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Nordea distribution power

1) Shipping, Oil Services & International, Financial Institutions, 
International Private Banking and Group Functions
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Nordea strength of capital 
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Nordea position 
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Nordea result 
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Purpose and background

Illustrate the movement in management reporting in Nordea, 
Nordic Banking and relate to the next steps in this development

Search of real drivers behind growth in the Household segment

From reactive to proactive

Exploiting the customer segmentation

Best praxis from 4 countries

Consequences of relationship banking
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3. Profit and Loss

2008 full profit & loss and volumes  
& margins target setting

2009 branches only setting targets 
on the P&L elements also being 
KPIs (Income/Costs/Loan losses)

2010 branches have no financial 
KPIs =>  no P&L target setting 

In order to support the movement 
from P&L follow-up to increased 
focus sales and activities

PROFIT & LOSS  thousands
Net interest income
Net commission income
Trading income
Other operating income
Total income
Staff cost
Rents, premises and real estate expenses
Office expenses
Marketing and representation expenses
Other expenses
Direct Expenses
Allocated expenses
Total expenses
Profit before loan losses
Loan losses (actual)
Operating profit
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Balanced Scorecard

Primarily based on the Kaplan and Norton method
– Strategy maps 

– Strategic themes

– Focus areas 

– KPIs

– Initiatives

Adapted to Nordea, Nordic Banking

Distinguishing between line organisation and central units
– SAP – mass production (more than 1,000 scorecards)

– MS Power Point – top management and central units
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Mass produced Scorecards

KPI 
definitions

KPI 
traffic light

borders

Branches & branch regions 
set-up

Branches increasing focus 
on sales and activities

– 2010 no financial KPIs on 
branch level
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Customer centric services

Identifying “right customers”

Choosing the “right way”

Selecting the “right value proposition”

Need to get all three elements right 

Activity based follow-up supporting and 
monitoring the customer centric services
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Activity based follow-up

On the learning curve in regards of activity based reporting 

Activity based measures:
– Contact policy – customer oriented 

– Meetings – employee oriented

– 360 degree meeting inside Contact Policy

– Meetings with non Nordea customers

– 360 degree meetings outside Contact Policy

– Sales meetings

Other activity based measures 
– Usage of Financial Planning Tool

– Customer referrals



Eurobanking 2010, Utrecht Performance management - from P&L to activitybased follow-up17

Contact Policy

Fulfilment of contact policy Household
– Number of 360 degree meetings held with customers in the contact groups 

in percent of the total number of customers in the contact groups. 
Customers with negative response to a meeting proposal counts as a 360 
degree meeting.

– The contact groups consist of customers which are Balance builders, Silver 
with potential or Bronze with potential.

– The specific customers in the Contact groups are to be defined by segment 
household 1st of January with relevant updates during the year. The 
number of customers in the contact groups is to be calculated as X number 
of meetings pr. PBA pr week Y number of working weeks.

– Only meetings held by PBAs with customers in the contact groups count in 
fulfillment of the contact policy. 

– The KPI will be green when fulfillment is 80 % or higher.

– The full year Target is communicated to be 100%. 

– Source CMS system
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360 degree meetings
Number of 360 degree meetings with contact group and new 

customers/PBAs/week
– A Customer meeting is defined as a physical meeting taking place either in 

the bank or by the Customer. Only meetings conducted with the contact 
group or new customers count in. Telephone meetings, events or likewise 
are not counted. 

– PBAs under educations are excluded for this measure.

– The KPI is measured as average weekly performance – not taking into 
account the actual number of working days in the relevant weeks.

– Number of working weeks for each country:
– Denmark: 41 weeks
– Finland: 42 weeks
– Norway: 40 weeks 
– Sweden: 41 weeks

– The working weeks will be used in the so-called conversation factor: e.g. for 
DK=12/41

– Source CMS system

360 degree meetings
2 hours meeting 
-1 hour for the meeting itself 
- ½ hour preparation
- ½ hour for follow-up 
The meeting deals with all aspects of 
the customers financial needs.
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No of meetings per week per PBA - YTD
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1) 360 Degree meetings inside Contact Policy 2) Meetings with non Nordea Customers 3) 360 degree meetings outside Contact Policy 4) Sales meetings

Top 20% (of meetings inside contact
policy and non-nordea customers)

Banking Denmark Feb 09 Jul 09 Aug 09 Sep 09 Oct 09 Nov 09 Dec 09 Jan 10 Feb 10 YTD
1) 360 Degree meetings inside Contact Policy 2.8         1.9         2.0         3.0         3.3         3.3         2.9         4.0         3.6         3.8
2) Meetings with non Nordea Customers 0.2       0.3       0.3       0.4       0.4        0.4       0.3       0.4       0.5       0.4
KPI 2010 (1+2) 3.0         2.2         2.3         3.4         3.8         3.7         3.2         4.4         4.0         4.2
3) 360 degree meetings outside Contact Policy 1.8       1.4       1.5       2.0       2.2        1.5       1.7       1.4       0.7       1.1
4) Sales meetings 2.5       2.7       2.5       3.1       3.5        3.7       3.6       2.2       2.0       2.1
Total Meetings (1+2+3+4) 7.3       6.4       6.2       8.5       9.5        8.9       8.5       8.0       6.8       7.4

Follow-up on meetings

Branch regions benchmarking
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6. Conclusions and perspective

In search of real drivers behind growth in P&L

Being more proactive

Exploiting multi channel banking – serving the right customers

Customer programs 
– Exploiting segmentation via wider gap in service levels

Customer centric services being the cornerstone

Next steps
– Profit centre development

– More specialized branches

– Customised P&L 

– Referrals of potential customers
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Does it work?
Customer Satisfaction Index


	Performance management �- from P&L to activity based follow-up
	Content
	Nordea distribution power
	Nordea strength of capital 
	Nordea position 
	Nordea result 
	Content
	Purpose and background
	Content
	3. Profit and Loss
	Content
	Balanced Scorecard
	Mass produced Scorecards
	Content
	Customer centric services
	Activity based follow-up
	Contact Policy
	360 degree meetings
	Follow-up on meetings
	Content
	6. Conclusions and perspective
	Does it work?



