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Our stakeholders

Supervisory Board

Accountability body B

Key jobholders Administrative office
Implementing organisation

Objections Committee pensioenfonds De Nederlandsche Bank
|
Dutch Authority for the
Financial Markets (AFM)
Dutch Data Protection
Authority (AP)

Pension recipients

Complaints Committee

Participants }

Employers
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New pension system: contribution > personal pension assets
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Thinking from the perspective of your brand customers
and employees

CUSTOMER
A EXPERIENCE

Voice of the Employee

Erind sigfivery customer ambassadorship
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Unique
Customer intimacy /
/ Distinctive

Stuck in the middle

Operational
excellence

Product leadership



Wicked problem

' Strategy tensions as puzzles, dilemmas, trade-offs and paradoxes
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What is the role of a pension fund?

Trusted guide

Banks or advisors You ‘help’
‘help’ participants; participants
you deliver data
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FINANCE
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Listening to the voice of the customer....

ERKENNING
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...our participants!
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Finally...
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. . TAKE
Pension fund directors AWAY

* Do not focus only on your product range and the further stages in the
transition.

* Talk to each other: how do you want to be recognised as a pension fund
in the future?

* Which context and culture will fit to your fund?

* Institutional reporting becomes participant-level reporting.
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(Coordinating) asset managers ;::5

A

* Broaden your language and culture, the retail component will be added.

* |s communication ready at persona level?

pensioenfonds (P/G\ B 22



. TAKE
All colleagues with customer contact AWAY

* Discuss with each other how you can continuously improve your
services.

* Listen instead of explaining it again!
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Do you have any questions?
We're happy to listen to you! ©
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