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 2 FRENCH RETAIL 28.11.2017 INVESTOR DAY 

KEY MESSAGES 

A CLEAR VISION 

A client centric, expert and efficient bank driven to satisfy our customers 

A BANK ADAPTING TO AN INDUSTRIAL REVOLUTION 

Strong transformation period for Societe Generale and Credit du Nord   

AN AMBITIOUS FINANCIAL TRAJECTORY 

A short-term effort for a long-term gain, with a stronger performance by 2020  
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BUILD  
A NEW BANK  
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AN INDUSTRIAL REVOLUTION IN RETAIL BANKING 

New client  
expectations 

and behaviour  
Mobility & simplicity  

Quality of service 
Transparency 

New technological  

frontiers 
Efficiency  

Agility  
Flexibility 

OPEN industry 
Open architecture 
New entrants & new partners 
New opportunities 

A NEW ERA FOR RETAIL BANKING  
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AN EXPERT, EFFICIENT, CUSTOMER CENTRIC BANK  

OUR AMBITIONS 

CUSTOMER CENTRICITY 
Know your customer 

Relationship-driven Bank 
Responsible data usage 

Individuals Professionals  Corporates 

Our clients 

HIGHEST LEVEL OF EFFICIENCY 
Simplicity 

Zero default  standard 
Industrial quality 

STANDARD OPERATIONS 
Daily banking operations 

Classic loans 
Everyday savings management 

FULLY 

AUTOMATED 

CUSTOMERS’ KEY PROJECTS 
Development projects 
Funding & investment 

Key events 

ADVISORY 

EXPERTISE 

QUALITY OF 
EXECUTION, 

SECURITY 

HIGHEST LEVEL OF EXPERTISE 
Expertise and advisory services 

Tailor-made solutions 
OPEN architecture 
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THREE BRANDS IN TRANSFORMATION 

 Solid nationwide franchise 

operating in the most 

dynamic regions 

 Digital offer at the highest 

market standard 

 Strong local footprint, with 

eight regional brands 

 Exceptional quality of 

service and client 

satisfaction  

 Leader in online banking  

 Simple, complete and 

affordable offer 

 High level of client 

satisfaction 

A fast-growth strategy 
rooted in an optimised 
structure 

 Reach more than 2m 

clients by 2020 

Highlight the bank’s 
uniqueness on the French 
market 

 Focus on core clients 

 Renewed relationship 

model  

 More efficiency 

 

 

Ongoing execution of an 
extensive transformation 
programme 

 Process digitalisation 

 Optimised set up 

 Push of growth drivers 

 

STRENGTHS 

TRANSFORMATION 

STRATEGY 

SYNERGIES COMPLEMENTARITY OPTIONALITY 



SOCIETE 
GENERALE  
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TOWARDS AN OMNI-CHANNEL BUSINESS MODEL COMBINING   

HUMAN EXPERTISE AND DIGITAL EFFICIENCY 

CLIENTS 

Various  branch format 

PRO centres 

Business  
centres 

Specialised  
platforms 

Client 
Relationship 

Centres 

“Appli “& 
website 

Enhanced 
ATMs 

Chatbot 

BRANCHES REMOTE 
PLATFORMS 

AUTOMATED 
SERVICES 

Greater EXPERTISE,  

via physical and remote channels,   

for customers’ key projects 

Greater EFFICIENCY  

for daily banking operations  
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TWO CONDITIONS FOR AN OMNI-CHANNEL MODEL 

DIGITALISATION  
OF PROCESSES 

EFFICIENT USE  

OF CLIENT DATA 

 Redesign, dematerialisation  

and automation of the 25 main  

Front-to-Back processes 

 Client visibility on operations in 

progress, decision-making tools 

 A concise, 360° view of  

client data in real time,  

covering their activities  

and opportunities in  

all channels 

 Smart management of massive data 

 Secure, responsible use of client 

data: personal data protection, 

collection of consent, opt-in/opt-out 

Customer Journey  

For Home Loans 

 New online simulator 

 Fully remote  

 Web page for customers  

to check the progress of  

their home loan application 

 Documents fully digitalised  

 Electronic signature 

 of the loan offer 

IMPROVEMENT IN USER EXPERIENCE AND CUSTOMER SATISFACTION 

2016 2017 2018 2020 

80% 

Example 
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 All daily banking services available on the 

“Appli” in self-care mode 

 Increasingly personalised services tailored to 

the client’s specific needs 

 Use of state-of-the-art artificial intelligence  

(chatbots, fraud detection, etc.) 

ONLINE AND REMOTE MANAGEMENT OF DAY-TO-DAY OPERATIONS 

DAILY BANKING 100% ONLINE  
STANDARD OFFER  

100% DEMATERIALISED  

 Fully dematerialised offer easily accessible online and via other remote channels 

Available in Q1 18 

100%  

remote 

Personalised 

video 

appointment 

Account opening 

via electronic 

signature 

Biometric facial 

recognition 

100% compliant 

80% faster 

2016 2017 2018 2020 

100% 

Example : Online New Customer Relationship with facial biometry 
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NETWORK RECONFIGURATION 

 Fewer branches: 500 closed by 2020 

 Diversified set up 

 Focused on specific markets 

A CENTRE OF EXPERTISE AND ADVISORY SERVICES 

 No need for branch support for daily banking activities 

 Simplified managerial pyramid for faster decision-making 

 Intensive training of Client Relationship Managers 

 Dedicated relationship managers for customers’ key projects 

FOCUS BRANCHES ON EXPERTISE AND ADVISORY SERVICES 

2016 2017 

~2 200 

~2 000 -200 

-300 

2015 2017 2020 

Branches covering 

all client segments 

Various branch format 

~150 PRO centres 

~30 Business centres 

+ 

+ 

~1 700 

2020 

100% 

2018 
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SPECIALISE REMOTE PLATFORMS 

INDUSTRIALISATION OF BACK OFFICES 

SPECIALISATION AND PERSONALISATION 

 Fewer Back Offices: 6 closed by 2020 

 Specialised by client segment 

 Automatic processing of transactions and operations 

 Specialisation for complex operations: complex home loans, 
divorces/separations, inheritance, etc. 

 Personalised operations and optimised response to client needs 
by client relationship centres 

2016 2017 2018 

Industrialised and  

specialised platforms 
Back Offices 

23 

20 

- 3 

- 6 

2013 2017 2020 

14 

2020 

100% 
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OUR EMPLOYEES: KEY PLAYERS IN THE TRANSFORMATION PROCESS 

22,000 EMPLOYEES FULLY 

COMMITTED 

 High level of social dialogue 

 75% of employees directly impacted 

by the transformation process  

PROMOTE DEVELOPMENT  

OF EXPERTISE 

 EUR 150m of training budget  

to enhance specialisation  

of relationship managers 

 New format of training (anytime, 

anywhere, any device, any content) 

for a more accessible, flexible 

experience 

RESPONSIBLE 

MANAGEMENT  

 Headcount reductions of around 900, 

in addition to the 2,550 already 

announced at the beginning of 2016, 

taking the total number to around 

3,450 by 2020 

 Primarily internal mobility and 

voluntary redundancy with a set  

of support measures 
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TOWARDS A FLEXIBLE, MORE AGILE AND DIGITAL BANK FROM 2020 

2018 2017 2016 2020 

Digitalisation of processes 

Intelligent use of client data 

Everyday banking 100% online 

Standard offer  
100% dematerialised 

Network reconfiguration 

Centres of expertise 

Specialised remote  
platforms 

~30%  
dematerialised  

and automated 

~80% 
dematerialised   

and automated 

New App and  

ATM services  

Online savings,  

insurance and home loans 

Online consumer  

loans 

Standard offer  

100% 
dematerialised  

~ 1,700 
branches  

~ 2,000  
branches  

20 
Back offices 

14 back offices 

A CLEAR EXECUTION PLAN  
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2020 
A flexible, more agile 

and digital bank 

2015 
Launch of the 

Transformation Programme 

STRATEGIC ROADMAP FOR TRANSFORMATION : A CONTINUOUS PROCESS  

Build new foundations 
 Automated services 

 Network and back office redesign 

 Digitalisation and automation of 

processes 

Roll-out an optimised set-up 
 An efficient and expert bank 

1 

2 

IMPROVEMENT IN USER EXPERIENCE AND CUSTOMER SATISFACTION 



CREDIT  
DU NORD  

3 
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A UNIQUE MODEL IN THE FRENCH MARKET MATCHING SPECIFIC CLIENT EXPECTATIONS 

8 regional banks A strong client culture A clear positioning  

in the market 

 Extensive regional roots 

 Entrepreneurial mindset 

 Local agility and flexibility 

 User experience 

 Quality of services 

 A premium customer promise 

 Expertise and value added for clients 

Strong dedicated expertise for 

Professionals  

Tailor-made  

solutions for 

Corporates 

Premium 

services for 

Individuals 

For Corporates 

For Individuals 

For Professionals 

#1 
Equally  
placed  

#2 

#1 
Equally  
placed  

2017 CSA competitive survey 

1 2 3 
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ONGOING TRANSFORMATION TO FURTHER LEVERAGE THIS SUCCESS STORY BY 2020 

EFFICIENCY AND EXPERTISE 

INNOVATIVE COMMERCIAL SET UP 

 A developed self-care offer and omni-channel 

access 

 Simplified client journey and optimised 

processes 

 Downsized number of branches 

A flexible ecosystem to capture synergies  

and share resources 

 Customised branches 

 Mobile relationship manager 

 Expanded remote services 

 New partners / Affiliate bankers 

TOWARDS A MORE FOCUSED BUSINESS MODEL 1 

2 

3 

Individuals 
Premium 

Corporate 

Relationship 
Managers 

Individuals 
Mass-market Senior 

Bankers 

Professionals 

Selfcare 

Professional 
advisors 

SMEs 
Relationship 
Managers 

Wealth  
Management  

Advisors 

Private  
Bankers 

Mass Market 

Rationalisation of setup 

Cost reduction 

Core clients 

Best-in-class client 

satisfaction 

Revenue growth 



BOURSORAMA 

4 
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BOURSORAMA : A FULLY-FLEDGED BANK, WITH NO BRANCHES 

A fast-growth 
strategy 
1.2m clients 

Client Base x 2 within 3 years 

A limited and relevant 
investment 

for a profitable business model 

after a period of strong customer 

acquisition  

An efficient and 
scalable set-up 
Simple offer, simple 

processes, limited staff  

(800 employees) 

A reference for the 
entire market 
90% of clients are  

self-sufficient and  

satisfied NPS = 42  

REACH MORE THAN 2 MILLION CLIENTS BY 2020 



FINANCIAL 
TRAJECTORY 

5 
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TRANSFORMATION OF FRENCH RETAIL ECONOMIC MODEL 

Individuals 

 Expand the offer for the Mass Affluent 

market and leveraging 

Bancassurance  model  

Revenues CAGR 2016-2020: >+1%  

 Towards a fee driven model 

 RWA: CAGR 2016-2020 ~+3% 

 

Operating expenses  

CAGR 2016-2020: <+1% 

 

2020 C/I : < 65% 

2020 RONE : ~14.5%  

 

 ~ EUR 0.4bn EXCEPTIONAL 

CHARGE IN 2017  

 

~ EUR 0.25bn YEARLY RECURRING 

SAVINGS FROM 2020 ONWARDS 

 

MORE THAN OFFSET DOWNWARD 

PRESSURE 

TRANSFORMATION PROCESS 

GENERATING RECURRING SAVINGS 
REVENUES FROM GROWTH DRIVERS 2020 TARGETS 

Professionals 

 Differentiate the strategy by client 

segment and broaden the offer  

Corporates 

 Accompany Corporate development 
and being a partner with dedicated 
Investment Bank 



 23 FRENCH RETAIL 28.11.2017 INVESTOR DAY 

KEY MESSAGES 

A CLEAR VISION OF THE DIRECTION 

A client centric, expert and efficient bank driven to satisfy our customers 

A BANK ADAPTING TO AN INDUSTRIAL REVOLUTION 

Strong transformation period for Societe Generale and Credit du Nord   

AN AMBITIOUS FINANCIAL TRAJECTORY 

A short-term effort for a long-term gain, with a stronger performance by 2020  
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DISCLAIMER 

This presentation contains forward-looking statements relating to the targets and strategies of the Societe Generale Group. 

 

These forward-looking statements are based on a series of assumptions, both general and specific, in particular the application of accounting principles 

and methods in accordance with IFRS (International Financial Reporting Standards) as adopted in the European Union, as well as the application of 

existing prudential regulations. 

These forward-looking statements have also been developed from scenarios based on a number of economic assumptions in the context of a given 

competitive and regulatory environment. The Group may be unable to: 

- anticipate all the risks, uncertainties or other factors likely to affect its business and to appraise their potential consequences; 

- evaluate the extent to which the occurrence of a risk or a combination of risks could cause actual results to differ materially from those provided in this 

document and the related presentation. 

 Therefore, although Societe Generale believes that these statements are based on reasonable assumptions, these forward-looking statements are 

subject to numerous risks and uncertainties, including matters not yet known to it or its management or not currently considered material, and there can 

be no assurance that anticipated events will occur or that the objectives set out will actually be achieved. Important factors that could cause actual 

results to differ materially from the results anticipated in the forward-looking statements include, among others, overall trends in general economic 

activity and in Societe Generale’s markets in particular, regulatory and prudential changes, and the success of Societe Generale’s strategic, operating 

and financial initiatives.  

More detailed information on the potential risks that could affect Societe Generale’s financial results can be found in the Registration Document filed 

with the French Autorité des Marchés Financiers. 

Investors are advised to take into account factors of uncertainty and risk likely to impact the operations of the Group when considering the information 

contained in such forward-looking statements. Other than as required by applicable law, Societe Generale does not undertake any obligation to update 

or revise any forward-looking information or statements.  Unless otherwise specified, the sources for the business rankings and market positions  

are internal. 

Figures in this presentation are unaudited. 


