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[bookmark: _Toc535271911]Introduction
In this assignment, the concept of knowledge management will be identified followed by an explanation of  the relationship between data, knowledge and information. Then understanding the difference between knowledge in an organisation and individual knowledge will be outlined. An analysis will be made to identify different knowledge assets within the chosen organisation, then evaluating potential and actual knowledge assets. Next an understanding of knowledge processes in terms of organisational development will be found, these are systems put in place to support the creation, storing, application integration of knowledge. Then evaluating the impacts of organisational assets and intellectual property rights. Lastly, an evaluation will be made in regards to knowledge requirements of the chosen organisation as well as, the framework in sharing knowledge within the sector. I will then provide a recommendation, with improvements that can be made to within the organisation.  The organisation chosen to look further into is Santander bank.
[bookmark: _Toc535271912]Case study
Santander is one of the top leading UK banks, that was first originated in Spain in 1857 and now has developed internationally. It’s the banks aim to help customers prosper, treating each individuals money the way they would like their own money to be handled in their everyday bank life. Their mission is to help people and their businesses prosper, while working as a responsible bank, increasing profitability, that can be invested in the surrounding communities they are based at. The bank have introduced 123 current accounts, credit card loans, home insurance and 123 business accounts to clients who choose bank with Santander. The bank has a large loyal customer base of 14 million with around 20,000 employees. There are 800 branches located around the UK, with over 40 banks regionally. As part of the organisations culture, they believe in being a simple, personal and fair bank and showing these traits on a day to day work life (Santander.co.uk, 2018).
[bookmark: _Toc535271913]Knowledge management
What is knowledge ?
Knowledge is used on a day to day basis both in and out of organisations, knowledge is identified as a combination of information, rules , procedures and ideas made by an individual. This can also be developed through experiences encountered. Knowledge is one of the most fundamental skill when it comes to interacting, because without interaction knowledge cannot be shared and developed to others (Bhatt, 2002).
Concept and importance of knowledge management 
Knowledge management is a practice used within organisations, this includes organisations identifying and mapping intellectual assets. This is to be able to generate knowledge and the competitive market within the organisation to learn new knowledge which could potentially help the business, which enables cooperate information to become accessible, new technology and sharing of the best practices. All the points addressed is what helps businesses to  become successful because knowledge is used day to day in organisations (Barclay & Murray, 1997). In order for managers to be able to show good management practices it important for mangers to have the right knowledge and information to implement. This is supported by Henri Fayol and his 14 principles of management.

As the chosen organisation Santander, through their knowledge and expertise they have unlocked the business full potential, by having conferences , workshop and  through ranges of peer to peer events (Santander.co.uk, 2018).Data, information and knowledge can be used in various ways depending on the organisation. Starting of with identifying the term data. 
Data can be stored or captured, this can include pictures, videos, symbols or a piece of text, which is a block of communication. Signals can also be used which could include sensors, touch, taste and smell. The main purpose of using data is to, record tasks and situations that occur (Liew, 2007). Within Santander data is used for different reasons to ensure a smooth running business.  Complaint data is used to ensure the business is performing well and ensuring improvements are made every day. Every 6 months the data is reviewed and published to see what can be done both from the public and the organisation itself in ideas of what can be done.  From 1st January 2018 to 30th June 2018 data was published from different departments on the complaints level listed below on figure 1,
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(Santander.co.uk, 2018). 
Information is also used as a as a way to identify relevant information, to help in decision making and taking action.  The main purpose in using information is to help in problem solving and opening up potential opportunities that could arise (Liew, 2007). In Santander shareholder information is stored to continue the progress of the business, there is a staggering amount of 3.3 million shareholders linked with the bank both internal and external.  The aim of this information is to continue to please the investors who contribute to the business. Financial  information is also gathered, with the share price and financial reports and news. 
Lastly, knowledge this is used on a day to day basis, whether that’s in an organisation or in a day to day lifestyle. Knowledge spirals from the brain and this includes using the mind to make efficient judgement, no matter the situation.  This is being able to know what to do in situations, know how to do them and also understanding why they need to be done. Knowledge helps individuals live better lives and in the context of an organisation it helps individuals maintain value creation within the business and their stakeholders (Liew, 2007).

[bookmark: _Toc535271915]Knowledge assets
Research has suggests that organisations do not have the learning capabilities but rather it’s the individual in the organisation that do. In an organisation learning can be developed and the use of knowledge can be inherited within the organisation and shaped through the history and culture of the organisation and knowledge is formed by reports and the routine of the company. Whereas individual knowledge is still used through the organisation culture but immediate initiatives must be used when problem solving and making decisions on the spot when faced with customers, instead of using the rules and regulation, this can be seen as an unstructured decision making, where the situation is complex and individual knowledge base is required. In some situations faced with customers, that may not use necessary levels of expertise to solve the problem, employees are able to collaborate with others to share their  own knowledge and expertise by using the correct organisation frame work and presumptions. Individual knowledge is based on every day work life and can be developed through learning new things from the customers and how they feel about products or services. Since tactic knowledge is both developed by the organisation and the other part individual knowledge sharing, if individual knowledge is not shared within the organisation this gives a small effect on the organisation knowledge base, this shows employees are a great contribution to a company’s knowledge and are the ones that form the overall companies knowledge (Bhatt, 2002).Knowledge assets are the key elements in ensuring a firm innovation, this is understanding how an organisation is able to invest and expand. In an organisation knowledge assets are resources used to form information, understanding and learning. This can be seen on data bases, policies, documents or systems in place by the company (Delgado-Verde, et al., 2011).
SME Summits
Santander bank have several knowledge assets within the organisation, promising a smooth running bank of innovation and development. Starting of with Solatuco pop up workshop which was launched in order to identify the knowledge impact in regard to employees at the Santander group. This is a cycle of several business insights within the bank which is dedicated to sharing good practices (Santander.co, 2018). In order for ideas to be shared and individuals to learn and gain knowledge , Santander have introduced SME Summits. This is gaining access to industry leaders  and innovators and experts who share their success stories while formulating targets and ideas on how to get to their main goal within the organisation. This is for them to be able to learn the skills required to be able to perform well within the business also by abiding by their culture of being a simple, personal and fair bank. On figure 2, is the main elements with the relationship between culture and knowledge in an organisation.


Training and development
Training is crucial when trying to gain knowledge especially when working within an organisation. Santander supports employees in their  training and development in order to gain knowledge and learn new skills. Santander provides employees with training and learning opportunities while providing encouragement and the necessary educational tools to make it all possible. The bank has a leaning management system, so employees are able to have a structured development, and required information and the ways knowledge can be developed, this is a range of online courses whether its providing support on their current role or if an individual wants to develop to a higher role (Santander.co.uk, 2018). At the bank mandatory training modules are taken to maintain knowledge, this is done every year. This helps employees understand how to protect customers, protecting information and decreasing the chance of any risk occurrence, the main modules the learning system covers is, Anti bribery, data protection, fraud, health and safety and diversion and inclusion (Santander.co.uk, 2018). These modules are extremely important when working in a banking sector and knowledge of these are equally important so employees are able to carry out the correct procedures. This is also supported by their polices, in improving performance while developing skills and training individuals for their roles. Promotions and development will be evaluated by the knowledge and skills developed rather than for discriminated reasons such as ,age, gender, cultural differences. Santander’s policy also explains, that an individual development will not be based on disabilities, this is why they have an E learning training system, set up for individuals with disabilities, this is ensuring all individuals have the right to access training, despite their differences all having the right to gain knowledge to improve their performance. Training materials will be developed to aim to reflect on the image trying to promote the diversity towards customers and employees in the organisation (Santander.co.uk, 2018).
Programs
Knowledge and development has developed throughout the bank while enforcing new strategies, the banks slogan of ‘never stop learning’ has helped in encouraging employees and introducing them to the programs available to them. One of the programs being the Global knowledge campus, this is a program to help employees share knowledge and its practises, this is a great training space to help individuals learn cultural change and improve their working performance. Another well-known program that also helps in individual knowledge development known as, leading by example. This program consists of training to help up keep with the culture of being a simple, personal and fair bank. This is formulated for leaders and helping them in  implement their knowledge in the right way (Santander.co.uk, 2018). 
Below on figure 3, is a survey taken by employees on how the development is perceieved at the workplace through these trainig proggrams.
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For organisations to be able to create, store, apply and integrate knowledge, management process are set in place such as the, knowledge management system (KM). This is a system that enables management to organises individuals this can also be done through procedures, data bases and software’s (Bhatt, 2002). First of by creating knowledge, this is being able to identify the problem area ,In some cases this can be due to, lack of innovation (Gonzalez & Martins, 2017). 
In order to create knowledge in Santander, there are some factors that need to be looked upon. Santander strategic report outlines the key elements, that help in assessing the organisations performance and its future prospects. The bank looks closely with the sustainability of the business, which is aligned with its strategic direction. As part of this system, data is  gathered within the organisation that help with knowledge storing. As it’s known, every organisation have budget to abide by. Understanding the key stakeholders who also have to be considered as part of the business profits. As banks are a large competitive market trying to win over customers, it is important for Santander to remain one of the top leading banks. Information has been gathered while understanding the way customers behaviour impact the organisation. It is known that the needs and wants of customers have increased during the years due to developments through out the banks and technological advances. Data shows that, users on mobile banking from the years 2012 to 2014 have increased rapidly. This is shown on figure 4. Sanatnder have seen that their customers are more eager in using the digital side of banking which information states it has shown a large rate of customer satisfaction due to this. The organisation is always open to embracing change this is why, from all the knowledge information created and stored there went ahead to apply it. This is why they were the first bank to introduce apply pay, which is. The bank also launched smart bank apps to help manage money properly (Santander.co.uk, 2015).

[bookmark: _Toc535271917]Figure 4
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The use of this knowledge has allowed employees to see the impact technology is having towards customer behaviour. This is why at Santander employees are always first to highlight the technological banking advantages every time when setting up a new bank account for customers. As well as when customers want to send over money, rather than the old fashion way, using checks. 
As the bank is a well developed firm, it is known that Santander have over 20,000 suppliers who contribute to the development of the organisation. The suppliers are the ones who provide facilities management support which helps builds the company’s portfolio. This can be suppliers from , IT department, paper printing and equipment. The organisation believes in treating all stakeholder in an ethical manner to promote good relationships to win over the competitive markets. Following the guild lines and procedures of the bank. Through the purchasing process, they aim to treat all stakeholders in a fair manor, all staff who interact with suppliers are expected to abide by the Manual of conduct in supplier relationships, this is ensuring the firm remains professional avoiding any conflicts of interest. In this manual it also teaches employees of Santander to remain honest and lawful when connecting with the suppliers (santander.co.uk, 2018). This allows the company to have new and developed products to share with customers, this keeps the organisation on top of the market, by partnering up with the worlds best suppliers. This will eventually develop the organisation opening them to future suppliers due to their good form of relationship building.







Intellectual property rights 
The term intellectual property rights, is based on human intellect, which can be ideas or  expressions from knowledge developed which has value to the market. This is a law in place, enabling  creators or owners of a product or service to take full ownership of their work. Allowing them to have their own trade marks and copy righted work ensuring they are the only ones able to make profit from it. This is important because it is believed to determine the growth of an organisation, this helps companies separate themselves from the competitive market. This allows the company to have its right to any creations made, protected against infringement. It also stops people from using the organisation services or products without the companies lawful permission (Nibusinessinfo.co.uk, 2018).
Below is the definitions of intellectual properties and their importance,
Copyright
This is a legal documentation that protects individuals or organisations in protecting their work expressed. Copy right law is framework of laws in which a way work can be used, it explains the rights of the owners have on their work and the way work can be used by others in a lawful way stated on the Designs and Patents Acts 1988. In order for work to be protected against copyright it must be an original idea. The reasons this law is put in place is to prevent others from copying, selling and making investments of other peoples work or changing the work into their own. It is believed that the UK, has the strongest creative sectors which was found on the government statistics In 2014. The creative sectors range from, art work, music, projects and many more (BBC.co.uk, 2018). This is why below on the Santander website there is always a copyright logo, this is to protect the company against any copy right claims against there company. This stops other competitors from stealing their products and services.
Trademark
This is another legal documentation, but focuses broadly on the name of product or service created. This is so other individuals or organisations will not have the right to take the name of the brand or services created. It’s important for organisations to register their trade mark because this allows firms to take action against anyone who use the brand without the firms permission. Also, allowing companies to be able to sale and licence their brand while making investments. This also gives a right for originations to use the trade mark symbol to alert others and warn them against using it (Gov.co.uk, 2018).
Intellectual property rights are important when it comes to organisations, without this it would be had for firms to stand out and have full ownership of their brand. All the knowledge and work put into the organisation would mean nothing if intellectual property rights are not taken into consideration. Though some individuals may live their life in an ethical way not all will abide by this and would have no issues taking ownership of an individuals work. Firms have ensured the rights and laws are looked into to protect their organisation and all the hard work produced.




Contribution of knowledge assets
As part of the knowledge assets, SME summits, information shows that this has been a fundamental element in development within the firm. This is because the weight between gross domestic products as well as the employment rates generated. Through the launching of this, it was based on the fact that growth was not just about the funding the bank has but rather key elements should be looked upon such as, financial management, marketing, human resources, sales and control-credit. This is why the SME is a tool to develop and gain knowledge through the use of advertise and ideas from expertise (Santander.co.uk, 2018). This has generated more employees to progress in the firm, allowing them to be an asset to Santander.
Technology has also improved during the years in the bank and have made a great contribution within the organisation, with new technology advances always available to clients. During the years Santander have seen the rise of digital products formulated on the data received and this has created a strong economic growth within the bank. This has drawn more customers to the service which has made an effective contribution to the bank of more digital customers (Santander.co.uk, 2018).Simplicity is the one of the core culture within the bank, aiming to share the best prices to shareholders, digitalism has been the main cause of attraction and has allowed the bank to save money and work more effectively (Santander.co.uk, 2018).

[bookmark: _Toc535271918]Knowledge management culture 
Knowledge requirements
Santander have continued to innovate and create new financial products  and services, that meet customer needs and expectations. This adds value leaving customers satisfied with the product or service received. The bank have strict polices that employees should abide by, this is meeting up to customer satisfaction while following the company’s international sales policy. The policy ensures that customers receive the correct information that is tailored to their needs, employees must have the right knowledge and expertise to be able to tailor to the customer (Santander.co.uk, 2018).Knowledge sharing is important within an organisation because different individual’s and departments have specific knowledge which is beneficial depending on the tasks. Research suggests that the use of knowledge sharing within firms and the implementation of it into activities have shown an increase in competitive advantages in many industries. There are different ways knowledge can be shared, whether that’s through the use of personal interactions, which can be done face to face, via phone or email which is a tactic way of sharing knowledge which, is advice made by an individual, based on their experience. Another way knowledge can be shared is with the use of electronic documents. This is an electronically formatted document, which is usually aligned with the organisations policies and procedures.
Below on figure 5 , is a . A differentiated productivity model of knowledge work

[bookmark: _Toc535271919][image: ]Figure 5


(Hass & Hansen, 2007).
In Santander knowledge sharing is ideal in making the business a success, this is why the bank have introduced master classes. Rather than gaining knowledge from the organisation itself they have made partnerships with market leading companies such as, Google, Saatchi masius and innocent drinks. This is a two day event where employees are given the opportunity to interact with both Santander workers and others partnered with the firm. The masterclass have a series of seminars, talks and expertise knowledge sharing, this helps employees have a clearer path and knowledge insight. The great thing about this class is that its not just made for Santander employees, it’s also opened to individuals who want to gain knowledge and experience in the sector to develop a career path and work as part of Santander bank (Santander.co.uk, 2018).
[bookmark: _Toc535271920]Recommendation
Although, Santander’s frame work and knowledge assets have shown to be effective while continuing improvements within the firm. There is always room from improvements. Though the programs have shown to be working well ,especially the leading by example program, this program focuses mainly on leaders. I feel as though this program should be opened to a wider range of individuals and not just the management team alone. This programs emphasises the culture and the way work should be performed. There may be individuals who work in the bank who may want to pursue in a higher role and want to learn things the way a leader would to pursue their career path and implementing their knowledge in the right way. A development plan can be formed for employees in order for them to have full control of what they would like to take part in to meet their career aspects. As its also known that technology is improving every day and can become very competitive due to other banking sectors. It is known that the use of digital tools it has saved a lot of money, this is why I feel as though the bank should only have digital ways of banking rather than instore. Anything that can be done instore certainly can be done online and with the new developments it will bring in more customers. During the years the world has evolved increasingly and by the time you know it there might not be stores to go into anymore and everything could potentially be done digitally so it would be an advantage if the bank went ahead in being the first  bank to this. Another thing that can be improved within the organisation, is the use of culture and management, I don’t feel as though Santander expresses its culture and knowledge well enough, I feel as though their should be modules to outline the impacts of culture aligned with knowledge in the firm.
[bookmark: _Toc535271921]Conclusion
To conclude, it has been identified that knowledge management is extremely important in firms, without this firms would be unable to progress and develop. The most important people within an organisation are the people who work there, they are the ones who are able to gain all the knowledge, whether that’s from information collected, data, rules or procedures, but really they are the only ones who can implement it into working life and the only way this can progress even more is if the knowledge is shared. In my chosen organisation Santander, the knowledge assets have been identified and its usefulness it is proven that the knowledge assets are working well within the organisation, although there is always time for improvements. 
References
Barclay, R. O. & Murray, P. C., 1997. What is Knowledgemanagment. Knowledge Praxis.
BBC.co.uk, 2018. What is copyright?. [Online] 
Available at: https://www.bbc.co.uk/copyrightaware/what-is
[Accessed 7th January 2019].
Bhatt, G., 2002. Stratagies for individual and organizational knowledge. Journal of Knowledge managment, 6(1), pp. 31-39.
Delgado-Verde, M., Castro, G. M.-d. & Navas-Lopez, J. E., 2011. Organizational knowledge assets and innovation. Journal of Intellectual manufacturing firms, 12(1), pp. 5-19.
Gonzalez, R. & Martins, M., 2017. Knowledge managment process:a theorical-conceptual research. 24(2).
Gov.co.uk, 2018. Register trademark. [Online] 
Available at: https://www.gov.uk/how-to-register-a-trade-mark
[Accessed 7th January 2019].
Hass, M. R. & Hansen, M. T., 2007. Different Knowledge, Different Benefits: Toward a Productivity Perspective on Knowledge Sharing in Organizations. Strategic Management journal, 28(11), pp. 1133-1153.
Liew, A., 2007. Understanding Data, Information,Knowledge And Their Inter-Relationships. Knowledge Managment Practice, 7(2).
Nibusinessinfo.co.uk, 2018. Protecting intellectual property. [Online] 
Available at: https://www.nibusinessinfo.co.uk/content/importance-protecting-intellectual-property
[Accessed 5th January 2019].
Santander.co.uk, 2015. Santander UK Group Holdings plc Strategic Report 2015. [Online] 
Available at: https://www.santander.co.uk/csdlvlr/BlobServer?blobtable=MungoBlobs&blobkey=id&blobcol=urldata&blobheader=application%2Fpdf&blobheadervalue1=inline%3Bfilename%3DSantander+UK+Group+Holdings+plc+2015+Strategic+Report.pdf&blobwhere=1314023551875&blobheaderna
[Accessed 5th January 2019].
Santander.co.uk, 2018. [Online] 
Available at: https://www.wearesantander.co.uk/mandatory-training
[Accessed 5th January 2019].
Santander.co.uk, 2018. [Online] 
Available at: https://www.santander.co.uk/csdlvlr/BlobServer?blobtable=MungoBlobs&blobkey=id&blobcol=urldata&blobheader=application%2Fpdf&blobheadervalue1=inline%3Bfilename%3Dcsr_em_idp.pdf&blobwhere=1314009972775&blobheadername1=Content-Disposition
[Accessed 5th January 2019].
Santander.co.uk, 2018. About the group. [Online] 
Available at: https://www.santander.com/csgs/Satellite/CFWCSancomQP01/en_GB/Corporate/About-The-Group/Vision-and-value-creation/Employees.html
[Accessed 6th January 2019].
Santander.co.uk, 2018. Breakthrough. [Online] 
Available at: https://www.santandercb.co.uk/breakthrough/knowledge
[Accessed 28th Novemeber 2018].
Santander.co.uk, 2018. Breakthrough. [Online] 
Available at: https://www.santandercb.co.uk/breakthrough/knowledge
[Accessed 7th January 2019].
Santander.co.uk, 2018. Data complaints. [Online] 
Available at: https://www.santander.co.uk/uk/help-support/complaints/complaints-data
[Accessed 4th December 2018].
Santander.co.uk, 2018. Our vision and strategic priorities. [Online] 
Available at: https://www.santander.co.uk/uk/about-santander-uk/about-us/our-strategy
[Accessed 9th January 2019].
Santander.co.uk, 2018. Products and services. [Online] 
Available at: https://www.santander.com/csgs/Satellite/CFWCSancomQP01/en_GB/Corporate/Sustainability/Sustainable-activity/Products-and-services.html
[Accessed 8th January 2019].
santander.co.uk, 2018. Suppliers. [Online] 
Available at: https://www.santander.co.uk/uk/about-santander-uk/csr/suppliers
[Accessed 6th January 2019].
Santander.co.uk, 2018. Support SME. [Online] 
Available at: https://www.santander.com/csgs/Satellite/CFWCSancomQP01/en_GB/Corporate/Sustainability/Sustainable-activity/Products-and-services/Support-for-SMEs.html
[Accessed 9th January 2019].
Santander.co.uk, 2018. Your development. [Online] 
Available at: https://www.wearesantander.co.uk/your-development
[Accessed 5th January 2019].
Santander.co, u., 2018. Initiatives developed by HR in 2016. [Online] 
Available at: https://www.santander.com/csgs/Satellite/CFWCSancomQP01/en_GB/Corporate/Work-with-us/A-best-place-to-work/Initiatives.html
[Accessed 5th January 2019].



image4.png
M = [ outiookcom - Microso

& © & Rl

[ New BMSK5006 - know | [ Final_36.pdf

wwwjstor.org

5 mgt strategies for ind. Y Knowledge | Santander £ cvf-nnwDokolckl X | +

H O Type here to search

1136 M. R. Haas and M. T. Hansen

Types of Knowledge sharing
Knowledgesharing _ dimensions

Coment
Zlevlof quality

[“process
| =level of rework

Content I
Personal leve of experence |-
adice
Process
lackofctfor

Task performance
dimenions

iy

Time saved
ontuk

v

Quiy
of work

Signalof
competence

Suppond in empiricl test

aly sopported in empiricl s

Figure 1. A differentiated productivity model of knowledge work

of the knowledge, in meetings, by phone, o via
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pel, 1988)." This type of knowledge sharing may
be called personal advice usage.
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These two basic types of knowledge sharing
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obtain knowledge from other parts of the firm.
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someone accessing and reading an electronic doc-
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document, whereas someone obtaining personal-
ized advice from a colleague may receive a tip
about the existence of a useful electronic docu
ment. Nevertheless, personal advice and document
usage represent two ways of obtaining knowledge,
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empirically because they are likely to involve dif
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Demanding regulatory
agenda

Regulation in the UK remains focused on three broad
bjectives — making banks stronger, supporting positive
customer outcomes, and encouraging greater
competition

Regulatory initiatives affecting Santander UK

120+

Most of the policy changes to support these objectives
have been agreed in principle. Interpretation and
calibration of the differing requirements will be needed
in the year ahead. Implementation and compliance with
the new regime will also be a major undertaking across
the sector.

We support the objectives of UK policy makers and are
working hard o ensure we comply with new regulations.
I particular, we welcome steps to combat inertia in
personal and SME banking

One of the most significant regulatory changes facing
et e =

Increased market
competition

The UK banking market remains highly competitive, with
pressure on margins and growth likely to build across
most business lines as competition increases.

UK banking market players

— Incumbents: large full-service banks
refocusing on UK retail and corporate
customers, away from investment banking

— Challengers: scale challengers and other
smaller banks, building societies and retailers
seeking market share and improved returns

— New entrants: startups, non-banks and
other technology firms targeting selected
elements of the market

Historically, building societies had large market shares
in mortgages and savings. For most other retail and
commercial banking products, the market is concentrated
with the big four incumbent banks (Barclays, Lioyds,
HSBC and Royal Bank of Scotiand) having a large,
relatively stable combined market shae.

Most challengers lack the scale or reach to compete with

the big four. While individually they may have presence
in a single area, unilateral pricing or marketing initiatives

Changing customer
behaviour

The needs and demands of UK banking customers
are evolving more rapidly than ever. They are driven
by developments in technological and the accelerating
take-up of digital and mobile.

Users of mobile banking channels in the UK almost
trebled from 2012 to 2014, while contactless payments
have increased ten-fold.

"Mobile banking users(rdexcd 10 2012)
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Increasingly, our own customers are choosing to buy
and use their banking products and services Wia digital
channes, these accounted for almost a third of 2015
product openings. This directly correlates with increased
retention as well as improved customer satisfaction.

We are embracing changes in technology that offer
benefits to our customers. In 2015, we were one of
the first UK banks 1o introduce Apple Pay. We also
developed the highly-rated Spendlytics, KiTTi and
SmartBank apps 1o help our customers manage their
oyIn partnership with Sigo\ideo_we launched
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