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The traditional banking model is changing

Blurring Industry Backgrounds

Customer Behaviour n

N

m .

New Digital Competition

Pressure for Profitability

Technology Innovation
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The financial services landscape
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Turning the Bank upside down
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It's all about making people happy!




Determining the customer journey

Digital touchpoints
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Physical touchpoints
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Banking redefined: taking the passenger seat

Accounts‘ @
Cards

Deposits
Insurance

Payments

Investments




Banking redefined: taking the passenger seat

My En’rer’rainmen @My Retirement
My U’rili’rie = My Vacation

: My Travel

My Car

My Shopping




Banking redefined: taking the passenger seat

Smart offers, rewards, reviews, seamless payments Personalized financial advise and investments

Personalized propositions on savings — Personalized assistance to choose
the best holiday

Personalized assistance to rent or buy Flight search, reservations,

currency exchange

Personalized assistance to buy,
repair, insure

Smart offers, rewardsgfeviews, seamless

recommendations,
insurance payments



Key ingredients

Customer Obsession

Data-Driven

Controlled Risk & Experimentation
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Learning Organisation

Partnerships
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Some are further down the road than others

“A second big priority, to me more important than digitising per se, was to embed
ourselves in the customer journey. This is about much more than automation. ”

Piyush Gupta, DBS CEO

“We have a laser-sharp focus on our customer, transforming the way we interact with
them.”

Onur Geng, BBVA CEO
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We will continue to digitize our sales and service processes, realign our development
infrastructure as well as leverage the Fintech ecosystem to make the banking lives

of our customers simpler, so watch this space
Suvo Sarkar, ENBD BoD

Logicom
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