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Ace your digital crisis communication

Faahika Fakir

The recent unprecedented crisis seems to have impacted organisational effectiveness
significantly. While companies strive to sustain operations, they are left with a reduced
window of time to respond, creating the need to select the most suited platform to share
information and a credible, dedicated team to accelerate communication.

Theongoing crisis

The severity of the implications of the COVID-19 pandemic, specifically for the financial
services industry that has witnessed all-time-low market performance, has compelled leaders
to revisit their strategies on contingency plans and business continuity.

The current market volatility is expected to continue for a few months, possibly years,
emphasising the need to make agile, innovative decisions and, most importantly, disseminate
information to all stakeholders in a swift and transparent manner.

Acceleration, innovation and transparency

As the COVID-19 situation changes rapidly, it is critical to share real-time and easily
accessible information quicker. Traditional print-media marketing does not enable this form
of communication, directing many corporates towards digitisation.

Digital media not only enables accelerated content publishing; it also encourages marketers
to be creative and innovative on the form of content.

Cancellation or continuation?

Town halls, conferences, in-room briefings and large-scale events have traditionally been the
backbone of asset management marketing efforts to meet up with advisers and investors to
explore new investment opportunities and enhancements in technology and discuss other
related topics. With the onset of COVID-19, and in-person meetings being curtailed, such pre-
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planned events have had to be put on hold or even cancelled. For a relationship-driven sector
such as asset management, it is of utmost importance that trust continues to be built among
the retail and institutional audiences, forcing marketers to look at alternatives. The pioneers
in the business have already adapted and embraced technology to continue with their
marketing efforts by converting such events into webinars, video conferences, podcasts,
secure chats and social media live streaming. Here are some examples:
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Weekly COVID-19 Market Update Webinar

ituation with coronavirus (COVID-19) continues to evalve, join us for a weekly ¢

Choosing the best platform

Unlike traditional marketing, digital marketing offers multiple platforms that can be adapted
to suit the purpose of messaging. While the options are many, it is vital, especially during a
crisis situation, to opt for the most convenient yet most engaging platform that conveys the
end message to the user. Simplicity is key.

Personalisation and faster response:

While meeting up with advisers and investors individually or physically sending them a note
of empathy in a time of crisis would be impractical, marketers could still maintain the
relationships built over the years, or renew them, through email.

Personalised messaging can be utilised for trust building by sharing content that provides
reassurance of business continuity.

Using marketing automation tools enables larger audiences to be segmented based on
interest and engagement level automatically, enabling marketers to target distribution of
content on market performance and its impact on investments, hosted events, and strategic
alterations much faster.
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Examples of how email marketing can be utilised in a time of crisis:

Market update

Special coverage from our blog a

We're bringing you continued special coverage of our COVID-19
bleg posts as this pandemic evolves and the market responds.

Wishing you health, strength and safety.
(To opt-cut of these notifications, see the bottom of this email.)

Good news vs. bad news: The tug-of-war facing mar-
kets over the next month

Economic data across the world is
ikehy to remain grim over the next
several waeks, with the potential for
more positive news surounding the
showing spread of the coronavinus,

Read post

Readability and accessibility:

Keeping retailers, individuals and institutions informed of the current situation and providing
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A 33004, maintaining our ability o provide imestment managemend services without
irfbarruption, while ensuring the salety and will-being of our clignts and colbagues, is
our highest priority. As such, wa would like to take this opportunity 1o updats aur
partnars and valuad clients with essantial datails on dur respanse 10 the evelving
COVID-19 pandamic and thir opdrations of the X00( mtual funds and IndexiCh
euchange traded funds.

VWa continue o actively monflor events and announcemants in the geographies in
which win opititi glodally, including guidelings provided by ths Centars tor Disase
Cantral (COC), World Health Organization, and work closely with our business partners
In bslowing their evelving guidelings governing in-person maatings, conferandes and
other events. As such, we are consiantly evaluating our response and the impact to
continuing operations.

Rest assured, our cliants and collaagues ramain our primany concam, and wa ar
confdent in our abiity o continue to provide world class investment solutions in the
current environment.

Should you have any questions regarding the specilic actions we have taken in

response to the current pandemic, please contact XXX for additional
Information.

More than investing. Invested.

real-time updates have become a challenge for many marketers in the asset management
sector. While the majority are in lockdown and continue to work from home, time spent on
the internet has increased significantly, attracting more visitors to the web and making

websites a useful platform to upload comprehensive content on the COVID-19

pandemic. Most websites are mobile-responsive and follow a single-column vertical-scrolling

layout, enabling easy access and readability.

Dedicating a standalone page/portal that covers content related to COVID-19 and providing
access through the main navigation would improve visibility, as illustrated below.

FRODUCTS INSIGHTS DEFINED CONTRIBUTION ~ TOOLS & RESOURCES ~ PARTNER WITHUS

GUIDES & RESARCH COMMENTARY & ANALYSIS COVID-19 RESOURCES
Guide to the Markets > Notes on the week ahead 3 Our response to COVID-19
Quarterly Economic & Market > Weekly Market Recap >
Update

Source: J.P. Morgan
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Furthermore, displaying the content in an organised format by categorising based on type
(audio/video/article), topic, frequency, date and author would contribute to an enhanced user
experience, as depicted in the following snapshot.
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The Daily Check-In

José Manuel Barroso on
Europe’s Economic Relief
Package

José Manuel Barroso, chairman of
Galdman Sachs International and former
president of the European Council,
discusses the economic response package
backed by European leaders.

24 AFR 2020

Exchanges at Cre Aednian Sachs

Markets Update: Qil Prices
Drop to Record Lows

Sarah Kiernan of Goldman Sachs’ Global
Markets Division gives her quick take on
the latest market volatility, including
investors’ reactions to record-low oil
prices.
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Source: Goldman Sachs
Content amplification:

During a crisis situation, strategies drift to a service over sales approach, creating the need
to educate on safety and measures taken as a corporate to ease the financial instability.
Social media, if used effectively, can reach a wider audience through likes, follows and
shares, and create visibility and long-lasting trust for the brand.

Creative illustration of content:

A wealth of insight and research on current market conditions could be overwhelming to a
user if not presented in an attention-grabbing format.

Infographics is a great way of depicting larger volumes of data and analysis concisely. They
can be created on both image and web formats, and help digest facts and figures easily.
Here’s how Schroders creatively showcased the economic impact of COVID-19 and its
outlook for US profits.




What shape will the economic recovery take? Visit our Insights page here (3)
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Our baseline forecast is for the
coronavirus outbreak to cause a steep
dip in global growth in @2 2020

(/b This is followed by a sharp

rebound in Q3 - making But if the virus returns in the autumn, there could
for a V-shaped recovery be another downturn in Q4 before recovery in 2021
- leading to a W-shaped recovery

What is the outlook for US profits?

Our pre-tax economic *lll
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economic proﬁts l capacity is being used

for US companies Ees

by estimating: Company profit margins
Y g m @@ {based on labour costs,
arttedil prices, and productivity)

Feefindtiv DataStream, Schroder EConomics Groug,
24 March 2020.

Source: Schroders

Effective communication in times of crisis is crucial. The flexibility and reach digital media
allows makes it the most viable platform to manage communications; the challenge, however,
is to have a team capable of curating and publishing information in a consistent and uniform
manner on multiple digital platforms in shorter time spans, while fulfilling compliance and
regulatory obligations.

Why us?

The following are a few of the many reasons why we lead digital marketing operations for
asset managers:

A decade of producing successful digital marketing campaigns
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We, at Acuity Knowledge Partners, have over 10 years of industrial experience in assisting
asset managers to take on complete ownership of implementing digital marketing strategies
that have undoubtedly helped in achieving lead generation, retention and conversion goals.

Our clients have appreciated partnering with us, as evidenced by what some of them have to
say.

“Thank you! Good news. The number of eyeballs on our blog has increased
dramatically. We went from a couple of hundreds viewers to several thousand. So
Thank you!!” - Digital Marketing Manager of a US-based asset management company

“I LOVE this!!! Love the cover image, love how you illustrated the different wealth
percentages by filling up the body outlines, love how you created a callout box for the
quote, etc. Thank you for your great work!” - Senior Digital Strategist of a top-10 US-
based asset management company

A central hub of skilled digital marketers with asset management domain expertise

One common concern for most marketers is non-availability of a centralised team capable of
producing marketing material, publishing content on the web and social media, and using
marketing automation for drip marketing campaigns backed by reporting on user
engagement that also understands the business. We take pride in our highly skilled team that

is capable of handling multi-channel digital marketing campaigns and has in-depth
knowledge of the asset management industry.

Ability to execute extensive data-driven marketing campaigns

Although a large number of leads may be generated, conversions often do not meet
expectations. The right use of technology enables marketers to overcome this by creating
highly personalised content to produce quality leads. We are experienced in integrating
various customer relationship management (CRM), content management system (CMS) and
social media platforms, and marketing automation and analytics tools, enabling us to conduct
data-centric marketing campaigns.

Minimal training and transition effort

Tools used for fund performance data storage, content management, marketing automation,
social media integration, marketing material repositories, compliance management, analytics
and creative design vary from client to client. We have hands-on experience in working with
most of the industry’s leading tools, enabling us to adapt to any new platform with minimal
training and supervision.

Flexible account engagement models
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Our engagement models range from dedicated full-time employee (FTE) resources, pooled
resources or even a hybrid approach for projectised models, supporting clients in the UK, US
and APAC time zones.

Let us carry your operational burden of digital communication to keep your stakeholders
informed and maintain your competitive edge while you focus on rebuilding your business.

Access the complete list of our digital marketing service offerings via our website.

Sources:

https://am.jpmorgan.com/us/en/asset-management/gim/adv/home

https://www.schroders.com/en/bm/asset-management/insights/economic-views/economic-
infographic-a-snapshot-of-the-global-economy-in-april-2020/

About Acuity Knowledge Partners

Acuity Knowledge Partners is a leading provider of high-value research, analytics and business intelligence to the financial services sector. The
company supports over 650+ financial institutions and consulting companies through a team of over 6,000+ subject matter experts who work as an

extension of the clients’ teams based out of various global delivery centres.

We empower our clients to drive revenues higher. We innovate using our proprietary technology and automation solutions. We enable our clients to

transform their operating model and cost base.
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