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The starting point for Retail Banking – a fully diversified 
Retail Bank 

 
Branches 208 
Customers 0.7m 
Employees, FTEs 2 037 
Total revenue EUR 169m 
Market rank 14 

Poland  
Branches 21 
Customers 0.14m 
Employees, FTEs 343 
Total revenue EUR 37m 
Market rank 4 

Lithuania  
Branches 22 
Customers 0.11m 
Employees, FTEs 422 
Total revenue EUR 58m 
Market rank 3 

Latvia 

 
Branches 236 
Customers 1.8m 
Employees, FTEs 4 365 
Total revenue EUR 1 114m 
Market rank 2 

Denmark 

 
Branches 118 
Customers 0.9m 
Employees, FTEs 1 519 
Total revenue EUR 681m 
Market rank 2 

Norway 

 
Branches 333 
Customers 3.9m 
Employees, FTEs 3 590 
Total revenue EUR 1 148m 
Market rank 2-3 

Sweden  
Branches 392 
Customers 3.2m 
Employees, FTEs 4 304 
Total revenue EUR 796m 
Market rank 1 

Finland 

 
Branches 21 
Customers 0.13m 
Employees, FTEs 390 
Total Revenue EUR 51m 
Market rank 3 

Estonia 

 
Branches 1 351 

Customers 10.9m 
Employees, FTEs 19 856 

Total revenue EUR 4 111m 

Total 
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Retail Banking in Nordea 

 The majority of Nordea’s 
income comes from Retail 
Banking 

 Low risk and capital 
usage 
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Retail Banking – strong performance before entering into 
the New Normal 
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Gold 
40% 
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Check-in) 
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Pol&Bal  
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Large 
23% 
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The Relationship Banking Strategy – a strong 
foundation 

Satisfying customer needs… 
•Safety and stability 
•”Someone who cares” 
•Full range of advice 
•Customer needs driven innovation 

    

…while focusing on the most 
attractive customers 
• Most profitable 
• Highest potential 
• Most satisfied and loyal 

    

Capital efficiency through full 
customer wallet… 
•Balanced and diversified business mix e.g. 
lending and deposits 
•Complemented by e.g. capital efficient  AM 
products    

…at a low risk 
• Low loan losses e.g. Gold customers 
• Knowing and being close to our core retail 

customers 
• Diversification from Corporate, Household 

and markets  
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A resilient business model  



Optimizing corporate customer relationships to 
ensure income growth and capital efficiency 
 
• Increasing the size and share of the 

wallet of corporate customers 

• Targeted effort to increase share of 
non lending products and income to 
improve Asset Productivity 

• Lower capital usage and prudent 
credit risk management 
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Segment Customers Income EUR 
Large 28,000 336m 

Medium 76,000 167m 

Small 387,000 69m 

2.74%
2.80%

2.84%

2.65%

Q1 2011 Q2 2011 Q3 2011 Q3 2010

Asset Productivity Corporate 



Harvesting all business potential in our customer base 
through differentiated household relationship banking… 

• Relationship banking for 
Gold and Premium 
including named adviser  

• Customer program to 
drive cross selling, 
customer elevation and 
loyalty  

• Contact policy to drive 
pro-activity and allocate 
resources towards most 
profitable segments 

9 •  

Segment Customers Income 

Premium 
& Gold 

3,047,000 EUR 
600m 

Seg-
ment 

Custo-
mers 

Inco-
me 

Other 7,278,000 EUR 
217m 



… applying a proven sales model… 

Number of products per gold customer is >6 Nordea average is 296 

Source: McKinsey Branch insight survey 
2010 
 

4,8 

3,8 
3,2 3,2 

1,4 

3 

4,8 

Nordea Western Europe 

 
Number of products per customer (all) 

275 
316 

237 

355 

52 

198 

355 

 
Number of products per FTE 

Nordea Western Europe 
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…resulting in the strongest income performance among 
local peers in all four Nordic countries 

Denmark* 

Norway 

Finland 

Sweden 

Benchmark towards peers (HH and corporate); H1 2011 vs. H1 2010 income growth; % 

* Adjusted for bankpakke II 
Source: interim report, FX adjusted 

-1 

-5 
-6 

-11 
Nordea Peer 1 Peer 2 Peer 3 

0 0 

-6 
-8 

Nordea Peer 1 Peer 2 Peer 3 

18 16 14 
10 

Nordea Peer 1 Peer 2 Peer 3 

13 
9 

3 

Nordea Peer 1 Peer 2 

11 •  



• Retail Banking: Overview 

• The foundation for steady growth 

• Strategic direction 

 

 

 

12 •  



Retail Banking in the New Normal is leveraging on strong 
deliveries 

Creating the Nordic 
relationship bank 

2006-2008 

Putting the foundation in 
place 
 
 
 

Expanding our topline while 
maintaining control over cost 
and capital 

Growth initiatives 
and execution in 
the financial 
crisis (middle of 
the road) 

2008-2011 

Taking Retail Banking to the 
next level of cost and capital 
efficiency while continuing 
income growth 
 
 

New Normal 

2011- 
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Increasing sales efficiency and enforcing a radical 
approach for cost containment… 

• Next version of Banking Operation 
Model (BOM) fully aligned towards 
most profitable segments 

• Service and customer initiated 
sales will gradually move from 
branches to online channels 

• Significantly limited cash offering 
in branches and streamline back-
office processes including 
mortgage processes 

• Continue current productivity gains 
with sales meetings increasing 20 
pct and manual transactions 
decreasing 11 pct** 
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* Forecast 
**Q3 2011 versus Q3 2010  

17,148 17,023 16,933 16,876
16,624

15,791

Q3 2010 Q4 2010 Q1 2011 Q2 2011 Q3 2011 2012*

No of FTEs (excl. Poland & Baltics) 

143 145 147 150
153

167

Q3 2010 Q4 2010 Q1 2011 Q2 2011 Q3 2011 2012*

Gold customers per FTE  



… delivering upon our economic capital will impact all 
levels of our retail franchise… 

 

• Implementing transparent 
management tools and supporting 
guidelines 

• Creating a stronger management 
focus on capital efficiency including 
caps  

• Housecleaning our product 
portfolio 

• Adjusting our product configuration  

• Pricing customers to reflect capital 
usage and funding cost 

    

5x 

2.5x 

4x Segments 

Customers 

Units 

 
Michael Rasmussen 
 

Service units Banking SE Banking DK Banking FI Segments Banking NO 

Ensuring capital efficiency by: 
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…and continuing income growth with low volatility 

• Continued strong focus on 
high business momentum 
and customer relationships 

• More focused, quality and 
precision in sales meetings 
to capture organic growth 

• Continued targeting the 
most profitable segments 

• Adjusted margins 

 

 

Q310 Q410 Q111 Q211 Q311

Income 
13,6% 
CAGR 

Income volatility (in EUR m) 
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1 145 
1 206 1 238 

1 300 1 313 
1 388 1 410 

Q110 Q210 Q310 Q410 Q111 Q211 Q311
Income Income trend

Growth adj. std. dev.  on trend: 17m 
1% of average income  



Quarterly Business Reviews 

One operating model 

We will deliver upon our strategy via a unique operating 
model  

Follow up on execution Local adaptation 

Universal “one operating model” 
development 

Translating 
universal model into 
local agility IT 

Distribu-
tion & 

Products 
Segments 

Lo
ca

l 
B

an
ki

ng
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A set of short term initiatives that will allow Retail 
Banking to deliver in the New Normal and beyond 
 

Streamlining product 
service deliveries 

Profitability in 
mortgage business 

Branch network 
efficiency 

Risk weighted asset 
efficiency 

Poland & Baltic’s 
transformation 

Cost Capital Income 

Mobile banking 
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• Cost containment in Cards, 
Cash and Deposits 

• Centralising in Poland 

• Streamline end-to-end 
process 

• Reducing manual cash 
• Eliminating non sales 

processes in branches 
• Consolidating branches 

• Slightly reduce the number 
of branches 

• Support customer journey 
away from branches 

• Low cost platform 
 

• Housecleaning 
• Adjusting product configuration 
• Stronger mgmt focus incl. caps 

& tools 
• Transform Polish mortgage 

business 

• Less capital intensive 
products 

• Secure RWA and liquidity 
efficiency 

• Adjusting margins 
• Reconfigure products 

• Generating sustainable HH 
income 

• More balanced product 
portfolio 

• Generate income via mobile 
payments 

• Support customer experience 
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Streamlining product 
service deliveries 

Profitability in 
mortgage business 

Branch network 
efficiency 

Risk weighted asset 
efficiency 

Poland & Baltic’s 
transformation 

Mobile banking 

Cost Capital Income 

A set of short term initiatives that will allow Retail 
Banking to deliver in the New Normal and beyond 
 



Key messages - Building on our solid platform the Retail Bank 
will deliver an ambitious ROE in a low interest environment  

 Generating full cost containment and increasing sales efficiency 

 Increasing capital efficiency 

 Capturing organic growth potential by more quality and precision 
in our sales meetings and customer interactions 

 A superior operating model; more universal, more local, more 
efficient and stronger follow up 
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