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The Power of Personas

Think back to the last time you were facing a deadline and
found yourself struggling to:

v" Finalize that business strategy for a new product or service — what are the key needs,
who to target and why; OR

v Figure out the best way to re-position your brand — How do customers or prospects
already view us? What are the attributes that align most with their needs? How do they define
good value and what do we need to do to match that in their perceptions of our brand? Who
is the valued customer to us — what does that person look like so that we position towards a

...And you’re thinking, “I wish target that optimizes our opportunity? Etc... ; OR

| really knew our customer like |

know myfriends » ¥ Create a new marketing campaign — what to message to the target market, how and

where to allocate resources; OR

v' Optimize the experience for online browsers & shoppers — the right visuals and
content to reflect your brand vision, the right features that speak to the customers’ needs &
wants (makes them feel like they’ve made the right choice by visiting your site)
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The Power of Personas

Your ability to put yourself in the shoes (or seat) of your customer — to understand their needs, wants, aspirations,
work, home environments, attitudes, motivators, etc... - makes all the difference between success and failure.

With Personas, you’ve got
your target customer IN THAT
CHAIR, sitting next to you —
ready to deliver the answers
you need & taking the
guesswork out of your task.

Jeff Bezos, at Amazon,
always makes sure
there is an empty
chair at every meeting
to represent the
customer.
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What is a Persona?
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A Personais not...

= A stereotype. Don’t make assumptions about your
buyers’ interests & needs based on role, age,
geography — let them tell you about themselves.

= A role. Don’t base it on one customer you know and
then write a bio for that customer. It’s not a role — a
persona is a COMPOSITE that brings in elements from
multiple real customers.

= Customer segmentation. Personas are about the WHY,
not the WHAT. Market segmentation is all about the o

what — identifying and measuring different groups. CRE
Personas are all about the WHY — why people buy, why , -“(}
they need this or that, why they are motivated by .
things, etc... T
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What is a Persona?

It is also NOT a target profile. It IS an archetype.

Persona | par'sana) Latin, meaning mask — referring to the role played by

an actor or character that each of us puts on display
and shows to others in our daily lives

Meant to be thought of as someone who
actually exists, including the “backstory”
of goals, wants, issues, etc...

A persona is a fictional surrogate,
or a “stand in” for your target
customer [ user.

Think about those instances when you need to find the
perfect gift for someone. It’s easy to visualize them as you

: . shop — what they need, how they would use it, what they
bl don’t like. Persona’s work the same way.

Target Profiles Personas

Personas are multi-dimensional, deep and rich narratives
about a target’s key priorities, success factors, barriers/
concerns, motivators, attitudes, journey, and decision
criteria that extend beyond the narrow scope of a single
product or service.

Profiles can be flat because they are focused on
demographics/firmographics and a general understanding
of product needs and preferences.
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Practical Applications of Personas

Building Relationships: Up-leveling customer
relationships with from the user to the decision maker
to the c-suite

Developing Products: Prioritizing projects on product
roadmaps to pain points of the customer

Crafting Messaging: Aligning pain points of the
customer to the benefits of your solution

Creating a Customer-centric organization: training
and on-boarding of all employees
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There are multiple types of Personas — including but not
limited to . ..

Your customer —
someone who makes
the purchase decision to
shop with you or a
competitor

Secondary

Buyer Persona
(B2B)

Can include business
channels (franchises) /
partners that impact
your brand &
understanding of the
end customer

User Persona

A user may or may not be your customer
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Personas Require a Rigorous Research &
Development Process

Target
Definition

Determine the
core target for
gualitative,
including a mix of
buyers, prospects,
and those who
have apted out of
wyaur
product/service
categary.

Qualitative Phase

Homework

Develop a pre-
wark assignment
[such as product
deprivation,
guided four or
building a collage)
to help gualitative
participants
engage with the
topic and express
their underlying
thoughts and
feelings.

Immersion

Use a combination

of abservation,
contextual
interviews [in the
home or affice),
and In-depth
discussion to
develop the
personais).

Working
Summary

Create participant
level warking
surmmary based
an Ethi0%
submissions, on
site video,
interview
transcrigts and
observer notes,

2X2
Comparison

All summaries
compared to one
ancther in order
to identify
distinguishing
characteristicsand
end paints

Development Phase

Evaluate

Conduct
evalustion of the
distingulshing
characteristics,
comparing to
initial hypotheses
and adjusting as
neaded
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Build
Personas

Group each
participant based
on distinguishing

characteristics,
identify patterns
based on
grouping, establish
pErsanas




Persona Example

A Holistic Understanding of the Persona

Organization ‘
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PROFILE

Persona Example

Overview

= o Motivators of AML Solutions

A Snapshot
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Oliver
MLRO

Personal
characteristics:

Waork is my life
Connectivity is critical
Informationshouldbe

instantin the new
digital age
Onboardingshould be
less painful

Worries about
personal implications

of AML

“Confidence in the system
is crucial to my success and

Ease / Simplicity Feature-Rich

personal peace of mind.”

I am a 38-year old MLRO Officer and have

beenin this business for 13 years

I work in a division, which is international
private banking, and we tendto look at
clients with accounts opening between £5
million and £25 million. However, our
average cash balance would be around
about the £200 million mark. That would be
pounds sterling.

We're a private bank  all ourclients come to
us via word of mouth or on a referral basis.
We get, on occasion, where we havea client
approach us via our website.

| find it difficult here to differentiate
betweesn anti-money laundering and
sanctions because we do runthem in
parallel. | will use software that we put
that's called Sanction Search to get a {eel for
whether or not the organizationis going to
be a hiton either U.S., E.U. or U.N. sanctions
lists.

| am meticulous and detail oriented when it
comes tomy business to ensure nothing

gets missed — this is my brand and | take
pride in it.

On-
Premise

Portal

Key points for sales teams to
convey, show empathy

1. Loremipsurn dolor sit amel, consectetur adipiscing
elit, sed do eivsmoed tempor inddidunt ut labore et
dolore magna aliqua.

2. Utenim ad minim venlam, quis nostrud exercitation
ullamco laborls nisl ut allquip ex ea commodo
consequat.

3. Duis aute irure dolor in reprehenderit in voluptate
velit esse cillum dolore eu fugiat nulla pariatur.
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Your Broader Focus
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Persona Example

ECOSYSTEM

Touchpoints

%1'. @

/ Data Asset
Providers

Other
Market
Locations

KYC Information

Financial
Crime

= Onboarding
= Verifying
= Authenticating

Influencers

MCORNINGSTAR
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Persona Example

Getting to Know . ..
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ORG PROFILE

Oliver
MLRO

Oversees department
of 50

Handles clients with
accounts between £5
million and £25 million

Role is a mix of the
strategic level
overseeing policies
and procedures
around AMLas well as
operational, including
managing the
resources and the
implementation of
those policies?

Organization Structure

A Structured Work Environment encompassing various business units. ~200
employees, across Suspicious Activities organization

Suspicious
Activities
Retail Investment Onboarding tuial
Banking Banking Team &

Support Staff Support Staff

Oliver is overseeing the vast majority of AML / Compliance operations. He is
working to give his managers respansibility for compliance solution decisions,
but has notyet letit go entirely (needs to be in control). He realizes, however,
that if he is not able to free himself from many of the day-to-day
responsibilities, he will not be able to meet his larger strategy responsibilities.
He worries this will prevent the business from achieving its full potential.
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Persona Example WORKFLOW DECISIONS

Input Activities & Risk Assessments Monitoring Governance
Onboarding
GUIDELINES,
Ll

Knowing the Daily

Needs, Talking the Talk Alsar

MLRO + Lorem ipsum dolor sit « Lorem ipsum dolor sit * Utenim ad minim = Lorem ipsum dolor
amet, consectetur amet, consectetur veniam, quis nostrud sit amet, consectetur
adipiscing elit, sed do adipiscing elit, sed do exercitation ullamco adipiscing elit, sed
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My Providers
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eiusmod tempor
incididunt ut labore et
dolore magna aliqua.

Ut enim ad minim
veniam, quis nostrud
exercitation ullamco
laboris nisi ut aliquip ex
ea commodo
consequat.

Duis aute irure dolorin
reprehenderit in
voluptate velit esse
cillum dolore eu fugiat
nulla pariatur.
Excepteur sint occaecat
cupidatat non proident,
sunt in culpa qui officia
deserunt mollit anim id
est laborum

eiusmod tempor

incididunt ut labore et
delore magna aliqua.

« Ut enim ad minim

veniam, quis nostrud
exercitation ullamco
laboris nisi ut aliquip ex

ea commodo
consequat.

laboris nisi ut aliguip
ex ea commodo
consequat.

Duis aute irure dolor
in reprehenderit in
voluptate velit esse
cillum dolore eu
fugiat nulla pariatur.

do eiusmod tempor
incididunt ut labere
et dolore magna
aliqua.

Duis aute irure dolor
in reprehenderit in
voluptate velit esse
cillum dolore eu
fugiat nulla pariatur.
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Persona Example MOTIVATORS & FRUSTRATIONS

Motivated by fear of non-
compliance and exposure

Values Pain Points

= Beingdistinctive from others

Offering Solutions

= False positives

Ollver « Exclusivity, dedication, hard work
MLRO « Manualworkflows

Cha"enges « Lost productivity

Make decisions « Fearof being held legally

« Balancingthe needto continually

b«adsed on ;fronfé remain compliant with speed of responsible for fraudand risk
understanding o Sy - to the firm
Hiants bringing on new clients
= = Getting full profile for KYC » Lesserexperienced resources
Detail-oriented
, « Lack of skilled resourcesto do the challenged by complex AML
Revive and refresh proper job / too manual solutions—no decision
our line every guidance
season; requiresa Goals

lot of work
« Improve analyticskills of newer AML

staff / be able to delegate more
complex cases to more skilled
resources
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Influencing Behaviors

Personas R&D| 16

Persona Example

DISTINGUISHING CHARACTERISTICS

Motivators

Oliver
MLRO

=AML solutions should be easy

= .
Want to do it myself PSR SHR

* Mobile connectivity is my * Tech savvy; let'sinnovate
lifeline

= Work is my life

o | only care about getting the task

| want access to solutions support and AML ._.
consulting

The risk provider is a partner to me and/or
my business (consultative)

o completed

The risk provider is a vendor thatl
purchase from, that’s all

_ I prefer more manual involvement for

1 am looking for soluticns that will .—'
automate KYC

1 am looking for business resources from
my AML provider .

| prefer to have assistance available to
answer my questions

1 actively seek out the least expensive AML
solutions

Who Am |

| separate personal and business @

Corporate driven shipping process @

Activities outside of work most important =

- 4
decislon transparency
® My provider s just a solutionsource

@ Self-service ls my ldeal
. Price does not matter for my AMI
solution neads

. = Blurred lines between personal and
business

. ® [mployee driven shipping processes

‘—0 Work activities most important task

on day to day basis
Maobile device dependent @ .

® Mobile enahled / indifferent

AMLismyFTjob @

Open to using new and innovative .
technologles

._. AML is only part of what my work life

entails

Weary of new and innovative
technologies
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Questions? v

Thank You
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