Reuters Market Light (RML): Building a
Customer-Centric Business From Scratch
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Sunil Tambe, Head, RML Editorial
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INNOVATION AT THOMSON REUTERS
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* ‘At Thomson Reuters, innovation is all about smart
growth . It's about delivering real value to our
customers — and growing our business —
understanding and anticipating our customers’

need and then acting on this knowledge.’
Tom Glocer, CEO
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WHAT WE DO...

* Reuters Market Light (RML) is the first highly
personalised professional information service for
the farming community.

« Currently only in India, in less than 2 years RML
sold over 270K quarterly subscriptions (@%$5 each)
to nearly 120K farmers across 12K villages.

» Estimated to have created financial wealth between
$20m to $100m already for the farming community.
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BUSINESS CONTEXT

« A one-page idea of Market Light funded in Jan 06
by the Venture Board, chaired by Tom Glocer.

* Four subsequent rounds of venture funding.
Launched as a business in Oct 07 in India.

« Transferred to C&E in May 08. Run as a separate
business unit with its own P&L, reporting to the
RML board.
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BUSINESS OBJECTIVES

---------------------------------------------------------------------------------------------------------------------------------------------------------

 RML was funded for its significant long-term
revenue and profitability potential.

* The customer group identified was the 150 m plus
agriculture community in emerging markets.

* The key objective was to build a profitable business
In its own right.
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CONTEXT OF RML
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EMOTIONAL AND FINANCIAL PAIN
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FECS APPROACH
FROM IDEA TO LAUNCH
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CUSTOMER VALUE IDENTIFIED
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Market Landscape and Research

> 60% people needed better
information, although only 6% wanted
on mobiles. Hints of emotional and
financial value.

Segmentation and Prototyping

Rural mohile penetration: 13%
Now 85% wanted it on mobile phones
and will pay $1.5 per month for it!

Value Proposition

ROI ran into HUGE multiples, over
1500 times.

Customer Proposition

“Personalized market intelligence” for
farmers.
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TRANSLATING CUSTOMER
INSIGHTS INTO BUSINESS
STRATEGIES AND ACTIVITIES
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BUSINESS RESULTS —- CUSTOMER S

IMPACT

ooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo

“1 used to sell Bananas
for R. 4 a kilo. Based on
RML messages, |
negotiated the rate to Rs.
7 per kilo with the same
buyer”. 75% higher price.

“I have instructed my
labourers to sow the seeds 3
inches into the soil, earlier
this method was not
scientific, they would sow the

oooooo

Ravindra Shinde harvested
soybean and was about to take
the stock to the market. The price
was Rs. 1620/-. He gathered from
RML News about a fall in soybean
production in the US and
Argentina. He held back the sale

and sold later at 2430/ - per

quintal.

“I | got message on relative
humidity going up to 70%.
As a precaution, | put a
spray of Rs. 500. My friend
did not know this. He lost
nearly Rs. 4 lakh of his crop

that day .”

seeds 5-7 inches .”
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BUSINESS RESULTS —
CUSTOMER IMPACT
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Letter of Thanks sent to RML by customer
Mr.Sandeep Lodha,

District — Ahmednagar, Maharashtras webinar



CUSTOMER
FOCUS — BEYOND LAUNCH
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waves

Range of respondents in each wave
450 to 725 customers

Source: IMRB research
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CONTINUOUS INNOVATION OF THE
BUSINESS MODEL, PROCESSES
AND PRODUCT
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Created a new product category, an
industry, and unprecedented financial
impact for farmers.

Largest granular content network for
farmers in India. Exploring other markets.

Though sharing, RML reached an
estimated million farmers.

Launched an RML card.

Built an eco-system through partnerships
with credit societies, handset
manufacturers, telecom operators, banks
and agri input companies.
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BUSINESS RESULTS — GLOBAL
RECOGNITION

------------------------------------------------------------------------------------------------------------------

Government and Semi-Government Institutes
 The UNDP accolade in 2008

* ICRIER study in 2009

* World Economic Forum in Cape Town in 2009

* 10, Downing Street in 2009

Leading academic Institutes
* London Business School case study in 2009

« Cambridge University Business and Poverty Leadership
Program in 2008 and 2009

» Oxford University and World Bank Study in 2008
Leading Media

 BBC, Sunday Times, FT, New York Times, International
Herald Tribune, Fox News, the Wall Street Journal,
Knowledge @ Wharton, and USA Today

* Mention in Nandan Nilekani’s book ‘Imagining India’

* Four page write-up in C.K. Prahlad’s book — Fortune at the
Bottom of the Pyramid
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KEY LESSONS =

« CUSTOMER EMPATHY IS AT THE HEART

« SHOW, DON'T JUST TELL

« TEAM IS CRITICAL — ENTREPRENEURIAL, OPEN-
MINDED, RISK-TAKERS

« MAKE CLEAR ASSUMPTIONS, THEN TEST THEM

e RIGHT MANAGEMENT PROCESS AND
ORGANISATIONAL STRUCTURES MATTER
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