MUNGO DUNNETT

ASSOCIATES

Mungo Dunnett Associates
in the Arabian gulf



Our background and areas of expertise

Introducing Mungo Dunnett Associates

Mungo Dunnett Associates is the main consulting firm working in the retail banking market in Great Britain.

We have a team of 32 people based in Oxford, and we have worked in recent years with all the major UK banks

including Barclays, HSBC, Royal Bank of Scotland and LloydsTSB, as well as numerous smaller organisations.

We are totally focused on adding value to our clients’ business by bringing them, at speed, precisely the advice

and recommendations that allow them to move forward profitably. We specialise in small and cost effective

projects that provide help in exactly the areas where you need it. We are used by banks who prefer us to the big

international consulting firms because we are quicker, less expensive, and easier to do business with. Because we

work with so many banking organisations of different sizes, we know exactly the activities and changes that will

quickly make the biggest difference. This is why we are seen not as consultants, but as expert practitioners.

Our areas of expertise

1

2

3

4

Data Analysis
We build simple analytical databases for banks

We identify which customers are most likely to buy

another product, or close their account

We identify the profitability of your products,

customers and channels

Building simple management information
systems

We provide the main functionality of CRM systems
at much lower cost —

To track customer enquiries at branch or call
centre, and staff sales performance in handling

these enquiries
To send sales leads to your sales staff

To provide a complete picture of your customer

relationships

Customer Retention
We are the UK experts in customer retention
We specialise in mortgage and savings products

We carry out pricing, customer communication and

staff training activities

Branch sales effectiveness
We assess the effectiveness of banks’ sales activities
We carry out improvement in staff recruitment,
training, management coaching and sales structure
We improve the links between sales, marketing,

management information and customer service

5 Branch expansion

8

We advise on the expansion of branch networks
We ensure that all core elements are linked: brand
strategy, product sales, sales culture, branch design,
and the intended customer experience

We assess existing branch operations and

recommend improvements

E-marketing and online

We manage online development projects
We plan, develop and implement new online sites
We assess and improve existing online sites

We get banks operating effectively and
profitably online

Distribution strategy and market positioning

We assess existing channel and partner activities
and plans

We recommend the most important investments
in branches, call centre activity, online and

intermediary activity

Product development and assessment

We assess the design and marketing of products
We are expert in current accounts, loans,
mortgages, savings and investments, and credit and
debit cards

We recommend improvements to pricing and
portfolio management practices

We ‘teach’ new products, and work with banks to

ensure they can deliver them
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9 Marketing communications and segmentation

We assess and improve marketing communications
We create distinctive communications and

contact strategies

We create segmentation strategies to ensure banks
focus on the most appropriate customers

We are expert in both Mass Retail and High Net
Worth markets

10 Assessment of marketing

We evaluate the structure, staff and management
capability of marketing departments
We make specific recommendations for

improvement

11 Interim management

We provide skilled managers who can work with
bank teams for a period of weeks or months

We are expert in managing projects, teaching
in-house teams, and looking after a problem area

while the bank recruits full-time staff

12 Recruitment

We place senior executives and middle managers
into banks across the world
This is a particular issue in countries with rapidly

expanding financial services sectors

13 Executive coaching

We carry out personal coaching of senior or
middle managers
We coach in specific topic areas, or in general

banking and management practices

14 Mortgages

We are world experts in mortgages

We run the Mortgage Lenders’ Forum, the definitive
best practice group for UK mortgage lenders

We are expert in all elements of building and

improving mortgage businesses

15 Arrears and collections management

We assess and improve arrears strategies
We provide depth analysis of portfolio performance

We improve collections processes

We are expert in analysis, processes and customer

engagement

16 Assessment of Information Technology

We work extensively to advise banks on IT

We advise on what new technology is needed

(or not needed)

We review existing technology, to see where banks
can get more value for money

We review major IT projects that have gone wrong
We assess staff and management capability

We create clarity in a notoriously ‘difficult’ area

17 Operational efficiency

We are world experts in improving operating
efficiency

We assess the effectiveness of existing
operational areas

We identify specific areas where resource can

be reduced

We identify areas where processing speed and/or
quality can be improved

We usually remove 20-40% from the cost base of
the areas where we operate, and save banks the

cost of our work within six months

18 Handling of mergers

We assess the comparative capability of the two
organisations

We recommend what to 'keep’ and what to close
We carry out due diligence on core competency
areas: sales, marketing, IT, operational skill, Treasury,
commercial strategy, management information

We provide interim change managers to lead

workstreams

19 In-house workshops

We run specialist sessions in all of the above
areas, held at the bank’s Head Office for staff or
management

We provide feedback on banks’ existing activities

and plans
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