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Six Financial Services Competencies

In addressing issues, financial institutions compete and excel across six common
competencies, striving to deliver them faster, at lower cost, and with higher quality

than the competition.

Customer-facing activities that
leverage interactions

Juswabeuey
[eroueuld B Xsiy

Infrastructure

Source: IBM Institute for Business Value analysis

This presentation describes how IBM’s products and assets help in the
Distribution space
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Lack of Integration across Channels Impedes Growth

“| stopped by my branch with a query
yesterday, but the call-center
doesn't know anything about it.”

to type in information
that they already have?”

“The SMS service tells me | still
have $400 in this account !”
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Why are the World’s Leading Banks Transforming their
Customer Experiences?

= Increased domestic and foreign competition

= Increased choices and ease of switching

= Customer service is improving in other industries (Retail)

= Increasing multi channel contacts are changing expectations

= Constant Innovation and improvement

= The branch is the hub of most banking activities and the most visible
distribution outlet. The online experience is essential to managing the
relationship and researching new opportunities.
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Current Challenges

« Limited ability to focus on most profitable customers while
effectively serving mass market customers

» Reactive sales approach resulting in lost opportunities

« Staff must focus on difficult processes, not the customer

« Sales and service staff lack customer management training and
effective tools

» Service leadership hampered by processes, checking reports,
administrative duties

» Basic service, referral and sales activities can’t be tracked.
No single view of customer resulting in poor integration between
branches, between channels

5 Multi-Channel Solutions | © 2008 IBM Corporation




IBM Software Group

Lots of customer touches. Lots of opportunities.

ke A,
saca//S Joe Joe visits a branch 21 t: _
0 Yeq, 14 times a year A .
Joe uses <, ey
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PP Yy Mg y Ay i//;,e
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© High net-worth

e

250+ LOB-based contacts per year

6 Multi-Channel Solutions | © 2008 IBM Corporation




IBM Software Group

Un-integrated LOBs drive fragmented customer
Interaction

. . | . . .
Silo View of : Multiple : Multiple . Non-Integrated . Sub-Optimal Customer
Customer ! Objectives | Treatments ! Treatment Delivery : Experience and
1 . .
| ! I l Relationship
! | ! > Web '
LOB | ! T > Phone :
Customer X > Investments T » | > Branch :
Data | | | .
1 ! 1 » 1
LOB s ! ! | > Web ;
Customer P> Card ] » | > Phone :
| ' > Branch T
Data i ! '.
! 1 g ]
| > Phons =
1 Lad
Customer » Bank > | » Branch :
Data !
1
! »
LOB s ' gD
Customer »{ Insurance q Fher
- - > Branch
Data

= Each LOB has their own
view of the customer

= Each LOB looking to
optimize its quarterly
revenue performance vs.
overall performance

= Each LOB defines its
treatment strategy

= Each LOB uses its
channels according to
defined treatment strategy

= Customer has inconsistent
treatment

= Series of transactional
interactions vs. strong
relationship

= Relatively static view of » Offers

customer = Limited integration of

channel information and
treatment within LOB and
across LOBs

L . . » Marketing program
= Limited integration of . g programs

strategy definition and
execution across LOBs

= Customer insights not

Unclear proposition and brand
shared across LOBs

= Trust not established to
support permissive marketing

» Service delivery

= Resulting treatments are

= Limited insights into needs inconsistent

and aspirations = Customer perceives value to
be less than costs to expand

relationship

= Treatment strategies do
not factor in overall
customer value/economics

= Limited insights into
overall current and

) . = Customer responses and
potential value/ economics P

leanings not always captured
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Most Banks’ Channels:
Line-of-Business & Product Orientated

| BUSINESS CHARACTERISTICS
BRANCH |CALL CENTER| SELF SERVICE| ELECTRONIC ~vice
Full Service Inbound ATM Web
Supermarket Outbound Kiosk Wireless Dupllcatlon of common bUSIneSS
Mobile Bankers IVR VRU

functions. (e.g. many variations of  stomer
INTEGRA  account opening)

User ) nce
Lacks common customer view.

1annels

ACtcoc . :
¢ Slow to replicate good ideas. _ess

Functions/Process

Customer Data TECHNOLOGY CHARACTERISTICS

vith
W‘\« Many overlapping points of integration
V—VV\ creates complexity: .
0| & @D & "
—

CREDIT Manual steps in end to end processes
DEPOSITS| | LOANS || CARDS | |PARTNERS| XXXXX

Channels
EEENE
EEEN
EEEN
EEEN
EEEN
EEEE

Inf Expensive to maintain

!

Slow to respond to business change.
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Multi-channel Transformation to SOA

— Multi-Channel Architecture (MCA)
BRANCH [CALL CENTER| SELF SERVICE| ELECTRONIC BRANCH | CALL CENTER | SELF SERVICE | ELECTRONIC
Full Service Inbound ATM Web Full Service Inbound ATM Web
Supermarket Outbound Kiosk Wireless Supermarket Outbound Kiosk Wireless
Mobile Bankers IVR VRU Mobile Bankers IVR VRU

Erl I 11

ﬁ E ﬁ ﬁ DEPOSITS|| LOANS | PARTNERY PARTNERS

CREDIT
DEPOSITS|| LOANS CARDS | |PARTNERS| XXXXX

——
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An Integrated Channel Infrastructure

BRANCH
Full Service
Supermarket
Mobile Bankers

CALL CENTER
Inbound
Outbound

SELF SERVICE
ATM
Kiosk
IVR VRU

ELECTRONIC
Web
Wireless

"TowerGroup estimates that the
transaction sets supported by call
center agents and branch sales staff
overlap by 80% ..."

D

DEPOSITS

LOANS | PARTNERS

PARTNERS

Information

Integration

Multi-Channel Solutions |

CHARACTERISTICS

Consistent look & feel across channels
anytime, anywhere, anyway

Common views of customer information
Reuse of functions, processes & technology

Ability to respond quickly to market conditions

REQUIRES

An end-to-end, cross-silo solution that
leverages current core competencies

An infrastructure that is open, flexible, and
secure

Tools & platforms that permit reuse, support
standards, and provide quick development

Preservation & leverage of existing customer
investments

© 2008 IBM Corporation
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IBM’s Front Office Approach

BRANCH | CALL CENTER | SELF SERVICE | ELECTRONIC

Full Service Inbound ATM Web
Supermarket Outbound Kiosk Wireless
Mobile Bankers IVR VRU

Better Rich and Thin

Build or buy business logic components

shared across all channels ... reuse

DEPOSITS|| LOANS | PARTNERY PARTNERS

Information as a common service
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What we mean by “Solution for Channel Infrastructure”

= Considerations for building channel applications
v Client platforms (Thin / Rich / Fat / Phone / e-Mail / Mobile / ATM / ...)

v Unified desktops for Sales and Service applications — Designed around the user /
role

v Efficient Teller applications

v Specialized development tooling

v ISV applications

v Support for printing, scanning and financial devices
v At-the-glass integration strategy

v" Security and Single Sign On (SSO)

v Role-based capabilities

v Operations with low bandwidth or unreliable networks
v Channel Application Architecture

v Server Platforms (p-series vs. z-series)

v Business Process Management

v EAIl and SOA Infrastructure

v Access to Core Systems

v"Common Enterprise Data (Customers, Account opening, Product data...)
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Selecting a Channel Infrastructure Solution

What set of client platforms will be supported?

= Internal Users
v Client platform

Do | need
more than
one?

* Browser based (e.g. WebSphere Portal)

* Rich (e.g. Lotus Expeditor)

* Legacy (VB, Java Swing, 3270)
v"Workstation OS

* Windows
e Linux
v Virtualization

= External Users
» Internet

» Phone
> Mobile
> ATM

13 Multi-Channel Solutions |

© 2008 IBM Corporation



IBM Software Group

Building an Effective Multi-Channel Infrastructure

How will the desktop be optimized?

= Unified desktop applications
v" At the glass integration strategy '

Visual Basic
Java Swing / SWT >
HTML
Web 2.0
» Portlets
v"How will legacy desktop applications be integrated to...

J

» Reducing the time spent switching between applications

* Minimize duplicate data entry

* Provide as seamless of a user experience as possible

* Provide smooth transition as new applications are rolled out

v'Provide for Single Sign-on and role-based authorizations and user
experience
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Tivoli Configuration Manager &
Monitoring
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The Information FrameWork (IFW)

A framework of related business models, describing different aspects of the
analysis and design required to support a financial institution

L . _
! IFW FOUNDATION MODELS ! IFW FOUNDATION MODELS:

[ FSDM ][ FSFM ][ FSWM

il ! IFW PROCESS MODELS:

SCOPING AND DEFINITION OF BUSINESS TERMS

e ;
! IFW DATAMODELS | | IFW PROCESS & INTEGRATION DETAILED ANALYSIS OF BUSINESS PROCESSES
! P MODELS !
Lo ! % IFW INTEGRATION MODELS:
! BDWM P PROCESS MODELS !
S NS T J ANALYSIS AND DESIGN OF REUSABLE SERVICES
N ) 1 I { 3\ .
i BSTs b FS-BOM A
A e N Soosaasan ==
wcCC ! FS-IDM A1

p
! !
! ; ! L 1 Organisation Unit Classification Business Function
— —_— .
| i : \ T /
1 |

Agreed Project Profile

Application System
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Using the IFW Banking Models across a typical Financial
Services application landscape

Achieve consistent data models across
products, channels and external
business partners

Achieve streamlined, consistent
business processes across products
and channels

Improve business processes internally
and across external business partners

Achieve straight-through end to end
processing

Facilitate consistent provision of
products through multiple channels

Define workflows and processes
independent of line of business, product,
channel, organization structure and
technology

Multi-Channel Solutions |

Process
Models

-‘. ”
e

Channel Access
Points

Voice / IVR
ATM

Kiosk

Internet Banking
Mobile
E-mail
Branch

Contact Center

3rd Party

Access
Integration
Services

External Business|Process Sgrvices
Business Service Regulatory
Pa1ners Providers MarketplaHe odies
' v '

Channel Enterprise Enterprise
Applications Integration Integration
Services Applications

Business

Process

Management

Business

Operations

Business

> Intelligence

Enterprise'Data Management Services
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WebSphere Multi-channel Branch Transformation ToolKkit:
A Multi-Channel Framework for Reusing Business
Components

BRANCH | CALL CENTER | SELF SERVICE | ELECTRONIC , :
Full Service Inbound ATM Web Provides a proven pattern for front office

Supermarket Outbound Kiosk Wireless application development
Mobile Bankers IVR VRU

- Introduces a well-defined, repeatable end-to-

end structure and nomenclature
User Interface

Integrates with open source and standards-
ices based programming models (J2EE, Eclipse,
BPEL, Struts/JSF, Web Services)

Business Components
s " Provides a graphical workbench and visual
Business Process development tools for building multi-tiered
\ | | process-oriented front office applications

Siigrgriss Ser/loss B Establishes a productive environment with

: : pre-selection of programmatic settings to
m m m m enable quick, reliable, and consistent creation
of new applications
DEPOSITS p q P S ..
ARTNERY PARTNER Addresses customers’ needs for an efficient,

flexible programming model that reduces the
needs for a highly technical programming staff

Information Integration
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BTT Information Technology Benefits

Information Technology Benefits

= A proven pattern for front office application development with a well-defined,
repeatable end-to-end structure and nomenclature

= A graphical workbench and visual development tools for building multi-tiered
process-oriented front office applications

» Integrates with open source and standards-based programming models (J2EE,
Eclipse, BPEL, Struts, Web Services) and innovative WebSphere component-
based technology

» Provides access to and integrates with existing business function

» Protects investment in infrastructure by enabling extension of existing
transactional systems to branches

» Addresses customers’ needs for an efficient, flexible programming model that
reduces the needs for a highly technical programming staff

» Integrates closely with SOA solution
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A Major European Bank: Benefits of BTT

= All of The Bank’s Channel Applications are Built on BTT

» Home Banking
» Teller

» ATM

» Contact Center

Consistent and Seamless User Experience Across Multiple Countries with Separate Core
Systems

Simple, Agile and Predictable Development Process Led to
» Outstanding Performance of the Bank in Retail Channels

» High Confidence that IT can Complete Projects On Schedule

Standardization led to Proven and Stable Runtime Environment
» Less Risk when Deploying New Releases to Production

Ability to “Get a Mainframe Programmer Productive in 4 weeks”
» High Level of Flexibility in Obtaining and Allocating Development Resources

Ability to Consistently Leverage Investment in Channel Applications over Multiple Channels
» Faster Return on Development Investments

With a Smooth Migration Process for each Release of BTT
» Existing Systems Developed over Hundreds of Man Years Can Benefit from New BTT Features

» Ability to Maintain a Single Technically Current Development Framework Over Long Periods of Time.
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A Major European Bank: A Simple and Efficient
Multichannel Architecture Across Countries

Voice/lVR ( User \ 4 \ GL & ERP
; Home Banking
Experience
Pervasive P Debt
Devices Management
- @ Authentication Customer Sales Risk
Email / ®| & Access & Service Management
»n| SMS o %)
: =il :
[0} S =
° 8 Fax/Mail (‘/D) Dialog T P(o_duct Management
24 %) | Management .2 Servicing and Customer
— 7] o =t Transactions Analvtics
) 3 at™m <::—'\ = o
o o = (< ) }
b < | o Content — . . Retail Banking
) - o Delivery [} Financial
O Kiosk c £ | information and
c = S B Corporate
= » = Advice Banking
& Web S| Community O
e
< Campaigns &
Contact Collaborati Offers Product
Center ollaboration Management
Workplace
Branch Services Cash & Counter MI & Reporting
Mobile K /

Availability Security Optimization Provisioning
-Monitoring - Identity Mgmt - Access services

- Remote Control — Privacy Services — Directory Services -~ Config & Distribution
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Wing Lung Bank: A Multichannel Success

. The Challenge

Lower operating costs as net interest margins squeezed due to greater
competition

Increase non interest income thru cross selling on Internet and Branch
Change in function for the branch — more of retailing function
" The Solution

Replaced 300+ terminals for 34+ branches — fully integrated system on
Java technology for its Callcentre, Internet and Branch.

Common foundation for all retail customer services channels —increase
cross selling and customer satisfaction
" Key Business Benefits
10 — 20% (savings) in Costs.
Quantum leap in terms of functionality Branch staff now have through a
consistent and friendly interface

Less interruptions on customer services across Callcentre, Internet and
Branch

Shorten time to market on new Products

put in place aretailed banking platform that
streamlines internal processes and gives
staff a complete picture of their customers
which is key to x selling and increasing

customer satisfaction”
- - Hong Kong 7April
Quote from Exec Director/GM Mr C S
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ANZ: Branch Banking in Australia and New Zealand

»~ Savings from web-based teller 2007, ANZ is currently in a project to rollout the branch
» Projected savings of 30% for additional development in other solution to New Zealand.
channels
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A Major Hong Kong Bank: A Complete Solution
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Proven

High Performance

Resilient &
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Based on BTT Framework

Secure
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A Major Hong Kong Bank: A Multichannel Solution

@ Core Application
Teller™ Teller Clients Teller Channel
Devices Application - }
Services Mainframe Environment
Supervisor/ ' ] Core Application Support Services
Internet Channel Retail
o Other Application Banking
- H.a i
Aflached Branch Clients Services Domain
Services
(With/without) ":'I*‘tt';b“ted
Branch atform)
Admin
Workstation Mobile Channel
Application
Services .
Branch Support Services Qther '
licati siSystems
BTT Environment Applications Sftm*.

Domain Application Support Services Sisinbuted Environment _

Clients
of " - .
! - ) . Teller Application Domain Database
| Other Channels Ngzﬁn?igg:g Domain Database Services for
------ — Services other Applications
internet Support Services icati
Infrastructure D‘;ﬁg:g‘at";“t Administration
Services pm Services
and Testing
. . System Management Monitorin
: Security Services ¥ Senficeg Sewicesg
Clients
i of
Other Channels Mzz:u?rﬁ';;t Enterprise User Repository
g Business Intelligence Services
Wobile Banking Services

__Support Services

Domain Infrastructure Support Services
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A Major Hong Kong Bank:

Thin Client Architecture

Built on BTT Framework

Supports 300 branches and

6000 concurrent users

95% of transactions

iInvolving mainframe access

take less than 3 seconds

Most BTT Customers
Implement Teller on a Rich
Client Platform (Lotus
Expeditor)

Multi-Channel Solutions |

Thin Client Teller

Typical Branch Teller Workstation

JAVA Script
Field Level

Client Logic

’Internet Explorer/FireFox Browser

-TC/SC Chinese J/IXFS Drivers
-Physical Device Drivers i

for Peripheral ices ibi

-Printer Driver

Locally
Attached
Printer
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BTT Focus

ific
nel
ications

Configuration

Enterprise Integration

External Information External Process
Gateways Gateways

integration Analytics
Insurance ERP Systems M entatio —
Investments Enterprise + Campaigns w
SCTVILES * Reporting
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BTT 5.2 Runtime Architecture

SNA JCA
Connectivity

Channel

Reusable
Capability

Business Logic

Shared CHA
Context to simplify

. programming model
Multi-Channel Solutions |
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Channel applications consist of Client Presentation

| 1
|
Iy
“l
L

& Logic, Server Side Logic, and Back End Internal and Business
Int ti Partner Systems
niegration Java Client — T
S Shared Business —
m [ ] Operations
.§= | I Business Operations /
& 4/ =, '
% & -
0 D o —

Server-Side View

Micro-flows: Access control,
Context, Journal, Connectors, Channel
specific components etc.

Presentation Operation Services

J2EE
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Flow and Control are key aspects of all three layers of a Channel

Application.

BTT
Rich Client

]

IMS Connect /
CICS Transaction
Gateway
WebSphere
Process
WebSpher
e Broker
\ 4.

Server

Java Client Technology

— [ wacan

WebSphere
Business Services

Handlers [

WebSphere —

TN T s 1 AWAMLWID WU I W

Context, Journal, Con%g[)og%,h%pgnnel

specific componenig,glfeation Server Rich business objects: EjB

J2EE
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Flow and Control: Product Positioning of IBM Products and Assets

* = Recommended SWG Product
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Client requirements for:

= Better (faster and consistent)
response time on the Web
based Ul

= "Richer" Ul than available in a
Browser

= Ability to integrate existing
"Client based" applications into
their web applications

= Local business process

execution (enabling mobility if
needed)

Multi-Channel Solutions |

Gartner

“...Growing trend back from browser-
based thin clients to something in the
middle — richer, smart clients...”

“48% of 2005 enterprise desktops
deployed will be rich clients...”

B DHTML

5% M 2nd Generation Desktop
Rich Client

O 1=t generation client/server
O Browser Rich Client

18%

6%
46%

2002

Source:
Giga: Return to the Rich Clients 2005
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Style 1: Self-built BTT-based Implementation

= Used by banks that either:
» Need a low-cost entry point and simplified programming model
OR

» Want to build a proprietary system for competitive advantage but do not wish to
start from scratch.

= Suitable for either:

» Enterprises with limited technical skills and do not wish to differentiate
themselves in terms of multi-channel banking application design and capabilities

OR

» Enterprises with extensive technical skills but need a framework to accelerate

development and help insure a standardized development approach across
channels and products.

HSBC <
o e
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Style 2: ISV Partner Lead Development

Used by Banks that want a low-cost ISV solution
Minimal development is required — just customization of vendor solution

BTT provides a solid base on which the ISV can build a solution with
minimal investment in development and ongoing support

International Integrated System, Inc. (11SI)

» 1ISI has a family of products called “iBranch” that integrates with BTT
» 1ISI sold “iBranch” to banks in Taiwan and ASEAN like United Overseas Bank.

J B R 7

i - UNITED OVERSEAS BANK
IISIE’R&EE

U EPRBHREET

Mega International Commercial Bank
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Style 3: IBM-built Custom Implementation

= Used by banks that want a proprietary system for competitive
advantage but do not have extensive development skills
available to dedicate to the project

= |BM Service teams build a multichannel solution based upon
BTT

= Once the system is built the customer can take over
maintenance and incremental enhancements to the system

= Provides a solid technology base and helps insure a consistent
approach across channels and products

= Infuses IBM technical skills into the enterprise.
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BTT Customer Base

Over 50 BTT customers in EMEA, AP and Latin America

wwowlineadirecta.com

#&'. com

WING LUNG BANK LTD oi |

dBlfmqaal:gpolare TAIPEIB/NG
De Vaderlandsche % 7% B AT
ING S GROUP
@l Sontander central Hi
antander Central 'spano s nk I:I:l I ﬁ ﬁ ﬁ
INDUSTRIAL AND COMMERCLAL BANK OF CHINA
[ -
. [ |
CAJALSAN FERNANDO N e
-

1
FORTI
) Banco Urquijo [

Solid partners, flexible solutions
Grupo KBL

EDULINX
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HYNESTIVELT-
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Backup / Reference: Flow and Control Concepts

= Channel Interaction Orchestration

>

Screenflow: A lightweight Web / rich client tier control mechanism (usually a finite-state-
machine) that guides the user from screen to screen. States and flows are encoded in
XML.

Channel Application Microflow: A lightweight Web / rich client tier control mechanism
that provides a structured way to organize channel application operations such as screen
flows, logging, reusable channel specific logic, invocation of business processes, and
invoking back-end services. Tooling is specific to and integrated with the channel
application platform. Flows are visually designed and encoded in XML.

= Business Process Automation

>

Macroflow: Long-running process or process involving human tasks to be performed by
multiple people. Encoded in BPEL as a linear process or Business State Machines

= Enterprise Application Integration

>

>

Service Composition: The creation of a course-grained service from a number of finer-
grained services and simple flow logic. Usually created via SCA components.

Service Orchestration: Invocation of multiple services in the context of a microflow or
macroflow execution. A flow or state machine may be used as the control construct to
create a composite service from elemental services.

Routing and Transformation: Routing of a service request to a service provider at
runtime according to pre-determined rules and the transformation of the service name,
number and type of parameters, and data structures as needed so as to insulate service
consumers from service providers.

» Dynamic Service Selection: Determination of how to resolve a service binding at runtime.
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