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"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

…and keeping in mind



Most concern is driven by financial uncertainty
rather than health risks

Source: Kantarsifo Covid-19 Barometer
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Communication based on customer needs



Rapid actions for remote working and 
maintaining operations



Digital application process for temporary
exemption from amortisation requirements



Just as much contact, but in different ways



The most important result:  
Satisfied customers



How far have we come?

Vinyl to CD CD to mp3 Mp3 to streaming



2020 2030

Self Driving

Human 
Touch

Assisted
Self Service

• Empathy
• Same context
• Build trust

• Automated
• Scalable
• Always on



i e building relationships and supporting an agile and remote workforce 
using artificial intelligence during COVID-19Augmented 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

Human Human HumanDigital Digital Digital Human

Life event Life event Life event Life event

Countinuous long-term relationship via all channels
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