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Banking Distribution has changed dramatically in the last 30 years

BANKING AUTOMATION
(1960-2000)

ATMs, cards and
Telebanking replace paper
based payments, as banks
sought to capture new cost
saving opportunities and
reach customers previously
excluded from the
mainstream banking system

Distribution Transformation

MOBILE BANKING
(2000-2012)

Customers start being
able to access their
banks remotely 24/7 for
the bulk of low-value added
activities, with greater
convenience for them and
further cost efficiencies for
the bank

DIGITAL BANKING
(2012-...)

Banks provide the “best of
breed client experience™
digitalization of sales and
after-sales service combined
with continued face-to-face
interactions for the more
complex products, in a market
where sales of products either
transacted online or influenced
by online marketing represent a
substantial percentage of the
total

\ 4

Source: KPMG Research
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Multichannel and related “digital” distribution transformation represents an opportunity to extract value

from customers

Gen Y $ Y’s share of financial assets

.

36%
P

loday's young professional will be significant
drivers of retail revenues tomorrow

Source: KPMG Research
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TRANSACTION

Gen Y $ Y’s preferred channel by banking activity

Getting a home loan

Opening a bank
account

Applying for a new
credit card

Making a payment

Changing your
personal details

Day to day banking

©

CHANNEL

OQC0Q

Branch

Online Mobile Call Video In your
banking centre  conference  home
8% 3% 2% 1% 7%
41% 8% 3% 0% 1%
8% 4% 0% 2%
@ 38% 0% 0% 0%
@ 16% 4% 0% 1%
@ 47% 1% 0% 0%

indicated they preferred

online and mobile channels

for day-to-day banking

visit

]

20%

1%

5%

1%

The notable
exception

=% was obtaining

a home loan
with 79%

preferring a
branch visit



There are several ways to start a digital transformation but building solid multichannel foundations is a
critical success driver

DIGITAL
BANKING

Build a state of-the-art IT platform

Digitization approach to redesign + -
for digital

Core Processes

» Enable the digital transformation through

* |dentify critical end-to-end processes (e.g., state of art IT platform

onboarding, credit management)

e Redesign the pracess with a fully digital
approach

e Implement the digital end-to end Solution

+ Transforms the back-end operating model
to reflect best practices adopted by top
digital players

+ Setups the long-term and future-proof
transformation of Bank’s IT system while
supporting the development of a digital
value proposition for clients

Digital Capabilities

+ Achieves market leading time to-market on
selected processes (e.g., brand new
“digital” mortgage request process)

+ Builds “digital capabilities” on an initial
small team and then scale up quickly across
processes

TODAY Customer Experience

Improve Customer Experience reinforcing Multichannel + Improves customer experience by removing pain points, while

optimizing cost

+ Uncovers insights which are not commonly understood in
traditional “touch point“analysis”

+ Leverages “digital” as part of a broader multichannel strategy (e.g.
branch, call center, mobile, internet, ATM, etc)

e Analyze clients” customer journeys across different channels through C-
COMPASS

e Identify key issues in current multichannel processes that reduce
customer experience and causes service leakage

e Redesign customer journeys and develop multi-channel capabilities

Source: KPMG Research
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Customer Experience optimization leads to higher levels of revenue through improvement in cross-

selling, sales and less churn.

Sector Revenue growth rate — TOP 100 FTSE

Financial Services +5.4% +14.2%
Travel & Hotels (@ +37"" 4+5.1% @
Non-G rocery +6.5% +15.8%
Retail
Grocerv e (.- e @

. Customer Experience Excellence Top 100
FTSE 100 companies
@ Growth accelerator

Source: A New Era of Experience Branding: Customer Experience
Excellence Centre 2015 / UK Analysis

“ Financial institutions that achieve a top 100 customer
experience ranking outperform their FTSE peers. Those that
delight customers have average revenue growth of 14.2% -
163% higher than the sector average for the FTSE 100"

Source: KPMG Research - Banking the Customer Experience Dividend 2016
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Rapid growth trajectory — Big 4 Banks
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== Big 4 Banks: Combined revenues / forecast revenues

= Forecast revenues with customer experience enhanced growth

Ml Opportunity gap

“Whilst this aggregate calculation
is no substitute for individual
forecasting analysis, the
implication is clear: being a
customer leader is not an
altruistic play, motivated just by
good intentions or regulatory
compliance. Rather, it is one of
the surest ways for a bold CEO to
create a sustainable future for
their bank.
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Banks need to redefine the channel roles and related multichannel customer journeys as an ignition for
operational excellence and commercial effectiveness

: Enable Multi Channel Customer
l. Redefine Channel Roles . Journey

Redefine role of channel having in consideration Enable multichannel journeys, aligned with customer's
complexity of products and services and type of activity preferences, for selected priority products by integrating
performed (e.g. advisory, transactional) all channels

What CE
is all
about?

Fully exploit all touch points between the Bank and
Clients and all available data to increase commercial
opportunities and lead generations — Service to Sales

IR Ignite Commercial Effectiveness V. Improve Operational Excellence
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Allocate resources according to the moment of truth
Importance and cost-to-serve



Banks are redefining channel roles to meet with Customer preferences and behaviors in a Omni channel

world

Videlo Teller
Machine

Video connection
to extended-hours

tellers for transactions

or problem solving

Branches

Large branch in high-traffic
crossroad surrounded by small,
largely automated branches

Mobile
Applications

For remote deposit
capture, alerts related
to accounts, alerts on

m homes for sale, etc.

cutting through complexity

|
; :

In grocery store or metro station,

with staff member for quick service Credit Center
AN ) 4
Ial Kiosk

Unstaffed center
connected
via video to remote office
for credit applications
ATM

v

s

Pay bills; buy airline

tickets, stamps, transit
; system passes; or other
third-party transactions
Contact
Center
Home Banking a

<L A

To browse and get

Support most of the tutorials on products

transactional activity
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Banks need to support multichannel sale and service experience in order to minimize service leakage.

Commercial Onboarding / Loans Example

Validate &

. Share Create S Require Commercial Risk Credit Cash
On boarding . maintain . : . - .
documentation customer customer data credit analysis analysis decision disbursement
CREDIT CENTER
& 0 2 "
1
ATM : Reduce deadlines for
m 1 customer approval
0 communication —0
1
cc Open account in non physical Automate information sharing :
channels, with subsequent between commercial network 1 Disbursement
C'L documentation collection and risk officer éB o= ¢ PR O s é'l tomati
<5 ! Process follow- )
\ Self learning of 1 tr;])cessh% ; tp : notification
elf learning o rough Contac
VIDEO TELLER ! ' Jearning \ g '
= X 1 credit conditions X Center i
E , : and characteristics @. cooog 0 |
. !\ Documentation ! Improve information sharing by customer X ! ! !
BRANCH drop-off point : between commercial network | ) ) 1
[ x and back office ! 1 1 x
¢ > &—»Q—'O——’%PO— X —0O > —O
Documentation b’y h . . - 1 Communicate approval i
MOBILE drop-off point | ) Data maintenance/ update ! Register all information l through app, SMS, e-
! . ' through mobile app (e.g. address) | ENSLIY IR, W) mail, etc.
. Open account in non physical ! : customer database for future '~ — - — - _ _ _ >@. S 2 »O
: channels, wn‘_h subseqz{ent it ‘P@ """" commercial opportunities Process fol/qw—up
documentation collection through mobile app

(Ebank

8 HSBC < s" F ically filled through QR 3
2 i ‘ orm automatically filled throu 1 -mai
= Automatic counters to TC. ZIRAAT BANKASI de pict y : ! Platform for customers SMS and e-mail alerts
2 encourage self service code picture customization
S @ fidorborkag Video booths with 24h , agd,”"” customers
S B P access, to improve self- ActivoBank a v:jse ong?ew . m
Fully online bank service Live chat in Facebook to interact products & services

with customer 24h customer service line

@ - To-Be

Legend: O - As-ls A\ - Opportunity . - Customer interactions with bank . - Internal processes

m Source: KPMG Analysis
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Banks need to understand that millennial still want human interactions — they just want them mediated
through digital

I want you to recognize
my lifestyle and needs, |
want you to help me with

my student debt.
I want help and support in I do not want to be
the way | m_eed it: a human presented with the
when that is required, but product of the day, | will

education in a way | can not stand for opaque fees

easily access. or a lack of transparency.
I want to use multiple
media types to access my I want the type of
bank when I need to, | technologies coming
want a Iluman from start-ups — not
conversation — but traditional banks.
mediated by technology. I want to do
everything through
my mobile.

Source: KPMG Research - Banking the Customer Experience Dividend 2016
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Banks need to adapt their attitude towards multichannel.

What we hear from Banks ... What Clients are shouting for ...

Our Clients still

) Our needs will be
perform a lot of

transitions on the r) serviced by specialist
branch / / digital app providers.
R A
-
y
Our Clients are far ) Y We want to deal with a different

type of bank, one that understands
how banking can be delivered
through digital, mobile technology.

behind on adopting

Digital / )

—
| perfectly k ’
percij:stté/mg?;/v " 4 ) We want banking _
preferences, behavior ?rrangements that support th_elr
and néeds / lifestyle and take a broader view
. - — y rather than making transactions
I have all the
capabilities needed 4 We want to be inspired by other
for a Multichannel millennials who have done well -
strategy / they trust them and want to be
S — L educated by them.

kPMG | o
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Banks are moving very fast into a customer journey mapping culture but have

difficulties in “taking out from the paper” into customer focused
Improvements and business transformation initiatives.

Example of Customer Journey
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Key Principles of
Customer Journey
Mapping

Customer journey mapping must
be aligned to and be a central part
of a business’ overall customer
experience strategy.

It is essential to have only one
definition of customer journey
mapping and how it is applied
across an organization.

The best customer journey maps
bring together the internal view
with the customer view, to define
the single truth of the current or ‘to
be’ customer journey

A successful customer journey map
will become the key framework
through which customer experience
is continuously measured and
managed throughout the business.

As a result, it forms the basis of
ongoing customer focused
improvements and business
transformation.



The amount of customer information available nowadays from the several channels is enormous, for
that reason many marketers have difficulties in transforming it into actionable insights

STORES

CALL CENTER

OTHERS

5 1 /O of all marketers said the lack of 5 1 y 8 /O percent of marketers said 3 9 /0 of all marketers said that
sharing customer data across their organization their biggest hurdle in data-driven marketing was they can’t turn their data into actionable
is an obstacle to effectively measuring their ROI building reports that delivered insights insight

KPMGJ Source - Bizo “Data-Driven Marketer” survey across industries”
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Customer experience analytics transforms “big data” in order to enable a Multichannel assessment of the
customer journey

“Big Data” Customer Analytics Customer Journey

i o

e COMPLEY s _

ARALYTIS
""uu'l':lr]z%% . = "f‘"

1IN S],j,]ﬂhh‘[
STEn
How do we know where to start? What business results we want to impact?
Metrics Reduce Cost

Executive priorities
Dashboard upticks
Analytics Roadmap

Improve Customer Satisfaction (NPS)
Increase Sales
Decrease Churn

kpMG "
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However, there are limitations within the traditional methodologies and in the organization that impact
the performance of fast, efficient and accurate analysis

Traditional methodologies limitations

Examples of methodologies

Metrics

Limitations

¢ Data and metrics
not integrated

¢ Focused on one
channel when
customer experience
are multichannel

e Problems resolution
should consider the
E2E process of the
customer journey

¢ Organizations and
its KPIs are not
integrated among
channels, impacting
the focus in the
customer experience

kPMG
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Call Listening

Lean/6 Sigma

Transversally Solutions Lack of Applicability
between Channels feasibility to all customers

The majority of the
organizations terminate its
analysis in the step
“Finding”. Analysis are not
leveraged to mobilize and
promote business change

-
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ROOT PROBLEM
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S
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m
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Surveys
(NPS/CSAT)

Web / Customer
Analytics

Surveys: Typically,
reach around 5% to
20% of the
customers

Call Listening: Typically,
are performed in less that
2% of the calls

Manual: even the
statistical significant
samples lose their value
when used in multiple
channels

Organizational limitations

1. LACK OF KNOWLEDGE

* Lack of Knowledge on the customer end-to-end available information
(Information Extraction vs. Content)

2. COMPLEXITY OF ACCESSES & DATA

« Difficulty accessing to information by business areas (data complexity).
Information spread across multiple data bases

3. SLOW DATA EXTRACTION PROCESS

* Information extraction and analysis is time consuming for the business.
There is the need to solve problems and quickly identify opportunities in
the market




KPMG uses a Customer Experience Analytics framework that centralizes all customer journey information
making it readily available for business

KPMG import raw data from ... enabling to connect and visualize customer ... and transform data into knowledge to
across multiple channel ... journeys ... support management decisions

Branches

E I@\

.& 1. Customer Compass Analytics

2 4D,
> _, l==\ - — g —> Subscribe * Support Continuous Customer
DY a

N1 2 Experience Analytics
Call Centre/“\ — 4N
Ima L dam\ o= 2 A R
AU . U : 2. Bl Tools
S B8 A  Support Advanced Analytics
Home Banking_ fam\ — Iggm\ - A - AY iﬁg:‘;srty and Bl analysis and reporting
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a N l@\ — A : g —= Gl 3. CRM Solutions

 Optimize Sales and Service
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< 74 D>
a :B g — — .E — l::\ _ Reinforce ApproaCh
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ab oM

A\ 22
- 7 '/‘ ‘\\ .E g e 4. Channels Solutions
arters 'E l — ‘==' o —> Cross-sell « Ignite Multichannel / Omni
o |2 ab channel Strategy
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With CEA we are able to swim lane the Customer Journeys and identify revenue,
customer experience and efficiency improvement opportunities

ACCOUNT

OPENING

CREDIT CENTRE

T  VView an ad on

« Apply for loan

TV « Fill out online
ATM * Receive a direct application
. mail offer » Activate debit
a‘\ * Research card
products online . ...
cc I
i

VIDEO TELLER

KA

cutting through complexity

First 90 days

ISSUE
RESOLUTION

» Make depositsat e Dispute a

the bank transaction
« Link multiple error
accounts * Inquire about a
« Order checks fee
. . « Replace checks
with printing
errors
Service Leakage

* Open a joint

Upgrade
account to
premium

checking
account
Transfer
balance to
credit card

ACCOUNT

CLOSING

« Transfer funds
from account

« Call customer
service to
cancel

« Forward mail to
new address

1

How do our customers
interact across channels?

How can we drive
customers to digital
without hurting NPS?

What are customer pain
and delight points?

How can we leverage all
channels to hoost
conversion?

How do we optimize services
to improve cost-to-serve?

When should we trigger
action to avoid churn?

How can we improve our
complex back-office
Interaction processes?
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Mapping Customer Journeys uncovers critical insights that cannot be discovered in a the traditional

way...

SITUATION:
Affluent Clients are
showing attrition
behaviors ...

%,

o Low CSAT
e Reduction in the assets
portfolio

Source: KPMG CEA Framework
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POSITION
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REDUCED FP

REDUCED FP

I
REDUCED FP

I
REDUCED FP

It
REDUCED FP

I
REDUCED FP

Y
REDUGCED FP

5,463

2123

1,932

1,622

1,384

1,145

22.9%

22.4%

8.9%

8.1%

6.8%

5.8%

4.8%

“It looks
ok... Clients
are investing
in real state”

“hum! [t
looks
Suspicious.
Lets analyze
it..”
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... allowing to go through an analytical and business journey to find the CE leakage root cause

“Customer subscribed a
Credit Card”

“72%of the selected Credit
Card campaigns are associated
to the journey being analyzed,
versus only 10%of any other
company campaign”

“There is a pattern: after
applying for a Credit Card in the
branch, the customers receive
an Outbound Call for a Credit
Card application with better
conditions”

“64% of the customers has
apply for credit card in a Branch
and after that they have
received and Outbound Call from
Customer Center”

“10% (2.810) of the
customers are reducing
their position after the

campaign” KPMG Business Analytics team work

Source: KPMG CEA Framework With.the C/I'E_)nt arpupd prob/em
solving for identifying the root

m causes of faults or problems
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Our extensive experience on Customer Experience Optimization initiatives assures that CEA delivers the
needed capabilities to reach the “best practices” maximum benefits.

Reduce customer service

- cost by 10-25% across
channels

Reducing calls/repeat calls/transfers/call length
Increasing web/IVR/ATM/mabile self-service rates
Reducing failure/errors at retail or in the field
Fraud detection

Consolidation and rationalization of back-office

Drive up customer
satisfaction/NPS by 5-10%
points across journeys

Contextual, anytime, anywhere self-service
Seamless across channels, fewer errors
Straight-through fulfilment

Improving NPS/CSAT survey scores

Reducing complaints

Improving/simplifying customer account onboarding

Revenue enhancement:

e Reduce churn 10-25 bps
* Increase up-sell/cross-sell by
10%-20%

m Source: KPMG Experience in Customer Experience Optimization Projects in several sectors

cutting through complexity

Reducing churn
Increasing cross-sell/upsell
Transforming customer touch point behaviour data into useful

inputs for traditional propensity/predictive models, segmentation,

next-best-offer, etc.)
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