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Why you need to engage
subscribers in banking apps

Why did you want to cancel? X

Your answer helps us understand how providers can
improve their services.

() Too expensive
(_) Not satisfied with the service
() Switched to another service
| Not enough selection
| Technical difficulties
(®) Another reason

Reason for cancellation (optional)

Send feedback

A
| 1 don't want to answer |
-



Our credentials:
Big brands trust us to deliver value

Trusted since 2016 by

Minna's infrastructure &
subscription management APIs

. s BANK OF e
connect banks, subscription IQscoriane ING VISA @ HALIEAX
businesses and consumers

SpareBank@)  LLovps Bank ’&A W CERTIFIED
We invite subscription businesses & VisA SWP ot Rl
subscription billing platforms to join Swedbank 6 o

our infrastructure
Your subscription service can be

present within a banking app Awards
Live bank operations: EU, UK & US B iy
. - 43 USINESS “ra il ———
+ !

Serving 20 million + consumers E@g l %H INSIDER \Sl'ﬂed/. TECHS
Compliant: PCI-DSS Level 1,1SO 27 ) )
001. SOCII Winner Best Top 5 Global Top 20 European Top 5 Swedish

! ! BankTech 2021 BankTech 2021 FinTech 2021 FinTech 2020

Authorised: AISP & PISP




Consumer &
lbanking
behaviour
has changed




Right now, you
could retain more
customers

1in 5 cancel via a
bank




Cancellations
via a bank =
a blocked bank

card




Streaming business in the UK

Subscription loss is hitting your bottom line

Illustratio
A full year will see this
Today, Which will equal number go up to at least
1,095 85K 400K
Consumers tried to cancel blocked bank cards blocked bank cards
their subscriptions via their by the end of the year

bank, BUT they had their
bank card blocked

Cancellations via a bank = Blocked bank cards

Source: UK bank & market data 2022, Streaming business




Key trends

Y

91% 43% 1in2

of consumers consumers are scaling back consumers are spending
have reported an increase holidays and entertainment more on subscriptions
in living costs, inflation is because of the cost of living than last year
near a 40-year high (Forbes) crisis (FT) (Minna)



https://www.forbes.com/uk/advisor/energy/cost-of-living-crisis/
https://www.ft.com/content/d7a284d7-f117-4628-bd5a-92569e03e505

Not all
cancellations
are the same




Subscribers are
demanding more
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Subscribers are
demanding more

”
Gy onackers

80%

of churned customers who try to resubscribe
do so within 3 months

80%

would prefer to pause in a bank app than cancel

Source: Minna insights (2022)




Subscribers are
demanding more

L‘ g.”
uguper-guwtc er

Y/
76 O of consumers say

they will continue current levels
of content consumption

Y/
80 O of consumers say

they would prefer to change
plan in a bank app than cancel

Source: YouGov Report UK (June 2022), Minna insights (2022)



https://yougov.co.uk/topics/technology/articles-reports/2021/06/06/brits-paid-video-streaming-landscape

Subscribers are
demanding more

7%

month on month increase in cancellations as a
price increase takes effect

86%
would prefer take up an discounted offer in a bank
app than cancel

Source: UK bank data, Minna insights, 2022




Which persona do you recognise within buying
behaviour insights for your own sulbscription service?

ful”
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POLL

Which persona do you recognize within buying behavior insights
for your own subscription service?

* Savvy snackers
* Super switchers
* The remorseful

- All

* None/ not relevant



Subscribers
want flexibility
and omnichannel




Subscription overview

Manage or cancel subscriptions.

Monthly average

f m Waves
Get closer 1 I 3 999% H3

tO Wh ere of UK consumers of Gen-Z use a subscription @ More Noise

trust their bank mobile bank app management N suon )
yo ur more since the for everyday is a top 3 banking
onset of COVID-19 banking app feature

cu StO mers consumers want ?ij:’:':m >
dre

¢ SMRT

Manage subscription )

’ ' ‘V Transactions  Subscriptions

Forrester,



https://www.forrester.com/blogs/us-banking-customers-will-soon-demand-these-features-does-your-mobile-app-offer-them/
https://www.cnbc.com/select/why-millennials-gen-z-use-mobile-banking-apps/
https://www2.deloitte.com/uk/en/pages/press-releases/articles/customer-financial-wellbeing-deteriorates-while-trust-in-banks-rises.html

The problem
and the solution




The problem

X

Cancel only

Default journey:
For merchants
not on Minna's
infrastructure

13-month block
on payment
card towards
merchant

Cancel via a bank - Block journey

Subscription overview

Monthiy overage

0 Waves

Manage ssbscription >

@ Moro Nolse

Mansge ssbacription )
Q) Satelite
Manage ssbscription )

) SMRT

Manage svbseription

Subucriptione

ol T -

$24.99

$24.99

Payment block for 13 months

o4 ol T -

Subscription manager

o $24.90
@ concel subscription
() Pouse subscription >
() change plan >
& Movepoyments toanothercard >

sy aveo (D)

. ——

941 ol T -

Subscription manager

SMRT

Block payments

Blocking payments S10ps any new payments
10 9o out. The service will stop working sl the
end of the biling cycle.

What does a block mean?

© 1t wil take effect immediately and no more
money can be taken after that

* The block is vaiid for 13 months.
* You can unblock at arry time.
* We can't stop the merchant from chasing you

for payments

Please note that you need 1o contact the
Frrcharn 1o cance pour sebscripnon

o —

o

Subscription manager

ol T -

Placing block

_J

Overview
All active
subscriptions

Details

Option to cancel
subscription

Block instructions
Confirmation from
user to place a block

Block being placed
Block on payment
card being

fprocesse

d

Subscription manager

Payments are now blocked!

biock them a1 any time if you
¢t paying for the service again

To fully cancel the subscription we
recommend you 1o contact the merchant,

You will save:

v would you rate this experience?

* G+ S # G

Block confirmation
User receives
confirmation on
block




The solution

XN

Cancel & No Block
FREE: Real time
cancellation

of a subscription plan
with Minna.

No block placed on
bank cards to enable
churn & return

Subscription overview

Monthiy overage

0 Waves

Manage ssbscription >

@ Moro Nolse

Manage ssbacription )
{53 satelite
@

Manige ssbacription >

) SMRT

Manage sbscription )

Subucriptione

Cancel & No block with Minna

$24.99

$24.99

Subscription manager

@ More Noise s0.00

@ concel subscription b)
(0 Pouse subscription >
(1) change pian b
L

2 Movepoymentstoanothercard >

R C)

 ——

o4 ol T -
< Subscription manager
Your information
Jahn Doe johndoe@gmail com

Edi

Subscription details

me@myeme.com @

When do you want your subscription
cancelled?

®) As 5000 as possible

On a specific date

(A—

Overview
All active
subscriptions

Details
See possible actions

Cancel form
User adds additional
info needed

View demo

Reduces involuntary churn by 20%

Subscription manager

Cancallation complete

Your subscription Is now cancelied! You
can continue 1o use your subscription unti
end of subscription period.

You will save:

Haw would you rate this experience?

20 ¢ B+ I & 8 ¢ ¢

——

Subscription manager

MsoHohe s0.09
D sesubscrive >

& Move payments to onother card

PR R ©)

———

Cancel confirmation
User receives
confirmation directly

Updated details
User can see past
action and take new
action



https://www.figma.com/proto/khGzEQ1zDcnsAlhnVIKW8t/Public-Merchant-Demo?page-id=1%3A3&node-id=581%3A34356&viewport=3624%2C1778%2C0.26&scaling=contain&starting-point-node-id=581%3A34356&hide-ui=1

The solution

Self-serve subscription management in bank apps
Reduce churn at point of cancellation by 25%

Retention Offer —~ Chqnge plan Pause/Resume
) Accept an offer at the R/ Edit & change Pause/Resume
point of cancellation subscription plans subscriptions &
reduce churn

o ull = - oa il - o4 all -

Subscription manager Subscription manager < Subscription manager

o Streamy | $70  Shield Insurance

What happens when | change plans? What happens when | pause? |
1 " an | 3
] ]
-j ; wil 9

Hom

Change to How long do you want to pause for?
o R 30 days
Happy Fit has an offer for you
The fallawing offer is avallable if you don't 60 days
cancel @) Premium 5999
90 days
50% off for 3 months Family Plan e Indefirely

Get a 50% discount for 3 months, then
back to normal price.

Your information
Your information

Name Email
John Doe johndoe@gmad com

Name
John Doe



https://www.figma.com/proto/khGzEQ1zDcnsAlhnVIKW8t/Public-Merchant-Demo?page-id=1%3A3&node-id=581%3A34356&viewport=3624%2C1778%2C0.26&scaling=contain&starting-point-node-id=581%3A34356&hide-ui=1

Retention

A

.

il
6%  10% _ 10%

Take up an Offer in a Change planin a Pause in a bank app
bank app rather bank app rather than rather than cancel
than cancel cancel

81%

of Consumers lifetime value was extended by an average of 5 months

1V 1/

Retention solutions
give customers options
to do something

other than cancel




Streaming business in the UK

Subscription loss is hitting your bottom line

Illustratio
A full year will see this
Today, Which will equal number go up to at least
1,095 85K 400K
Consumers tried to cancel blocked bank cards blocked bank cards
their subscriptions via their by the end of the year

bank, BUT they had their
bank card blocked

Cancellations via a bank = Blocked bank cards

Source: UK bank & market data 2022, Streaming business




Streaming business in the UK

Impact on your revenue and
customer acquisition cost per year

Tllustration:

Recubscription revende Cavings on CAC

$16M

$7.9M

Resubscription revenue Customer

Acquisition Cost

S | 20% x (9 x [si099 RS | s«

Annualized Returning  Return after  Price per Annualized Customer
Blocks * users 3 months month Blocks * Acquisition Cost

Source: UK bank data & Minna insights 2022, Streaming service




Streaming business in the UK

Subscription loss is hitting your bottom line

Tlluctration:
400K 2 =
® -
Annual subscription Monthly price plan Months Losses per year
Cancellations & block
bank cards
Caving at point of cancellation:

25% =

customer churn
Reduction

Source: UK bank data & Minna insights 2022, Streaming service

SI13M

savings in revenue
per year




Drive retention,

growth & acquisition
with powerful
subscription experiences

Download our Subscription Ecom'y Report

natechnologie
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Thank you

o

Erica Katsambis
erica.katsambis@minna.tech




