer contact and
increasing advocacy

4.670

App 1.0 v1

App .0 v2
___-App20v3
__App20v4

4.140

Current live
App Store Rating

4.7/5

3.840

1 1
3740 — ==

06 Mar 2019 01 Dec 2019

01 Nov 2020

“Five stars. Unbelievalioly easy to set
up, if | can manage it anyone can.

Every step is detailed and easy to
follow B

“Simple and straightforward.

Brilliant way to save securely online. Very quick,

simple and straightforward to set up and access.
Absolutely brilliant!!!”

Overall NPS has increased .
. in H2 2020 by 6 points Trustpilot 4.6/5
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