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Customer expectations are always rising...

Customers
want help, to
make complex
situations
simple and
spend their
money wiser

What if:
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\,.-—"
=

The Bank

recognized your

Connected

digital

experience
in action

— ™

income pattern

™~
@

iy
/

Received your bills
electronically and
scheduled them based
on due date

Automatically
identified a gap
between available
funds and pending
payments and the
impact on you

Based on your history and
value, processed a bridge

loan



...With new expectations driving new approaches...

Engaging Customer Experience

Seamless Omni-channel Services

Bankers Wa nt Empowering Analytics

help to keep

CUStome rs Regulatory Compliance
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build wealth

CUSTOMER VALUE CHAIN

Risk Management

Real-time Data Governance & Analytics

Enterprise Services

Software Defined Infrastructure

TECHNOLOGY VALUE CHAIN




...that require changes to architecture

IT needs an
overhaul, it can
no longer be
patched to
progress
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Transformation means delivering answers rather than data

Customer-Centric Banking

* Customers interact via any chann
they choose

* |nteractions are tailored to the
individual with a mix of Al and
human services

* Progress through the customer
journey is the key success metric

* Back-end solutions are delivered by
the Bank and third parties through

APl enabled services

* |nfrastructure is orchestrated and
brokered based on the needs of
back-end solutions
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Customers need an advocate, and without an Al Assistant they will turn to

contact centers by default



Transform the experience & stack in parallel

Branch Transformation Ubiquitous Banking Digitizing the Enterprise Securing the Assets

Become the Advocate
Combine insights and expertise to help people make better decisions

Reinvigorate o
Remove the Friction
the Break down borders to enable simple, seamless interactions
Experience
Create a Positive Social Impact
Connect within and across communities to improve where and how we live
Build the Software Defined Enterprise
Build an agile, elastic, efficient foundation to give the business a license for disruptive innovation

Overhaul

the De-Risk IT

Protect assets and shift ownership & management burden to external providers

Technology

P I a ﬂ:Of m Accelerate Speed to Value
Accelerate transformation by leveraging external solutions and expertise



Transformations start by answering basic questions

People

What do my customers expect
from me?

How do my customers want to
interact? When? Where?

What is my responsibility to
support their objective?

When are human-to-human
interactions ok?

Does the value of the customer's
business matter?

Am | taking advantage of my
employee talent?

What is the gap from where we
are to where we need to be?

Will my culture embrace a
change?

What is the risk of doing nothing?

Process

Where does ‘support’ begin?
Where is the friction in our
experience today?

Is our role to advise, help or
execute? Does the role change?

When should a customer be able
to get human support?

Should support availability vary
by modality? By customer
value? By product?

How do we measure success?
Leading indicators? Lagging
indicators?

How will we get better?

Can we get where we need to be
through incremental change?

Technology

How can | leverage analytics to
help customers along their
journey? What do we need to
know to support the customer?
When do we need to know it?

What is the role of Al in providing
‘support’?

Which modalities should | offer?
Why? When?

How do we ensure interactions
don't fall through the cracks?

How do we secure it all?



Where is Financial Services transformation today?

Succeeding Struggling
» Respecting the customer’s need » Respecting the customer’s goal
* Integrating self-serve options * Integrating support
* Enabling omni-channel interactions * Maintaining the customer’s identity
» Support availability  Last digital mile (loT)
» Depth and breadth of technology coverage * Owning the technology stack

* Protecting the customer * Protecting the resources



What is the 5 year target?

Identify
need

Advising customers
throughout the
purchasing lifecycle to
maximize the value
derived from their
spend

Research
solutions



Thank-you
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