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Introduction & Overview |

TODAYS PURPOSE: provide an overview of the communications approach for Personal Current Account and

Deposit Account customers; supports and activities planned; and customer volumes

Overview

The purpose of this presentation is to ensure key stakeholders are kept informed, within the bounds of competition law, so they

can advocate on behalf of their members or clients; discuss concerns or challenges with us; and communicate with their
members or clients about the forthcoming changes that affect them

Planning & Execution

Phase 1 of Ulster Bank’s communications strategy is now underway. We will commence direct customer engagement at the end

of Q1 2022 and are engaged in extensive planning to manage increased customer requests for the switching / closure of Ulster
Bank accounts.

Stakeholder Engagement

This session will afford stakeholders the opportunity to clarify and better understand Ulster Bank’s approach to customer

account closures. Ongoing engagement will be critical in ensuring appropriate supports are in place to assist customers
throughout this process, with specific focus and support given to those who need it most.




Communications Strategy |

Overview

A Bank-wide approach has been defined across 3 pillars, “Choose, Move & Close,” with Phase 1, ‘Choose’ underway (commenced 29t October 2021) and Phase 2 ‘Move
and Close’ being implemented in 2022.

*  We will start issuing notice of closure letters to both Personal & Commercial current and deposit account customers at the end of Q1 2022 on a phased basis.

* A robust communications campaign is now underway to support customers in getting ready for their move, whatever provider they choose. As part of Phase 1, we have
commenced outbound care call campaigns. Customer letter / email communication, online and digital media, additional care call campaigns and SMS customer engagement
will take place within Phase 2 throughout 2022.

CHOOSE MOVE CLOSE

Phase 1 | Underway - Phase 2 | Commencing end Q1 2022 — )

“Start moving your account”
“Get ahead of the pack” gy

“W here to help”
“Find your new provider, if € are here to help

you choose to have one” “Only XX time left”

“Are you ready?”

¥ ¥




Personal Banking |

All Ulster Bank Current Account & Deposit Accounts will close or switch to another provider, with every

customer being offered 6 months’ notice.

v" We want to ensure key stakeholders are kept informed of our approach and have an opportunity to seek clarification and provide feedback.

v" We want to work with you to help reach and communicate the upcoming changes with our mutual customers, particularly those who need additional
support.

v" We want to help people to prepare and understand the options available to them.

Operational Processing Customer Timelines

Current view is that direct customer
communication is planned to commence end Q1
2022 with all customers receiving up to 3 written
communications. This will be customer centred
with each customer receiving at least 6 months
notice.

For Personal Banking, a customer sequencing
approach will enable a phased treatment strategy to
account closure communications. This will aid in the
management of volumes and overall processing
requirements.

@@

X

Anticipated Volumes

Customer Segment Total # accounts

Current Accounts 478,000

Communications Strategy

A multi channel communications campaign is
underway, outlining key activity to create visibility and
activate / create momentum directly to Personal
customers around ‘Choose, Move and Close.’

=

Deposit Accounts 438,000

Total 916,000
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Customer centred phased withdrawal will support the closure of all Ulster Bank Current (MTA) & Deposit Accounts (circa 916k). Current view is that
direct customer communication is planned to commence end Q1 2022 with five main channels available for customers to enable account closures /

switching. This is augmented by a customer support campaign including media and stakeholder activity and outbound call campaigns which are

already underway.
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Key
Dates

Q4 2021

DAY 120

DAY 180+

{111

Ulster Bank Customer
Comms

Outbound Call Campaign

Letter 1
Paper/ eMail format
as appropriate

Letter 2
Paper/ eMail format
as appropriate

Letter 3 / Final Notice
Paper/ eMail format
as appropriate

Customer
Supports

Experts - Assisting with complex relationships &
customers who need additional support

Letter Follow Up Call Campaign

Follow up Call Campaign for Customers who need
additional support. Digital Comms - Anytime, App,
Website, Chatbot & Customer Retargeting

Follow up Call Campaign for Customers who need
additional support. Text Messaging & Reminders.

Customer
Channels

Online Digital Form

Telephony

In Branch
o

Centralised P.O. Box

"

Account Switching

m m m

All Current & Deposit Account holders receive at least 6 months notice for account closure.

j222%

ACCOUNT

CLOSED
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Translation service will be available in branches for

Trained staff in every branch customers for whom English is not their first language
Engaged with other financial providers to Online portal for customers
ensure they are aware of types of customer experiencing financial difficulty

situations that will require their support

Strengthened our dedicated unit for . h h
Customers who need additional Prooctlve.(?ut-reac to customers who
support in readiness for increased need cdc!@oncl support within our
demand for support communities
Financial Abuse — Support provided D Dedicated phone line for customers who
to regain control of finances. need additional support 8am-8pm, 7 days
C—: a week
5 channels to close accounts - Customers who need additional support will
Online, Telephone, Branch, P.O Bo>; Important receive calls offering support after the
’ ’ T Contact points issuance of each of the 3 Closure Letters

Dedicated Phone Line for Customers who
Customer’s Local Branch

need additional support 1800 656 001
https://www.ulsterbank.ie/help-and-support/vulnerable-customers.html
https://www.ulsterbank.ie/help-and-support/financial-abuse.html

(- Yo
(= Yo

Understandably, we may not always be aware that a customer needs additional support.

We seek your assistance in encouraging your members, to make us aware of any additional support required as early as
possible so we can help



https://www.ulsterbank.ie/help-and-support/vulnerable-customers.html
https://www.ulsterbank.ie/help-and-support/financial-abuse.html

Q&A



Conclusion

Working together to
ensure the safe
transition of
customers to their
new provider

Customers are
informed and
supported throughout
their journey to their
new provider

&>

Support provided to
customers who need
additional help to ensure
we are assisting those who
need us most



