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Agenda

Financial services and online
– high net worth individuals and how to talk to them

• Research on usage
• Case studies that worked 
• Australian examples
• Key points to remember when online in finance
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The internet dominates all other 
media during the purchase process
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And finance is the most 
influenced industry online
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Good news - affluent online video 
viewers do more online shopping 
across product categories
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The depth of internet use sets 
Gen Y apart but all generations use it
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Gen Y cannot be ignored  - 
they are future high net worths
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Reaching out to a potential 
100,000 + viewers 
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• Online Advertising: 
• In key  publications and 

content partner sites
• Direct
• Links and traffic push to 

content partner sites, plus 
‘talent’ campaigns to the 
databases of guest stars

Campaign support for evoTV
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• Events
• Promotion at key industry 

conferences
• PR & Media
• Dedicated campaign around the 

launch of evoTV with both 
traditional press and social media

• Print and digital advertising with 
trade publishing partners (such as 
Investment & Technology 
Magazine, Professional Planner) 

Campaign support for evoTV
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Wesabe.com – Social computing for 
financial services products
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How a finance company 
captured their audience online

• Case study: H&R Block
• WHQ in Kansas City, USA – worldwide offices
• Revenue: $4 billion in FY 2007
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H&R Block

Why H&R Block needed social media for high net worths and new 
customers

Misperceptions:

• H&R Block is not for complex returns
• H&R Block is not for DIYers
• MISSION: Increase consideration of the brand by communicating that
• H&R Block stands for Expertise, Advocacy and Innovation
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The strategy behind their 
social media presence

• Branded content distributed across multiple connection points…as 
appropriate. 

• Content needs to be appropriate for the community in which it resides

• Various criteria were considered when creating interactive content:
– Communicate the brand: expertise, advocacy, innovation
– Shareable
– Dynamic
– Fun and easy to use
– Measurable
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Games and Applications – 
making tax deductions fun!

• ‘Grab a deduction’ game 
application for facebook

• Also available on widget 
distribution sites
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Calendars – tools that can be 
personalised are incredibly effective

• Countdown clock to tax day, able to be modified to count down to a birthday, 
anniversary etc

• Uploaded to widget directories
• Most popular – 80,000 views
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Polls work –as long as the 
information is continually refreshed

• People love polls!
• Important to keep content fresh
• Can be used as a tool to better 

understand customers

• “Magic 8 Ball” 
application
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Beware: social media users don’t 
like sharing their financial habits

• Financial match a facebook 
application that uses the “likeness” 
model

• People don’t like to share financial 
views/habits
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A separate microsite with 
relevant information in plain speak

Digits – microsite with:
• Open blogs
• Podcasts
• Videos
• Widgets
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Online newsletter to connect 
those who joined the community

Digits – newsletter
• Ongoing conversation
• Timely tax tips
• Year round newsletter
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Their own facebook identity that users 
could participate and ask questions in

facebook Profile
• Tools and games
• Forum for tax related questions
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Use the environment to be campaign 
appropriate – i.e. the sponsored gift on facebook

• Launched facebook 
presence with 
sponsored gift:
“A fat tax refund”
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Creating their own personality 
– introducing Truman Greene
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Truman found some friends

• YouTube branded 
channel, 16 videos in 14 
weeks

• Over 600K views
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Giving their persona their 
own social media identity

• Carried over Truman persona
• Deeper content – blog posts, 

photos, discussions
• Used same widgets + 

applications
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Truman actually blogs and adds 
value to the brand proposition

• Truman’s blog posts are 
personal…like his diary, but 
including tax information
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They experimented with 
relationship sites

• Sponsored a series of tax posts within 
eHarmony’s Advice section

• Offered personalised tax advice 
through discussion boards – answer 
within 24 hours
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And got an avatar 
in SecondLife

• Live tax advice from H&R Block 
staff in avatar form

• Tax trivia contests with Linden 
dollars

• Streaming media in auditorium 
using existing video assets
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Twitter is the next big social 
networking tool for finance

• Free social networking site that 
allows short message updates 
supported by mobile devices

• Updates displayed on user 
profile page and instantly sent 
to ‘friends’

• Used as a forum
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But can it work for super? 
The Australian examples

CSRF  
Social media integration
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Catholic Super & Retirement Fund: 
online TV
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ANZ Digital TV
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ANZ over 55’s campaign
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66 page lifestyle magazine 
for ANZ

Branch distribution makes inspired one of the biggest launches of a magazine 
in 2007/08
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inspired microsite

Digital content complements print branded content
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Conclusions 

• There are a variety of ways social media and online TV can be harnessed
• Understanding entertainment is just as important as information is key
• Don’t expect the sales path to be straightforward – there is a long and 

winding road to financial services decision making
• High net worth's can be Gen Y to boomers – make the strategy broad
• Understand the category and what is motivating people
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