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WHAT DOES BUK LOOK LIKE?

24 million 
customers 
and clients

Retail, 
Business, 

Wealth and 
UK Cards

£581m 

PBT

Q118 (excluding L&C)

£1.8bn

Income

Q118

15.7%

RoTE

Q118 (excluding L&C)
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OUR 
WORLD IS 
CHANGING

TECHNOLOGICAL 
INNOVATION

RISING LEVEL OF ADOPTION

GROWINGCUSTOMER 
EXPECTATIONS

INCREASING REGULATORY 
FOCUS

Think Digital, Think BUK

4



THE WAY WE DO 
BUSINESS

CUSTOMER CENTRICITY

#TRULYCONNECTEDFINANCE

DIGITAL 
TRANSFORMATION
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Front end digitisation

Automation

Data

Culture and trust

Engineering

Think Digital, 
Think Barclays UK

Ruchir Rodrigues
Head of Digital

Raheel Ahmed 
Head of Customer Channels, Experience and 
Engagement

Catherine McGrath
Head of Current Accounts, Payments, Insurance 
and Information Business

Suresh Viswanathan
Chief Operating Officer

Ashok Vaswani
Chief Executive Officer
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Ruchir Rodrigues, Head of Digital



Data

Culture and 
trust

Engineering

Automation

Front end 
digitisation

ÁTransforming 
customer journeys

ÁPersonalised and 
connected 
experiences

Á Integrated human 
touch
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ÁSmartphone 
penetration in UK of 
up to 95% by 2022

Á87% of all journeys 
start via a digital 
channel 
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We have the 
UKôs #1
Banking App

Most used 
Banking App in 
the UK 
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Restricted - External

Transforming customer journey
Redesigning transactional journeys to be simple, intuitive and delightful with instant gratification 

Amend Direct Debits Report Lost/Stolen Card
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Restricted - External

Transforming customer journeys
Redesigning product journeys for our customers

PERSONALLENDING DIGITAL JOURNEY

6 DAYS TO 6 CLICKS
320% value increase (2013 ð2017) 

58% of all personal lending originates and fulfils digitally 
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Exponential growth in customer engagement 
Over 7.4 million customers now banking securely on-the-go

83.3m
2012

1.7bn
2017

# of interactions Over 120 journeys transformedé

+ Smart Call 
+ Video Banking
+ Mobile Cheque Deposit 
+ Pingit P2P
+ Siri Payments  
+ Mobile Contactless Payment
+ Cloud It 
+ Lost and Stolen Card
+ View Credit Score
+ Change ATM Limits
+ Amend credit limits

éwith 
several 
industry 
firsts
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Restricted - External

Personalised and connected experiences
Using relevant life moments, we are able to deliver personalised and connected experiences
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Personalised and connected experiences
Using relevant life moments, we are able to deliver personalised and connected experiences

+125%
Home 

insurance 
solutions

+96%
Savings 
solutions

+300%
Cashback 
rewards
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