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Today’s Agenda
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• Opening remarks and welcome

• Towards a consumer-focused culture in financial services  – Best practice insights 

• Complaints: The opportunity. Redefining the operating model and making better use 
of data analytics

• Complaints: What are we missing? A Behavioural economics view

• Questions and answers 
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Today’s Panel
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Gráinne McEvoy
Director of Consumer Protection

Central Bank of Ireland

Brian O’Dwyer 
Head of Financial Services Consulting 

Grant Thornton Ireland

Paul Willis
Head of Insight & Peer Analysis

Grant Thornton UK

Mark Molloy
Behavioural Economist

Behavioural Works



Towards a 
Consumer-focused 
Culture in Financial 
Services  – Best 
Practice Insights 



Towards a Consumer-focused Culture in Financial Services  – Best Practice 
Insights 

Gráinne McEvoy, Director of Consumer Protection, 20 November 2019

Central Bank of Ireland - UNRESTRICTED
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It’s a Wonderful Life!
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Central Bank of Ireland - UNRESTRICTED

James Stewart And Donna Reed in 'It's A Wonderful Life.’ Source Getty 
Images

George Bailey uses savings 
earmarked for his 

honeymoon to keep his bank 
solvent.  He wants  to protect 
his depositors and keep the 

bank afloat so he can  
continue to fund home 

ownership in his home town



Sectoral Risk Analysis

Wealth of Information

Our supervisory work 

Analysis of consumer data 

Market research and analysis 

European/international developments

Advice from Consumer Advisory Group

Stakeholder engagement

New This Year - Meet the Boss
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Central Bank of Ireland - UNRESTRICTED

Central Bank consumer engagement session 2019. 
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Priority Risks 2019-2020

Brexit risks if UK firms can’t honour commitments to Irish 

consumers 

Ineffective disclosure to consumers 

Poor information technology and cyber risk management 

Irresponsible unsecured lending 

Poor governance/oversight of outsourcing  

A lack of a consumer focused culture

Central Bank of Ireland - UNRESTRICTED



Getting the Culture Right- Some Examples

Firms have a set of values and behaviours  that clearly articulate the intended culture

Leadership team is visible in championing the desired values and conduct

Accountability for consumer protection at board/committee/individual level

Promotion/remuneration designed to encourage employees to be consumer-focused 

Employees are not assessed on short-term performance and financial metrics only

Disciplinary processes promote behaviour consistent with the firm’s values

 Robust ‘speaking up’ policies an important aspect of an effective culture 

Find out more in our Consumer Protection Risk Assessment Guide on our website

Central Bank of Ireland - UNRESTRICTED
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Promoting a Culture of Transparency in Insurance

Central Bank of Ireland - UNRESTRICTED
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Individual Accountability is Key to Culture Reform

Clear and Enforceable Conduct Standards

Acting with honesty, integrity, due skill, care and diligence

A Senior Executive Accountability Regime

 Firms and senior management to set out where responsibility and decision-making lies

Enhancements to the Fitness & Probity Regime

Onus on firms to proactively assess people taking up certain senior positions

A Unified Enforcement Process

We are actively engaged with the Department of Finance on the scope and development of 

these provisions

Central Bank of Ireland - UNRESTRICTED



Central Bank of Ireland - UNRESTRICTED

The Time is 
Always Right to 

Do the Right 
Thing
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Head of Financial Services Consulting
Grant Thornton 

Brian O’Dwyer
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The opportunity
Redefining the operating 

model and making better use 
of data analytics
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Strategic drivers
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Bank Strategy & 
Culture

The organisation’s strategy must place the 
customer at the centre of everything they do 
i.e. customer centricity is key. Strategy must 
acknowledge the value of customer 
complaints / feedback. 

A proactive complaints management culture 
delivers considerable business benefits as 
future issues are uncovered and resolved 
before they cause reputational damage. This 
creates long term customer loyalty.

Customer Expectations

Customer expectations are changing 
and the financial market is becoming 
more competitive. This puts a lot of 
pressure on traditional banking 
institutions to stay relevant in the modern 
world. With the rise of the Fintech sector 
and now also Techfin, Pillar Banks need 
to listen and respond to consumer 
demands. 
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Complaints management 
Three building blocks 

17

“On too many serious issues - such as tracker mortgages, non-performing loans, some 
Brexit preparedness issues - the Central Bank has had to push too many retail banks too 
hard over too long to actually put your customers first”
Ed Sibley, Deputy Governor, Prudential Regulation, Central Bank of Ireland – November 2019

Structure & 
Process

Governance Technology 
Enablers
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Head of Insights & Peer Analysis
Grant Thornton 

Paul Willis
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UK complaints 
journey
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UK complaint journey
The road to prevention
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Analytics

Complaint Model Changes

R&R Operational Focus

Definitions and Application

Digital and Data 

Wider Customer Engagement
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Customer expectation has risen
In 2019 the ‘experience’ provided fell
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Significant ‘re-sets’ could 
be seen in 

35 – 55 age groups

Customer Loyalty & Experience
(CLIX)

4 years 

100,000 Customers

100 Brands

7 sectors

CLIX 2016 - 2019
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Customers wish to engage differently
Service and complaint functions must adapt
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More routes to 
complain

Higher expectations Limited trust

Complaint management

Strong evidence of success when:

Service / engagement 
is aligned 

Complaints handling is 
aligned and reinforced 
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Closing the complaint door
Using data analytics & digital environments 
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Opportunity to engage the customer quickly

Engage customers in their preferred channel(s)

Close
Disputes

ID
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Taking root cause to a different level 

Eliminate
Disputes
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Four simple questions
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1. How to ensure the complaints and business models are aligned to act on insights 
and findings and target complaint hotspots?

2. What are the most appropriate ways to engage with your customers (and at which 
touch points)? – this might not fit into a traditional segmentation model

3. How can customer’s expectations be managed appropriately through their 
complaints journey? 

4. How can your data be used to stop complaints occurring at all (the Nirvana)?



Complaints: 
What are we missing? 
A Behavioural
Economics view
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Complaints: what are we missing?

November 2019

Mark Molloy
CEO Behavioural Works Ltd
E-Mail: mark@behaviouralworks.com
Mobile: +44 77 4780 2951 
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Agenda

1. What is Behavioural Economics?

2. LUAS case study - using a complaint to power a campaign

3. MTR engagement case study 

4. Which bias might be hurting our ability to respond to complaints? 
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What’s wrong with “normal” economics?

● Assumes Strictly Rational behaviour

● Humans always act in their own best interest, there are no issues with 
self control

● Decisions take place in a vacuum - what others do is irrelevant

● Information is persuasive
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Some fundamentals of BE

● We’re much more similar than we want to believe

● We all take mental shortcuts

● We can be easily swayed or ‘nudged’

● We are highly influenced by what others are doing
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What BE is NOT..

● It’s not about segmentation

● It’s not tricking customers (it’s the opposite)

● Not voodoo
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Some core concepts

● Social Proof

● Fairness (a big driver of complaints)

● Licensing
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Fare evasion – a behavioural case 
study

LUAS case study 2019 - Mark Molloy
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The Solution 

• 2,000 customer interviews

• Rebrand fare evasion as “cheating”

• Influence the public perception of frequency of cheating 
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Social Norms campaign
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MTR engagement for retail bank

The challenge: 

How do we get more customers to sign up 
to a program that could keep them in their 
home? 
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Journey from bank perspective
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Journey from behavioural perspective
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Journey from behavioural perspective

current focus
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Journey from behavioural perspective

current focusproposed strategy / area of focus
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Cognitive barriers

● Bank was talking a foreign language

● Letters were just pages and pages of regs 

(some were 16 pages long)

● Confusion + anxiety  = inaction
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What behaviours of ours are 

standing in the our way?

Are we talking professional-ese?
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“The property to which this Declaration 
relates is ALL THAT AND THOSE the 
hereditaments and premises now known as 
(“the premises”)”

“…aforesaid premises for the liability period”
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Assistance

Help

Commence

Start

Enable

Let
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Ensure

Make sure

Furthermore

Also

However

But
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In order to

To

Obtain

Get

Provide

Give
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Query

Question

Request

Ask

Require

Need
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Resolve

Fix

Therefore

So

Utilise

Use
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Questions and answers


