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Lessons learnt

1. Developing e-business Strategy
Prashanta Mukherjee

2. Implementing Online Service Delivery
Maurice Harry
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Agenda

Lessons learnt in developing an e-business strategy:

B Strategy development challenges
B Alignment with business strategy
B Vision, Value Net and Opportunities
B Project Metrics and CSF
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Strategx DeveIoEment Challenges

Change in market conditions
Impending change In governance
Extreme financial pressure

Flux in executive team

Business strategy uncertain
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Public Trust e-business vision

emerge

To use e-business
to deliver trusted tailored experiences
enabling Customers and Suppliers to interact
with Public Trust in a straightforward way
for mutual benefit.

e Maintains the focus on TRUST

e Acknowledges the need to tailor to
CUSTOMER CHOICE

e Maintains the promise of
STRAIGHTFORWARD interactions

e Extends the new thinking to SUPPLIERS
thus underpinning the PARTERSHIP
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Value Net: Leads to opportunities

customers service provider to customers
Suppliers ——

Y
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public TRUST

J Competitors / substitutes
Complementors -
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ExamEIe Detail for Value Net

Segment Needs Wants

Lawyers
(probate;
processing)

Trustee
companies

Banks (TSB,
People’s Bank,
The Big 4)
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Prioritisation criteria from business strategx

Enables CRM strategy and a shift to

15.42 knowledge-based culture
14 58 |Builds Sustainable Competitive Advantage
125 Aligns with agreed strategic direction
11.75 Provides essential operational capability
9. 67 Is consistent with online brand drivers and values
Is likely to be accepted by responsible PT staff and
9.5 able to be implemented
7 92 Levers from the best of current capability
7 58 Lowers the cost of production
6.33 Maximises ‘Trust’
Supports social responsibility and government policy
4.75 initiatives
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Final e-business oEEortunities

Consolidated Opportunity

Weight

1604.68 e-CRM
979.47 PT High Value Customer Online Application Capability
682.49 Three
577.85 Four
566.75 Five
565.90 Six
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emerge
Project metrics and CSF
Joint team with consultant
100 Consultant hours
300 PT Joint Team Member Hours
50 PT Executive Hours
Whole of organisation consultation
All decision by PT Executive
4 months elapsed
An ROO (not ROI) approach
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Overview Emerge

Lessons learnt in implementing Online service
delivery:

B The Concept
B Background

B Wills Online
B Lessons Learnt

B Business Results
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www.publictrust.co.nz emerge.

U Are Corporate Trostee
About Us I'he Hoad Youat Risk? Services

T N T N T - T
Servires Wills, EPAs & Trusts Investments Property
Estate Administration

wonn 7] publicTRUST

Public Trust is New Zealand’s largest and oldest trustee
organisation, set up in 1873 to provide New Zealanders with
independent and reliable trustee services. Our role is to help Search

you protect and manage your family interests and assets during _
your lifetime..and after your death. s

will benefit
' A Want to make your screen text larger? New fk[‘.t
Click here 1o find ont how. Click here
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The Concept emerge

B Allow Customers to undertake the processing of
their own transaction

B Allow customers to make their own Will

Empowering the customer to do for themselves what
they could only do with the help of a Public Trust
Advisor
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Background emerge

Dotcom boom & bust
Separate silos v’s channel intergration

Public Trust Act 2001

Digital economy

Internal selling

Initial Reaction

Destroying the existing “bricks & mortar” distribution network
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Wills Online emerge

B Create e-Business infrastructure
B Water tight security
B Utilizes our Wills Expert System:

B Wills questionnaire

B |egal precedents
B Business rules

B Will production
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Wills Online emerge

YOUR . . [
PUb]JCTRUST E Change details Appointment Coulact us Help E Howe Log off

Your payment details

Here is your inwaice. Please print out a copy and keep it for yvour records {use the print button on your toolbar). Ifyou have
any queries, please email us or call us on 0800 783 946.

Public Trust GST Humber:  11-113-35
llfg,ﬁssbas?m” Ry Invoice Date:  22/07/2002
Wellington Invoice Humber: 2778
jahn robert livingston

17 The Avenue

Paraparaumu

Product Quantity Unit Price Amount
Description

Wil 1 G218 6218

Subtotal § 6213

GST 777

Invoice Total § 6995




Wills Online emerge

YOUR . - _
PUb]-lCTRUST E Change details Appointment Countact ns Help E Home Log off

Printing your document

You can download and printyour documents now - ar printthem at Puhlic Trust.

Wy print at Public Trust?

Ifyou choose to print vour documents at Public Trustwe'll legally check them to make sure eventhing is correct, and print
them on a high quality laser printer for you. WWe can also withess the signing of your document and keep it in safe storage
ifyau weant.

Allyou need to do is make an appointmentto see us (an appointment page with some details already filled inwill open
next). We can normally meetyou within 3 days.

Information

eral info

What would you like to do?
» Print nowe frorm oy PC
» Print at Fublic Trust

The next step after prinking Is signing vouwr WKL then recording the signing delalls,

Remember
e recommend that you print at Public Trust, sowe can give your Wil a final legal check before you sign it

Whichewer option wou choose we can keep your documents in safe starage. This is a free service. You can drop therm in
to us, or call us on 0800 783 946 and we'll supply a postpaid envelope




Public Trust Online EMErge

YOUR -
PUb]lCTRUST Appointment Contact ns

rust Online Welcame

Fublic Trust Onling is a new service. Our aim is to help make life a hit easier by letting you manage your persanal legal
documents online.

We've started by putting our plain English Wills online. You can create your own Will here —and come back amdime you
wantto change it. The Will is legal in Mew £ealand and FREE ifyou appoint us to he your executor (the one who carries
out vour wishes and administers your estate). Otherwise the costis $69.95 including GST.

haking a Wil onling won't suit everyone's situation, butyou can get started online and call us far help or advice ifyou

Comman guestions need it. Later we'll be adding other services as well.

E E:ti

: golminiztration
How does our service work?

Once you register with us you get a persaonal home page you can log straight onto whenever you want. There you'll find a
record of any documents vou've created, even ones you haven't finished. You can create new documents and update old
ohes —it's easy to do. And you can get in touch with us amtime you need personal help ar advice.

Ll 2 salig « Firstwisit? To get started you need to register first - this will take you about five minutes.

» Already registered? You can |ogin straight away.
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Lessons Learnt emerge

The three “C’s”

B Coordination
B Communication

B Commitment
B Focus on the business objective/s
B Control scope creep
B A new business model
B Testing, testing & more testing
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Business Results emerge

Wills Online commenced | March 2002
2000 registered customers — half male
Approx 1000 Wills made
Appointments at Public Trust
Transfers from internet to desktop

2 :| email : telephone calls

- 25% under 30 years

- 75% under 50 years-

B www. = World Wide Wills-
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Thank you emerge

This presentation is available on:

B www.govis.org.nz

B www.prashanta.com

@]@ PN.[]J]]ETRLST

com



