GLOBAL INSIGHTS

Unlocking Full Value of Card Benefits

for Banks

One of the biggest challenges that financial institutions face is to differentiate the value
proposition of their card products to attract and engage customers. Card benefits such as
travel insurance, lounge access and concierge services are among those benefits and are an
effective tool.

MasterCard in-market campaigns have shown that even simply communicating card benefits
leads to greater awareness of benefits and can increase card holder transactions by 3 percent
[1]. And with usage of benefits, profitable behaviors are even more impactful. However,
awareness and usage of benefits remains under optimized and financial institutions are
leaving money on the table by not unlocking the full potential of benefits.

Now may be the right time for financial institutions to review their approach and focus on

the optimum card benefits strategy. Regulations around the world including US and Europe
are disrupting the economics of cards business. Yesterday’s drivers of profitability may not be
that important tomorrow. New technology platforms are enabling issuers to better target and
enable benefits and increase value. Growth in mobile technology, social media and digital data
is shifting the power to the consumers who are increasingly demanding differentiated and
personalized value propositions.

Benefits can be optimized to create additional value in three ways:

REVENUE

ENHANCEMENT COST SAVING OF CARDHOLDER
AND NEW REVENUE AND VALUE AND
STREAMS EFFICIENCIES SERVICE

Enhance revenue from existing benefit

Enable benefits more efficiently
through smarter sourcing
(e.g., supplier consolidation)
or by selectively offering benefits to

investments through greater awareness,
adoption and usage of card benefits.
Create new revenue streams by offering
new customer-paid benefits to customers that most value them.
existing/new customers. Besides higher
fee revenue, these actions also
create higher customer spend

and loyalty.

IMPROVEMENT

DIFFERENTIATION

Enable a seamless customer experience

that drives higher awareness and usage
of benefits. Drive a greater connection
between benefits and card usage to
increase value for cardholders.
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Segmentation
and targeting
cannot achieve
the desired
results if the
technology
cannot enable
benefits at the
desired segment
level.

Let's look at these three approaches in more detail.

Revenue enhancement and new revenue streams

To enhance revenue from existing benefit investments, consider matching cardholders with the
most relevant benefits. It's critical to segment customers and target the right benefits based on
the needs of the segment. Example: Airport lounge access appeals more to frequent travelers
than non-travelers. Targeting this benefit to frequent travelers will lead to higher adoption and
usage in turn driving higher fee revenue, customer spend and loyalty.

Customer segmentation and targeting the right benefits can also create new revenue streams.
For example, issuers can upsell a premium benefit to a sub-segment of the customer base

of an existing card product that most values the benefit and is willing to pay for it. Without
segmentation and targeting the only option financial institutions have is to offer the new benefit
to the entire card customer base or not at all. That's not viable economically and may not benefit
the customers who don‘t need it.

Segmentation and targeting cannot achieve the desired results if the technology cannot enable
benefits at the desired segment level. Therefore it is critical to have the right benefits platform
that can enable targeting of benefits by matching cardholders with the relevant benefits.

Cost savings and efficiencies

Customer segmentation and targeting relevant benefit offers can enhance customer experience
and drive economic efficiencies. Financial institutions can disable benefits that an individual
customer or segment don’t need and save cost. There will be no impact on experience, and

in fact there may be opportunities to enhance customer experience by using the savings to

offer targeted benefits to customers as discussed earlier. Another way to drive cost savings and
efficiencies is through smarter sourcing. This means aggregating benefit suppliers across card
products/ businesses as well as choosing the most optimal supplier based on cost and value
proposition. Working with a global partner that can provide global scale as well a broad choice of
global suppliers could enable smarter sourcing more easily.

The key to achieving cost savings and efficiencies is having the right benefits technology
platform. The decision of how to obtain the benefits technology platform could itself also have an
impact; cost savings could be achieved by sourcing the platform from third parties versus building
in-house.

Improvement of cardholder value and service differentiation

First consider a differentiated and seamless customer experience to drive awareness and usage

of benefits. Financial institutions need to continue expanding beyond traditional communication
methods like direct mail and continue investing in digital approaches. For example, consider a
benefits platform that provides a mobile app with instant access to benefits information at the
time of need. This will make benefits top of mind for customers and lead to higher satisfaction by
providing a better customer experience (e.g., on-demand access, digital experience).

Second consider leveraging customer data to drive a timely and targeted connection between
card benefits and card usage. For example, when customers purchase an airline ticket, highlight
the car rental insurance that their card may offer to encourage them to use their card for car
rentals and other spend abroad. Similarly, for customers primarily using their cards for everyday
spend, highlight the price protection guarantee that their card may offer on discretionary
products like electronics.
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Conclusions

Card benefits can provide the differentiated value proposition that financial institutions are
seeking for their card products. While benefits are already creating value, issuers may not
be tapping their full potential. Recent regulatory changes and benefits platform technology
innovation present an opportune time for issuers to unlock the full value of benefits.

In summary —

e Match cardholders with the most relevant benefits through segmentation and targeting.

e Select the right benefits technology platform that enables targeting of benefits to
individuals/segments, smarter sourcing and innovative customer friendly approaches to
drive awareness.

e leverage customer data to drive a timely and targeted connection between card benefits
and spend.

e Drive awareness of benefits using innovative methods that provide a seamless
customer experience.

For more information contact amit_jain@mastercard.com
or please visit www.mastercardadvisors.com

Sources/Footnote
[1] Compared to a control group and post the communication period.

©2015 MASTERCARD. PROPRIETARY AND CONFIDENTIAL. ALL RIGHTS RESERVED.

APRIL 2015




<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /CMYK
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /CreateJDFFile false
  /Description <<

    /BGR <>
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /CZE <>
    /DAN <>
    /DEU <>
    /ESP <>
    /ETI <>
    /FRA <>
    /GRE <>

    /HRV (Za stvaranje Adobe PDF dokumenata najpogodnijih za visokokvalitetni ispis prije tiskanja koristite ove postavke.  Stvoreni PDF dokumenti mogu se otvoriti Acrobat i Adobe Reader 5.0 i kasnijim verzijama.)
    /HUN <>
    /ITA <>
    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /LTH <>
    /LVI <>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /POL <>
    /PTB <>
    /RUM <>
    /RUS <>
    /SKY <>
    /SLV <>
    /SUO <>
    /SVE <>
    /TUR <>
    /UKR <>
    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /ConvertToCMYK
      /DestinationProfileName ()
      /DestinationProfileSelector /DocumentCMYK
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /UseDocumentProfile
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


