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“Supercharging start-up growth…. 

…. in a 140 year old merchant bank” 
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Over the next 20 minutes or so….. 

Who am I and 

why am I here? 

What lessons can I share 

from Close Brothers? 

What advice to supercharge 

start-up growth?  
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Who am I and 

why am I here? 
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Who am I and 

why am I here? 

CV - Alex Marsh 

 Born: 1980, Brighton (UK) 

 Status: Married, 2 kids,   

2 brothers 

 Education: State schools, 

University of Cambridge 

 Career: 6yrs at PwC, 8yrs 

at Close Brothers 

 Job: Managing Director of 

Close Brothers Retail 

Finance, London 

 Interests: Running 
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Who am I and 

why am I here? 

• Strategy lead at Bank 

head office 

• Transformation lead for 

40 yr old business unit 

• Managing Director of 

award-winning start-up 
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Who am I and 

why am I here? 

• Strategy lead at Bank 

head office 

• Transformation lead for 

40 yr old business unit 

• Managing Director of 

award-winning start-up 

What lessons can I share 

from Close Brothers? 

What advice to supercharge 

start-up growth?  
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What lessons can 

I share from 

Close Brothers? 
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What lessons can I share 

from Close Brothers? 
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What lessons can I share 

from Close Brothers? 

• Acquisition in 2008 

• Family run business 

founded in 1982 

• Small London office 

• Knowledge of bridging 

finance (+50 yrs exp)  

• Well tailored proposition 

• Start-up in 2015 

• New team with internal 

transfers + external hires  

• Based in Bank head office 

• Leveraging expertise from 

adjacent markets 

• Minimum viable offering 
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What lessons can I share 

from Close Brothers? 

Team 

Product 

Market 

 Building understanding 

X Missing sectors 

 Good tech 

X Lots of features 

not proposition 

   

X Sense of purpose 

X Start-up mentality 

X Team silos 
Team 

Product 

Market 

Team 

Product 

Market 

Team 

Product 

Market 

Rewind to 

spring 2016… 
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What lessons can I share 

from Close Brothers? 

Team 

Product 

Market 

Team 

Product 

Market 

Team 

Product 

Market 

Team 

Product 

Market 

What impact did 

this have…? 

Low employee 

engagement & 

job security 

Team 

Product 

Market 
Lack of pride 

in our product 

offering to 

retailers 

Team 

Product 

Market 
Below expectation growth 

in lending volumes 
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What lessons can I share 

from Close Brothers? 

Our team 

Our vision 

Our purpose 

Our strategic priorities  

Our initiatives 

Retail 

finance provider 

 of choice 

Teamwork 
Valuing 

people 
Empowerment 

& recognition 
Service 

excellence 
Expertise 

Help specialist retailers  

unlock growth by making their  

products more affordable 

Build Improve Extend 

What do we want to become? 

Why does CBRF exist? 

How do we achieve 

our vision? 

How do we 

make things 

happen? 

So what did 

we do… 
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What lessons can I share 

from Close Brothers? 

Our team 

Our vision 

Our purpose 

Our strategic priorities  

Our initiatives 

Retail 

finance provider 

 of choice 

Teamwork 
Valuing 

people 
Empowerment 

& recognition 
Service 

excellence 
Expertise 

Help specialist retailers  

unlock growth by making their  

products more affordable 

Build Improve Extend 

1. Improve 

communication 

2. Change the 

culture 
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‘Retail is a world where things happen to ever shorter timescales. 

Results reported in weeks not months/quarters. Black Friday is a 

day. Amazon delivers in minutes and hours’ 

What lessons can I share 

from Close Brothers? 
Talked to our team 

and retailers 

‘You are smart people using new 

technology to help retailers 

thrive rather than survive’ 

‘What makes us different? Our dislike 

of friction, we overcome barriers, we 

are agile, we think fast’ 
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What lessons can I share 

from Close Brothers? 
What do we mean 

by #FFT? 

Engagement Communication Behaviours 
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What lessons can I share 

from Close Brothers? 
What do we mean 

by #FFT? 

Proposition Marketing Service 
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What lessons can I share 

from Close Brothers? 

#FFT internal launch 

event: Mercedes Benz 

World July 2016 
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#FFT launch video at: 

 www.youtube.com/watch?v=b0CSkH4FGJs 

http://www.youtube.com/watch?v=b0CSkH4FGJs
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What lessons can I share 

from Close Brothers? 
Since then non-

stop #FFT 
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Just started 

external roll-out… 
What lessons can I share 

from Close Brothers? 
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What lessons can I share 

from Close Brothers? 
So where are 

we now? 

Team 

Product 

Market 

100% engagement 

scores for brand & 

customer 

Over 750 retailers / 150,000 

customers & rapid growth 

in lending volumes 
Market leading 

proposition & 

+71 NPS 
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What advice to 

supercharge 

start-up growth?  
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What advice to supercharge 

start-up growth?  
Don’t let your mum 

cut your hair! 

1987 1997 2007 
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What advice to supercharge 

start-up growth?  

Team 

Product 

Market 

Get your team 

& culture right 

Be clear what 

differentiates you 

Understand 

your market 
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Over the past 20 minutes or so….. 

 Intrapreneur!!! 

 Share ideas & experiences 

 Multiple routes to innovate 

 Start-up is not easy, but 

massively rewarding 

 Understand your market 

 Be clear on differentiators 

 Get your team right 

Who am I and 

why am I here? 

What lessons can I share 

from Close Brothers? 

What advice to supercharge 

start-up growth?  
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‘What comes easy won’t last long, 

& what lasts long won’t come easy’ 



Alex Marsh 

#IntraCnf Stockholm – 17 May 2017 


