Reimagining Brand
During A Pandemic
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As COVID began to disrupt all aspects of everyday life, we
moved quickly to develop our enterprise-wide response
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We’ve moved to
drive-thru banking.
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Make deposits and
withdrawals, cash checks
and more.
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We know this s an extrome:
out all the ways we can offer inancial relef and guidance hare
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A COVID-19 update for

Small Business Customers.

ly straastul tme for Small Businoss owners, Find

© Instagram v
@ tdbank_us

Caring for our
Colleagues.
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tdbank_us Along with all we're doing 1o protect Customers, we're also
focused on the wed-beng of cur Calieagues. Ye're advwising all TD
employees o follow WHO & CDC gudeines. We're also offening flexable
work amangements & addiional paid ime off for those who need it. Find
out more about our COVID-19 response at the link m our bio



Initial COVID response across industry focused on financial
burden, consumer landscape was sea of sameness

April 8, 2020

TD Bank Offers TD Cares to Assist U.S.
Customers in Response to COVID-19 Pandemic

Even when we're apart
we stand together

We are here
to support your
banking needs.

If you have a financial hardship & need help with your
mortgage payment, you can request an initial 3 months of
mortgage payment suspension through our online

submission form. You will receive immediate confirmation
& a letter in 7-10 days with specific details for your loan.

March 30, 2020

-, Bankof America @
’// DBankofAmerica

FASST@MPANY

| We stand ready to support you. For those who need help
making credit card and/or home loan payments, you can
submit an online request for a payment deferral here:

bddy.me/2VORrYv

March 6, 2020 A

Citi Assists U.S. (?Zu-stomers
and Small Businesses

impacted by COVID-19 Every COVID-era commercial is the
. same, and this video supercut
proves it

In these unprecedentedly uncertain times, now more than ever [somber piano music over
footage of empty public places], we are here for you.

04-16-20 | QUICK HIT

VAR SO
We're here to help you.

March 17, 202§
COVID-19 Financial Hardship
Assistance

Capital One is here to help, and we encourage customers who may be

o
BANK OF AMERICA 7 ec
impacted or need assistance to reach out to find a sclution
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Our approach to launching communications during COVID-19 E

%ﬁ% Act with
lﬁls Purpose
Q Help solve
real needs

Communicate

@ contextually
[T relevant

messaging

Internal

Showcase actions taken
on behalf of our
customers, colleagues
and communities

Focus on issues that
really matter that also tie
to our authentic purpose.

Evolve our messaging to
adapt to the changing
consumer mindset

Customers expect banks to act with purpose in the community
while still thoughtfully meeting traditional needs

Waiving of fees when affected communities are
shut down or quarantined

Provide customers with safer banking options
through appointments, online banking, mobile

Continuing to pay bank staff who experience
reduced hours

Financial recovery advice and support for its
banking customers

Monetary support to at-risk groups (i.e. elderly,
immunity issues, pre-existing conditions)

Financial recovery advice for small businesses

Special bonuses for employees who continue to
work with the public, in-person

Monetary support to hospitals and healthcare
organizations

Sponsor pop-up healthcare clinics
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Source: COVID-19 Pulse Study Wave 4, 6/2/20-6/11/20, TD Influencers Insights Community



Our response activities spanned 3 key audiences, all with

authenticity and strategic tie to our brand

Customers Colleagues

. NS
Even when we can't be together.

£

“It goes way
beyond business.”

—Richrd Tutsvos of Clircde Fuenities
Boston, MA

Internal

Communities

TD READY
COMMITMENT

#T0ThanksYou Q Be forever proud.

o

3 TD Announces 3rd Annual TD Ready Challenge and
~ Pledges $10 Million in Grants for Innovative Solutions Ir

P
R - Response to COVID-19
' C ENT = ©
.\ . .J June 16, 2020 - Applications are now open for eligible organizations
|
W ocross Canada and the United States
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Deep Dive: Video Production in the Time of COVID-19 E




The Brief in Brief...and Timeline (which is even more brief) E

The Opportunity 4/2
Banks, including TD Bank, have focused on « TBWA Kickoff

relieving customers’ financial burden. We can
differentiate ourselves by also
championing a (safe) new normal - Online 4/10
Banking - and help TD tackle a real « First round of concepts presented
business problem: Too many customers are
still stopping by branches to take care of ‘ 4/13
simple banking tasks like depositing checks : : .

: . * Follow-up meeting on production logistics
or transferring money, putting themselves and

4/27

The Objective « Production
To encourage TD Bank customers to stay

staff at risk.
home and bank online.

Main Message
Stay home and bank online.

Internal 9






Production Considerations
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Key Learnings

Internal

Logistical luck was on our side... mostly

Nimble team, constant communication

Never fall in love with your work

Be relevant in response, but stay true to your brand
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