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Our mutual difference is our business model

3

In 2016 we refreshed our strategy for a new chapter focused on our core purpose, leveraging
our unique mutual difference, underpinned by five cornerstones
Core purpose: building society, nationwide

Maintain and develop our people,
organisation and culture while
reinvigorating PRIDE

Better leverage our unique brand to
attract more members and engage them
in doing more with us

Provide a heartfelt, easy, lifelong and
personal service while transforming the
channels for the future

Drive long-term value by serving our
members’ needs across the UK, growing
in under-served segments and
delivering market share objectives

Ensure an enduring, sufficiently profitable and well-run
business while operating within risk appetite
4

We are delivering on all fronts against our 2016 commitments and are going further
to build society, nationwide

74%

70%

Engagement

Enablement

1st for trust + 3.8%3
1st for care more about
meeting customer needs

89% of colleagues believe

+7.7%4

Nationwide’s ambitions are the right ones

8.1 million

1st for customer satisfaction in high
street peer group +4.6%1
No.1
for customer satisfaction
for 6th year running2

New branch
design

engaged members

£1,022m

4.9%

underlying profit

leverage ratio

Costs flat

5

Record
membership

Record gross
mortgage lending

All time high
capital ratios
All Society data relates to FY 2017/18

1,2

© GfK 2018, Financial Research Survey (FRS) measure, as defined in the glossary (slide 22). 3,4 Nationwide Brand and Advertising tracker - compiled by Independent Research Agency, as defined in the glossary (slide 22)

The external environment is rapidly changing, driven by profound changes in technology

Rising house prices

Economic uncertainty
Consumer
impact

6

Pressure on household finances

Rise of renting
Housing affordability

Artificial intelligence

APIs Ecosystems Automation

Stagnating wages

Always on expectations

Asset inequality

Data security

Home ownership decline

Personalisation

Connected

Instant

Ultra convenience
Intuitive

Seamless

Cloud

Big data

Smart

Exchange rates

Machine learning

Choice

Quantitative
Easing

Central bank funding schemes

Robotics

Brexit

Trade wars

Drivers

TECHNOLOGY

Low interest rates

Low savings rates

Ageing population

Protectionism

ECONOMIC

Old concepts are being re-defined by new technology
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In this context we must seize new opportunities to remain relevant to our members
and ensure our financial sustainability

8

Access and build key skills, talent and
new thinking for the future

Building upon our position of trust to
add substance to our brand, creating a
more emotional connection and greater
brand relevance in under-served and
new segments

Creating our service leadership in a
digital world; bringing together the
convenience of digital with our human
service

Deliver revenue growth through growth
in existing markets and entry into new
segments

Simplify our operations and technology estate
to create the capacity, performance and
resilience we need to underpin our continued
growth
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Our delivery model leverages our structural business model advantages

UK only,
simple business
model
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Single integrated
strategy and
organisational
structure

Member focus
through mutuality

Transformation
expertise

A unique mutual transformation programme with significantly enhanced strategic investment
Strategic cornerstones

Outcomes of investment

Built to Last

1

Operational and technology
simplification

• Simplifying and updating core infrastructure to reduce complexity and
mitigate the risk of unplanned downtime

Building Thriving Membership

2

New technology
platforms

• Using technology to create new capabilities, loosely coupled with or separate
from our existing IT estate, to allow faster entry into new markets

Building Legendary Service

3

Member experience and
channel transformation

• Demonstrate our commitment to the high street through investment in the
branch estate, as well as embracing technology to drive an improved,
consistent member experience across all channels

4

Digitising the Society

• Creating end-to-end digital member experiences to save member time,
compete with digital start-ups and deliver sustainable saves

5

Transform insight through
data

• Improving our understanding of our members’ lives through data and
insight and an enhanced single member view

6

Build new skills and
transform ways of working

• Reskilling for a new operating model for change that increases pace and
reduces cost, and creation of new specialised roles

Building a National Treasure

Building PRIDE
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Programmes of investment

1 Operational and technological simplification

Execution focus
Technology
simplification
De-commission legacy
systems and exploit value
from SAP platform

12

Shared services
Across back office that
leverage AI and robotics

2 New technology platforms

Execution focus
Nationwide for
Business
Serve businesses’
straightforward banking
needs (subject to RBS grant)

Automated advice
Launch of digitally enabled
automated advice platform

Cloud

Automation

Digital natives

Exploit the benefits of cloud
computing

Increased use of robotics to
reduce handling errors

Targeted propositions for
younger life stages

3 Member experience and channel transformation
Execution
Executionfocus
focus
New branch format
and operating model
Transform member
experience, demonstrating
human touch

13

4

Digitising the Society

Execution focus
Chat

Deploy chatbot technology
at scale

Single Digital
Platform

New mobile and
internet bank

Agnostic of device, common
to both members and
colleagues

Replace existing internet
bank and evolve the mobile
bank app

In-app messaging

Voice transformation

Member journeys

Open Banking

Suite of interoperable apps
targeting specific member
needs

Efficient, digitised contact
centres for moments that
matter

Re-engineer digital sales
journeys and decommission
existing platforms

Develop and mature our
Open Banking platform

5 Transform insight through data

6

Build new skills and transform ways of working

Execution focus
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Execution focus

Analytics

Reporting excellence

Capabilities

Talent for the future

Expand use of AI and
machine learning

Self-service ways of
consuming data

New job roles created to
develop and execute
strategy

Ongoing upskilling and
recruitment for capabilities
and skills

Regulatory

Data simplification

New location

Way of working

Deliver GDPR and BCBS 239
requirements

Build out our strategic
warehouse platform and
decommission legacy estate

Additional UK technology
hub

Agile embedded as the
norm for change
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Strong profitability and capital self-sufficiency allow us to accelerate investment
to capitalise on opportunities
We return value to our members
through competitively priced
propositions and service

We reinvest in our business
for the benefit of our
members

Reinvest

Return

• We will continue to grow our capital base
organically, and ensure that we offer good
long-term value to our members
• We are choosing to reinvest a greater
proportion of our earnings in the future
services and capabilities we can offer
• This will support the sustainability of our
long-term business model, benefiting both
our members and investors

Retain

We retain profits to ensure
that we are safe and secure
for our members
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• Our aggregate total investment over 5 years
will be £4.1bn, representing c£1.3bn in
excess of our previously planned investment

Significantly strengthened capital levels over last decade to record levels,
well above regulatory minimums

17

Increased investment will reduce short-term profitability, but our mutual model
uniquely allows us to adopt a longer-term approach

18

Whilst there will be additional costs…

• In light of the additional investment, we expect to recognise a charge for the current financial year of c£200m-£250m,
with approximately half recognised in H1

…this approach seeks to strike the right
balance of priorities…

• We believe this approach strikes the right balance between returning pricing benefits to our members, retaining
earnings and reinvesting for the future

…will enable greater efficiencies…

• This strategy, which enables greater efficiencies, will contribute to an increase in our sustainable saves, with sustainable
saves of £500m to be achieved by 2023

…and will not impact our capital strength

• Expect to continue our recent track record of improving capital ratios over the period, excluding the impact of any
capital calls we choose to make and proposed regulatory changes

We are reaffirming our CCDS distribution policy, whilst remaining committed to the
FPF and delivering long-term value to our members

19

We remain committed to the FPF*…

• Committed to a range for Underlying Profit from £0.9bn to £1.3bn over the cycle to meet our objective for sustainable
capital strength

…whilst seeking to diversify our income…

• We will diversify income and funding from business banking (subject to RBS grant) and increase new income drivers
from propositions that meet our members’ needs

…remaining committed to members…

• Remain committed to delivering long-term good value to our members; in each of the last two financial years Member
Financial Benefit was >£500m

…and not impacting our CCDS
distributions

• Our Board reaffirm their commitment to our existing Core Capital Deferred Shares distribution policy and do not
envisage any impact on our approach to, or level of, distributions as a result of this announcement

*The Financial Performance Framework provides parameters which allow us to ensure we achieve the right balance between distributing value to members, investing in our business and maintaining our financial strength. The
range quoted is not a forecast of the likely level of profit in any financial year or period. Profit may fall within or outside this range in any individual financial year, depending on a number of internal and/or external factors including
conscious decisions to return value to members or invest in the business.
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Glossary
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Measure

Definition

Net satisfaction in core products
(slide 5)

© GfK 2018, Financial Research Survey (FRS), 12 months ending 31 March 2018, proportion of extremely/very satisfied customers minus proportion of extremely/very/fairly
dissatisfied customers summed across current account, mortgage and savings. High street peer group defined as providers with main current account market share >4%
(Barclays, Halifax, HSBC, Lloyds Bank (inc C&G), NatWest, Santander and TSB).

Net satisfaction in core products
(slide 5)

© GfK 2018, Financial Research Survey (FRS), 6 year lead held over period 12 months ending 31 March 2013 to 12 months ending 31 March 2018. Each monthly data point contains
customer feedback referring to previous 12 months. Proportion of extremely/very satisfied customers minus proportion of extremely/very/fairly dissatisfied customers summed
across current account, mortgage and savings. High street peer group defined as providers with main current account market share >4% (Barclays, Halifax, HSBC, Lloyds Bank
(inc C&G), NatWest, Santander and TSB). Prior to April 2017, high street peer group defined as providers with main current account market share >6% (Barclays, Halifax, HSBC,
Lloyds Bank inc C&G (Lloyds TSB prior to Apr 15), NatWest and Santander).

Trust
(slide 5)

Nationwide Brand and Advertising tracker - compiled by Independent Research Agency, based on all consumer responses, 3 months ending March 2018. Financial brands
included Nationwide, Barclays, Co-operative Bank, First Direct, Halifax, HSBC, Lloyds, NatWest, TSB and Santander. +3.8% is Nationwide’s lead over the next best provider.

1st for care more about meeting customer needs
(slide 5)

Nationwide Brand and Advertising tracker - compiled by Independent Research Agency, based on all consumer responses, 3 months ending March 2018. Financial brands
included Nationwide, Barclays, Co-Operative Bank, First Direct, Halifax, HSBC, Lloyds, NatWest, TSB and Santander. Full statement asked is Care More About Meeting Customer
Needs Than Maximising Profit. +7.7% is Nationwide’s lead over the next best provider.

Disclaimer
This presentation has been prepared by and is the property of
Nationwide Building Society (“Nationwide”). By viewing this
presentation or accepting this document you represent, warrant
and agree that (i) you will not reproduce or transmit the
contents (in whole or in part) of this presentation by any means;
(ii) you have understood and agreed to the terms set out herein;
(iii) you consent to delivery of this presentation by electronic
transmission, if applicable; (iv) you are not a US Person, as
defined below; (v) if you are in the United Kingdom, then you
are a person who is (a) an investment professional within the
meaning of Article 19 (5) of the Financial Services and Markets
Act 2000 (Financial Promotion) Order 2005 (“FPO”) or (b) a
high net worth entity falling with Article 49(2)(a) to (d) of the
FPO; and (vi) if you are within the European Economic Area
(“EEA”), then you are a person who is a “qualified investor”
within the meaning of Article 2(1)(e) of EU Directive
2003/71/EC, as amended (the “Prospectus Directive”).
This presentation shall not constitute or form part of any offer to
sell or the solicitation of an offer to buy or subscribe for any
securities. Any securities subsequently issued by Nationwide
will not be registered under the United States Securities Act of
1933, as amended (the “Securities Act”), or the securities laws
of any state or any other jurisdiction of the United States. Any
securities subsequently issued by Nationwide may not be
offered or sold within the United States except pursuant to an
exemption from, or in a transaction not subject to, the
registration requirements of the Securities Act.
NOT FOR DISTRIBUTION TO ANY US PERSON (AS SUCH TERM IS
DEFINED IN REGULATION S UNDER THE SECURITIES ACT) OR
TO ANY PERSON OR ADDRESS IN THE UNITED STATES.
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In the United Kingdom, this communication is directed only at
persons who (i) have professional experience in matters relating
to investments falling within Article 19 of the FPO, as amended;
or (ii) are Professional Clients (as defined by FCA Rules), all such
persons in (i) and (ii) together being referred to as “relevant
persons”.

This communication must not be acted on or relied on by
persons who are not relevant persons. Any investment or
investment activity to which this communication relates is
available only to relevant persons and will be engaged in only
with relevant persons.
In the EEA, this communication is only addressed to and
directed at persons who are “qualified investors” within the
meaning of Article 2(1)(e) of the Prospectus Directive.
NEITHER THIS PRESENTATION NOR ANY COPY HEREOF MAY
BE DISTRIBUTED IN ANY JURISDICTIONS WHERE ITS
DISTRIBUTION MAY BE RESTRICTED BY LAW. PERSONS WHO
RECEIVE THIS PRESENTATION SHOULD MAKE THEMSELVES
AWARE OF AND ADHERE TO ANY SUCH RESTRICTIONS. Any
failure to comply with these restrictions may constitute a
violation of the laws of any such other jurisdictions. In particular,
neither this presentation nor any copy of it nor the information
contained in it is for distribution directly or indirectly in or into
the United States, Canada, Australia or Japan.
This presentation does not constitute an offering document.
The information presented herein is an advertisement and does
not comprise a prospectus for the purposes of the Prospectus
Directive and/or Part VI of the Financial Services and Markets
Act 2000. The information herein has not been reviewed or
approved by any rating agency, government entity, regulatory
body or listing authority and does not constitute listing
particulars in compliance with the regulations or rules of any
stock exchange. Any future potential transaction is qualified in
its entirety by the information in the final form documentation
relating to any such proposed transaction. Investors should not
subscribe for any securities except on the basis of the
information contained in the final form documentation relating
to any such proposed issue of securities, in particular, each
reader is directed to any section headed “Risk Factors” in any
such documentation.

This presentation is published solely for informational purposes
and should not be treated as giving investment advice. It has no
regard to the specific investment objectives, financial situation
or particular needs of any recipient. No representation or
warranty, express or implied, is or will be made in relation to,
and no responsibility is or will be accepted by Nationwide and
its affiliates, agents, directors, partners and employees as to the
accuracy or completeness of the information contained in this
presentation and nothing in this presentation shall be deemed
to constitute such a representation or warranty or to constitute
a recommendation to any person to acquire any securities.
Nationwide and its affiliates, agents, directors, partners and
employees accept no liability whatsoever for any loss or damage
howsoever arising from any use of this presentation or its
contents or otherwise arising in connection therewith.
Although the statements of fact in this presentation have been
obtained from and are based upon sources that are believed to
be reliable, their accuracy is not guaranteed by Nationwide and
any such information may be incomplete or condensed.
All opinions and estimates included in this presentation are
subject to change without notice. Nationwide is under no
obligation to update or keep current the information contained
herein.
This presentation may contain statements that constitute
forward-looking statements. Such forward-looking statements
can be identified by the use of forward-looking terminology,
such as the words “believes”, “expects”, “may”, “intends”,
“should” or “anticipates”, or the negative or other variations of
those terms. Such statements involve known and unknown
risks, uncertainties and other important factors that could cause
the actual results and performance of securities, Nationwide or
the UK residential mortgage industry to differ materially from
any future results or performance expressed or implied in the
forward-looking statements. These risks, uncertainties and
other factors include, among others: general economic and
business conditions in the United Kingdom; currency exchange

and interest rate fluctuations; government, statutory, regulatory
or administrative rules or initiatives affecting Nationwide;
changes in business strategy, lending practices or customer
relationships; and other factors that may be referred to in the
document. While such statements reflect projections prepared
in good faith based upon methods and data that are believed to
be reasonable and accurate as of the date thereof, Nationwide
undertakes no obligation to revise these forward-looking
statements to reflect subsequent events or circumstances.
Recipients of this presentation should not place undue reliance
on forward-looking statements and are advised to make their
own independent analysis and determination with respect to
the forecast periods, which reflect Nationwide’s view only as of
the date hereof.
Losses to investments may occur due to a variety of factors.
Before purchasing any securities described in this presentation
you should take steps to ensure that you understand and have
made an independent assessment of the suitability and
appropriateness thereof, and the nature and extent of your
exposure to risk of loss in light of your own objectives, financial
and operational resources and other relevant circumstances.
You should take such independent investigations and such
professional advice as you consider necessary or appropriate for
such purpose.
Furthermore, you should consult with your own legal,
regulatory, tax, business, investment, financial and accounting
advisers to the extent that you deem it necessary, and make
your own investment, hedging and trading decisions (including
decisions regarding the suitability of any transaction) based
upon your own judgement and advice from such advisers as you
deem necessary and not upon any view expressed in this
presentation. Certain data in this presentation has been
rounded. As a result of such rounding, the totals of data
presented in this presentation may vary slightly from the
arithmetic totals of such data.

Contacts

Alex Wall
Head of Investor Relations, Rating Agencies & Capital
alexander.wall@nationwide.co.uk
0845 602 9053
Nationwide Treasury Mailbox
nationwide.treasury@nationwide.co.uk
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