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Winning hearts, winning minds.

Working together to reimagine customer
experiences
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Getting underway in 2020
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Early wins in 2020

Management buy-in and Compelling investment case
shared purpose Clear early wins, e.g. PPP

Broad cultural immersion '

Enterprise CX outcomes agreed for 2021
Customer journey teams up and running

Investing in an outside-in ecosystem
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Where we are focused in 2021

Listening

The more we
know the more
we can do

Building Operating

Build and launch Re-wire our
distinctive M&T operations around
experiences customers and

experiences

CUSTOMER CENTRIC
BUSINESS-LED
ENTERPRISE WIDE

Storytelling

Enroll and
empower all
audiences
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Where we're heading — enterprise customer centricity

L J
Enterprise Platforms & Services
P ¥ N Data and Technology
¢
_ o~
-0
~ * K
~00 vl
L) Shared r -~
customer
Culture and talent centricity

aspirations
across
enterprise

Incentive and o

performance management

Investment and impact
measurement

Innovation & Value Proposition
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