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Changing customer preferences

Relationship wallet size

Very demanding
customers. Highly
competitive segment.

No time to visit branch.
Highly mobile &
frequent flyers

Aspire to
move up

Comfortable with
ALT channels &
technology

Aspire to
move up

'< CASA Focus.

Not very profitable.

Low attach rate.

Mass Market

Key Asks: Customers want banking on their terms, their preferred time & location
Solution: Bring banking to customers where they spend time.

Frequency of Branch Visit



. customers are demanding more

Store Web Site Contact Center Mobile Kiosk
[2] Experience 4 [1] Receive SMS
product in store for a promotion

[3] Read
online reviews

\

[4] Compare prices
+ buy online

>

[5] Pick-up |
product

\

[6] Impulse buy
related accessories

l
= [7] Pay for the bill
[9] Quality [8] Troubleshoot ¢ |
survey + register battery issue

for promotions with CSR




Segments and Products guide us in our design...

NW

H

Affluent

Mass Market

Access Experience




Channels Evolution and Segmentation Strategy

Channel Group: Relative Importance to Customer

Branch @® Direct @  Alternative F2F @  ATM or Mail @

Highl@

Transaction
Intensity
- & @
Low Sales/Service High
Intensity

Source: Deloitte Center for Banking Solutions

Customers are demanding more. Banks need to Differentiate themselves




Omni-Channel Banking:
Consumers want personalized advice and services delivered

through merged channels

Personal Attention Expert Advice : New Advisory Video Link to

Interactive In-branch
Services Remote Experts

Displays Mobile/Social

zed Service and Exp

Prefer branch for rich advice
and personalized attention

Banks want ...

Number of monthly
branch visits by mobile

« Productivity and Streamlined T
Operations ...
% Efficiency Ratios 28%

Would switch banks if
branches reduce focus

. ° imi ; Value video access to
on advice and personal Optlmlzed Opport.unlty remote experts from
attention Capture ... N Profitable bank branches

Revenue

Open to new advisory services including
tax, legal, and financial education

Prefer virtual channels for
basic banking transactions

Driver: 49% dissatisfied n in Emerging - Evolution in = 9! Driver: Cost pressures,
with banking services Ing countries qemand chan margin compression
leveloped countries are ready fo

B Giobaly Developed Emerging

otfoan]n,
CISCO



Cisco’s Omni-Channel Architecture:
Addressing retalil banking customer life cycle

Internet Banking
Contact Center
ATM
Kiosk
Mobile Agents
Alternate Face to
Face
Branch

Remote Expert + Retail Banking CRM = CEM

CEM : Customer Experience Management

BYOD (Bring Your Own Device)

VXI (Virtualization Experience Infrastructure)




The Gap between ATMs and Branches

ATM Branch

Interactive digital screen co- Interactive kiosk Fully interactive Virtual Teller Fully automated branch
located with ATM or at a co-located with ATM(s) or co-located with ATM(s) or at model with a dedicated
branch at a branch a branch expert interaction space;

NO physical staff



Cisco’s Offerings : Service Bundles

Bronze Silvar

Transactions Transactions Transactions gl Transactions
- Account enquiries - Update account information - Debit/ATM card issuance for - Equivalent to a full service
- Cheque book request (address, phone number, PIN) new and existing customers branch
- Demand draft request - Bank statement printing - Demand draft issuance
' - - Cheque deposit Interactions
Interactions - KYC forms submission Interactions - Customer recognition
- Customer-specific product - High definition video and - Private consultation
advertisements* Interactions audio expert for services (on appointment or
- Instant messaging expert - High definition video and - new account opening for on demand) for high value
assistance audio expert for existing customers interactions for
- Interactive product information - Vehicle loan application - Home loan eligibility and EMI Home loan application

- Account queries
- Account queries
- Personal loan application

Insurance application

Portfolio management
and financial planning
discussions

calculator
- Customer specific product
upsell offerings

Typical target
customer
segments

Emerging A

Affluent

High Net Wor

Affluent

Emerging Afflue




Branch Banking : “Its not one size fits all”

Fully automated branch No teller counters. Branch with effective HNW _Cus_tomer _

model with NO physical Typically 1-2 physical use of technology. identification at premier

staff + 2 virtual staff staff + 4 virtual staff Typically 10-15 physical branches using smart
staff + 2 virtual staff phone WiFi

@,
Retai ) .
‘n

OO
Addressing all stages of Customer Life Cycle Model

Cisco Remote Expert - Anytime, Any Channel Expert Availability




Customer Experience Management: The Home Run

Campaign Management

Event Management

Budget & Cost
Tracking

360 degree view of |
Customer

! Customer Contact
Information

Integration Layer &
Middleware

Suggested Offerings

Product Configuration

Enterprise DC

App App App
B8 @8 @

CISCO VN-Link / Nexus 1000v / VMware
1 I

Sales Pipeline |
Management

Agenl
Management

Service Request
Handling

Cross / Up
Sell

Target SLA
Monitoring

Sales Stage Configuration Pucue

Customer
Satisfaction Tracking

Relationship
Mapping

Product Holdings &
Historic Income

Contact Preference
Management

Referral
Management

Feedbacks , Query &
Complaints Handling

Financial Need Review

Alerts Product Eligibility

Roles & Assignation

Dashboards & Reports Privileges Rules

Interoperability /
Portability /
Live Motion

Configuration

Service Provider

App  App
os ©s

CISCO VN-Link / Nexus * 'Mw~
- l:APP ﬂ App  App
EEEmm Ejlmm mm
App :O‘App Nexus :II.OOOVIIVMwaIre

CISCO VN-Link / Nexus 1000v / VMwar
| I 1

App
0s

App
0Os

Multi-Channel Support:
Anytime Anywhere Banking

alun
CISCO

EMC
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What other banks are doing in region

Opening Hours

) 7 days from 8am - Spm
Virtual Branch

."I"
-

@ Virtual Branch » Login to FastNet Classic

A Unavailable AL Unavailable L Unavailable L Unavailable




e e e e
DBS Flagship Branch

N 1. Interactive Smart Screen
U B '\ Meat 'New Asla', our artificial
% ?’} intelligence representative on

Welcom on } 4 Si largest
8. Bank Tellers fusture 2223 ‘Mla';ilel;unnwbu\t
o {
Carry out your usual \ / | entrance. Simply gesture to get
w\gmx \ Wi ___/ the latest DBS Astan Insights and - J
complete the latest DBS rewards.
electronic forms you §
have completed earfior,

2. Welcome Pods
Our friendly
branch
.~ smbassadors st the
' Welcome Pods will
direct you to
relevant servico
points.

7. Self-Service Banking

In addition to the ATMs,

\ 4. Paperiess Forms
| Customars can pre-

complete electronic forms l
required for selected
transactions while waiting
to be served.

6. Consultation Pods

Ensure your time spent with our 7 5. Asian Insights

bank stewards Is effective and Learn more about our products and
comprehensive, because everything services, or catch up on the latest
Is done at the consultation pod. The Asian Insights with the available
bank steward can easily access all iPads. Watch DBS' key analysts and
your information, and cards can be experts share their views on what
issued without the steward ever makes Asia tick, recorded live by
stepping away. Channel News Asia at the Marina

Bay Studio @ DBS HMeadquarters.




Bank Of New Zealand  AMERICAN BANKER | bin f

Today's Paper | Magazine | Bank Technology 's | iPad | Yideo Wiarmen in Banking | FinT

MERGERS &

Mextyaar, BMND will begin providing video banking onling. This will 18t the small
husiness mwner connect through videoconferencing with a specialist husinessznny Crosman
banker fram his laptap, iFad, Surface tablet or athervideo-enahled device 3, 01212.27pm ET

anytime from T:00 a.m. to 10 pom.
b Seminars
The bank's hefore-and-after numbers for the videoconferencing initiative are

dramatic. <ing Regulatary
ate: Mew Social

“In 2009 we took a ook at how we sendce small business customers,” Harny 2 Rules

Ferreira, head of small business banking at BHZ, recalled this week in an
intervieny at the Small Business Banking Conference in Boca Raton, Fla. ) o
il Banking in the
"Custarmer satisfaction was low, productivity was low" The bank's small Century; Role of
husiness market share was 15% when surveved, small business customers 35t Center Selt
] . ] o cein Successful
said they wanted better accessibility, simple pricing, easy-to-understand ing Strateay

products and hetter advice.

Since deploying wvideoconferencing and incubator-like spaces for small 14 Innwatmn
ard: Assess.

husiness clients in all its branches, BMNZ has seen a 22% increase in customerect. Perfarm.
satisfaction. [tz market share has grown to just under 24% and it moved from

heing the fifth fand last) in small business banking to second bank armong Mew

Zealand's five banks.

Source: http://www.americanbanker.com/issues/177
videoconferencing-helped-bnz-grow-small-biz-sales-104

REGULATION
ACQUISITIONS + &REFORM + BAHEING * FIHAHCE  TECHHOLOGY -

COMMUHITY COHSUMER BAHK BAHKTHIHK

How Videoconterencing
Helped BNZ Grow Small
Business Sales

= Print EReprints B Email

o Tweet |27 Share | 21 | Elke 373 +1|+2

New Zealand may be best known as the
backdrop for the Lord of the Rings movies and
for its large population of sheep — it has 40
million sheep, 10 sheep per person. But New
Zealand and Australia are also where some of
the most ground-breaking financial technology is
pioneered, from cloud computing to mobile
payments to videoconferencing.

Bank of Mew Zealand has moved all of its small business bankers to a
centralized hub from which they communicate with clients through
videoconferencing hookups in the branches. Customer satisfaction, profitability,
and the numher of small business custamers have all grown substantially.

The bank equipped each of its 180 hranches with video conferencing linking
customers to a small business centralized tearm of experts in 2008, they rolled
out a combination of Cisco CY885, EXED and EXA0 video conferencing units
and the ahbility to integrate with customer relationship management and contact
center software. The bank has enabled its 180 outlets with an online customer
filing technaology called "mycustamer files" and will shartly enakle the full extent
ofthe Cisco remote expert technaolagy allowing & scanner and image capture
system to the warkstation that can scan and upload documents, enabling a
rermoate business bankerto approve aloan in as guick as 20 - 30 minutes.


http://www.americanbanker.com/issues/177_218/how-videoconferencing-helped-bnz-grow-small-biz-sales-1054261-1.html
http://www.americanbanker.com/issues/177_218/how-videoconferencing-helped-bnz-grow-small-biz-sales-1054261-1.html
http://www.americanbanker.com/issues/177_218/how-videoconferencing-helped-bnz-grow-small-biz-sales-1054261-1.html
http://www.americanbanker.com/issues/177_218/how-videoconferencing-helped-bnz-grow-small-biz-sales-1054261-1.html
http://www.americanbanker.com/issues/177_218/how-videoconferencing-helped-bnz-grow-small-biz-sales-1054261-1.html
http://www.americanbanker.com/issues/177_218/how-videoconferencing-helped-bnz-grow-small-biz-sales-1054261-1.html
http://www.americanbanker.com/issues/177_218/how-videoconferencing-helped-bnz-grow-small-biz-sales-1054261-1.html
http://www.americanbanker.com/issues/177_218/how-videoconferencing-helped-bnz-grow-small-biz-sales-1054261-1.html
http://www.americanbanker.com/issues/177_218/how-videoconferencing-helped-bnz-grow-small-biz-sales-1054261-1.html
http://www.americanbanker.com/issues/177_218/how-videoconferencing-helped-bnz-grow-small-biz-sales-1054261-1.html
http://www.americanbanker.com/issues/177_218/how-videoconferencing-helped-bnz-grow-small-biz-sales-1054261-1.html
http://www.americanbanker.com/issues/177_218/how-videoconferencing-helped-bnz-grow-small-biz-sales-1054261-1.html
http://www.americanbanker.com/issues/177_218/how-videoconferencing-helped-bnz-grow-small-biz-sales-1054261-1.html
http://www.americanbanker.com/issues/177_218/how-videoconferencing-helped-bnz-grow-small-biz-sales-1054261-1.html
http://www.americanbanker.com/issues/177_218/how-videoconferencing-helped-bnz-grow-small-biz-sales-1054261-1.html
http://www.americanbanker.com/issues/177_218/how-videoconferencing-helped-bnz-grow-small-biz-sales-1054261-1.html
http://www.americanbanker.com/issues/177_218/how-videoconferencing-helped-bnz-grow-small-biz-sales-1054261-1.html
http://www.americanbanker.com/issues/177_218/how-videoconferencing-helped-bnz-grow-small-biz-sales-1054261-1.html
http://www.americanbanker.com/issues/177_218/how-videoconferencing-helped-bnz-grow-small-biz-sales-1054261-1.html
http://www.americanbanker.com/issues/177_218/how-videoconferencing-helped-bnz-grow-small-biz-sales-1054261-1.html

Bank Of America Bank of America overhauls bank branches

e

Source: http://www.usatoday.com/story/money/personalfinance/2013/04/03/bank-of-america-tellers-atm/2025923/

By Hadley Malcolm, USA TODAY

ATV WItIT 1E1IT1 noosos you've walked into a Bank of America branch
F7AN :
'%g:ic:::f ak‘e"e' (BRI S5 E0) ptely, you may have noticed a makeover. Couches
- Las eCKsS
-Make Payments  # nd chairs form a lounge area, where there will soon

- And More g y :
« Use as an ATM 24/ 7/% e iPads available for customer use. Employees

quipped with tablets will soon be walking around
e floor to check customers in or help set up new
ccounts.

) (. Previously at the forefront, tellers are now tucked in
corner. Private offices house large screens for
ideo conferencing with mortgage loan officers or
~ | ersonal banking professionals — Bank of America
| ays it has hired thousands of these experts to staff
E s branches and phone lines.
month
These changes are part of a giant overhaul Bank of
2 :Bank-wants o baloss America is bringing to its branches as well as
transactional, more upgrades to its online, mobile, and social offerings,
Conversational some already enacted and others to come within the
next year. The new Bank of America is focused on
buffing up digital services while transforming its
branches to be places customers can come to for advice and expertise, since they've
almost stopped coming there for everything else.



http://www.usatoday.com/story/money/personalfinance/2013/04/03/bank-of-america-tellers-atm/2025923/
http://www.usatoday.com/story/money/personalfinance/2013/04/03/bank-of-america-tellers-atm/2025923/
http://www.usatoday.com/story/money/personalfinance/2013/04/03/bank-of-america-tellers-atm/2025923/
http://www.usatoday.com/story/money/personalfinance/2013/04/03/bank-of-america-tellers-atm/2025923/
http://www.usatoday.com/story/money/personalfinance/2013/04/03/bank-of-america-tellers-atm/2025923/
http://www.usatoday.com/story/money/personalfinance/2013/04/03/bank-of-america-tellers-atm/2025923/
http://www.usatoday.com/story/money/personalfinance/2013/04/03/bank-of-america-tellers-atm/2025923/
http://www.usatoday.com/story/money/personalfinance/2013/04/03/bank-of-america-tellers-atm/2025923/
http://www.usatoday.com/story/money/personalfinance/2013/04/03/bank-of-america-tellers-atm/2025923/
http://www.usatoday.com/story/money/personalfinance/2013/04/03/bank-of-america-tellers-atm/2025923/

_—_ . Citibank Express.
Cltlbank New Smart K|OSkS The next level in Smart Banking.

With your convenience as our priority, CiRibank i proud to
bring you to the next level of Smart Banking. From instant
account opening, time deposit establishment to getting five

- " " 1 assistance Citighane offic 0 them all
Citibank launches new smart banking machine : 3¢ Ctbwrk Express S

By Brandon Tanoto | Posted: 23 January 20132 2017 hrs Citibank Express gives you instant access, 24/7

EiRecommend 35| W Tweet 22 ﬁ Share OO : mwmm

SIMNGAPORE: Consumers will soon be able to access almost all branch banking services - K
round-the-clock via a smart banking machine. P /Z/

Citibank's custormers can now open bank accounts and even apply for loans using the
rachine, which is located at Paragon Shopping Mall, In future, this machine can also
instantly print and issue &TM, debit and credit cards, -

For a personal touch, customers can also communicate with a bank officer via video
conferencing.

Citibanl said these banking machine will also be eguipped with biometric capabilities far

; X ST Click to enlarge
custarmer identity authentication.

Citibank (file picture]

The first Citibank Express machines were unveiled in both Singapore and Malaysia on
Wednesday,

The srmart banking machines will be rolled out at Citibanlk's nine instant banking centres in
Singapore over the next three vears, The banlk is also looking to install these machines in

shopping malls, neighbourhood hubs and commercial hubs to reach out to its customers,

CEQ for Citi in the Asean region, Michael Zink, said: "This rollout across ASEAMN underlines the importance of this region to Citi, both in
fsia and globally.

"L5EAM is home to a fast-growing and dyvnamic consumer base who wants to bank with a partner that embraces high technology to meet
the evolving needs of our custormers."

Looking ahead, Citibank plans to add more locations for the new machine across Asia.




What other banks are doing in region

Citibank hires designers of apple stores to create new branch
prototype

“Video is more important than ever. About 20% of our
customer acquisitions used video to meet a servicing need.

Video is going to be the biggest transformative tool we have
in terms of B-to-C dialogue in the next five years.”
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