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Ubuntu

| am because we are



In Africa there is a concept known
as ‘ubuntu’ - the profound sense
that we are human only through the
humanity of others; that if we are to
accomplish anything in this world it
will in equal measure be due to the
work and achievement of others.

—Nelson Mandela
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Milton Friedman

“The Social Responsibility of Business is to
increase profits”




CORPORATE GOVERNANCE

Business Roundtable
Redefines the Purpose of
a Corporation to
Promote ‘An Economy
That Serves All
Americans’

AUG 19, 2019

Updated Statement Moves Away from Shareholder Primacy, Includes
Commitment to All Stakeholders

Cloan w 51

Charles W. Scharf

Chief Executive Officer and
President
Wells Fargo
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“Companies can do more than just make money, they can serve

others. The business of business is improving the state
of the world.”

—Marc Benioff
Chairman and CED, Salesforce
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"Society is demanding that companies, both public and private, serve a social purpose. To prosper over time,
every company must not only deliver financial performance, but also show how it makes a positive

contribution to society. Companies must benefit all of their stakeholders, including shareholders.
employees, customers, and the communities in which they operate.”

—Larry Fink
CED, Blackrock in a letter to Fortune a00 CEDs




Researchers have an
important role in
making business more
human
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Generating

Now what
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Organizations
are designed
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"I don't keep a budget but | put money aside for emergencies and
save for vacations.”

"I'have an internal gauge for my finances.”

‘I budget in my head. My wife wants to have these meetings where
we go over the books. We don't have them.”

"Generally, budgets aren't all that interesting to me."”

‘I don't do a budget, | just keep track of balances.”
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Process

Flow of information
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SBA: Christine, Small Business Owner

WELLS
FARGO

Clothing designer, first time borrower. In startup mode, looking to grow.

Very tech savvy; leaves finance to the experts

Phase

Identification structuring

Requests loan. WF makes initial
interest rate offer. Customer
and bank agree to start official
loan process.

Underwriting

Submits financials, collateral
documentation and other
information. This phase could
also include negotiation and

Documentation

Awaits final loan documents,
collects wet signatures.
Depending on terms and
covenants, more data may be

Closing

Finalized documents prompts
release of funds. Invoices
trigger payment of associated
fees. Funds are available quickly

“It'’s a scary idea to borrow a large amount of money, so I need someone
to handhold me through the process.”

Servicing & maintenance

Customer tracks compliance
with terms in Wells Fargo
spreadsheet or CEOQ Portal (may
generate more fees).

consultation with legal counsel. requested. upon loan closing.
re;";z:;- = Official m 8DO Visit - o
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® - back to work! Paper bpa.yuﬁ
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received
Calls ® \ be)
banks e ° °® ®
o Meets with Si
Q BBAS. Referred Submit tax i"?“p]a:z;ﬁs @ Mo
b to BBO (2nd retumns, AP, AR, . Phone ' statement
person) payroll 5'9_“\95!- review of & recelvec'l‘ -
statements Application checklist w / 2 months
Provide sent! underwriter
[ ] additional Mailing final
documents il . .

Fax, e-mail — _
ba::-_ deo:;aflor : Call to PMG  Call to enrcll  Call again
pre-qual. "Can Environmental A in auto-debit
e Start now?” test, Last Duplicate 11th hour fire drills!  IRS visit!

' place? requests Need more docs!
Customer +  "All my peers know that S8A  + “There is so much to *  Environmental report * "They wouldn't accept an e- *  Term of loan is 25 years
g loans are 5 better bet provide. I didn't even know performed by non-WF file confirmation (of taxes) Still busy in business—would
Voice because of only 10% down” some of these things approved vendor and almost — we had to rush to the .

* Referred to WF via Center of
Influence (COI), CPA or .
broker

*  Provide docs by fax, phone .

or in person

existed”

Email? Secure for sensitive .

doc exchange?

Takes ~2.5 weeks to gather
docs.

was not accepted

"I was sure that the deal
was pretty much dead, that
it wasn't going to happen.”

IRS, and get an actual
stamp. We just made it.”

+  Almost lost $50k deposit,
for the 2nd time.

like easy way to get
information about loan
quickly.



Rewards %

How incentives motivate behavior

[ Photo by Giorgio Trovato on Unsplash



Multichannel ecosystem

Bank’s View Customer’s View

Service

MOBILE

MOBILE

INTERNET

INTERNET




Policies that shape mindsets and
skills



Request for more “actionable” recommendations

Checklist of change Evolutionary shift

New way of thinking and talking about
the customer

miv gy

Discrete to-do's and fixes




Creating new conversations

Not every channel is a
sales channel, and that's
okay.

There is no such thing as a non-
value transaction from the

business, or the customer's, point
of view.

Seamless multi-touchpoint transitions can't
be delivered with cobbled together solutions,
band aids, and work-arounds.

Service sets the stage for sales
and so it's just as important.

Creating positive multichannel experiences
requires cultural and organizational
reprogramming.
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Bringing people together is what I
call ‘ubuntu, which means ‘I am
because we are.’ Far too often people
think of themselves as just
individuals, separated from one
another, whereas you are connected
and what you do affects the whole
world. When you do well, it spreads
out; it is for the whole of humanity.

—Desmond Tutu
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Thank you.

Robin Beers

robin.beers@wellsfargo.com



