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What it means to deliver a
data-centric customer experience

“A critical component of continuous customer “Smart data will take
experience includes evaluating where Al priority over big data...
resources can extend or support your customer- for too long, the

facing associates, like chat bots, virtual customer industry relied on sheer
assistants, or real-time analytics at key points in quantity

the customer journey.” of data with no quality

metrics for making key
audience assumptions.”

CE TS




Data management complexity is the great challenge

68% 37% 58% 39%

of data barriers in data quality manage

is not connecting s #1 data as a

analyzed data problem business
asset

sources




Common reality:
Tool-oriented,unnecessarily complex, and costly

teradata.



IBM Cloud Pak for
Data Is designed for a
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Treat your customers like celebrities
with ustomers nsights & nalytics



The right blend of
ysical and

igital
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“...High Touch must begin
to inform High Tech...”




Expectations and marketplace
realities are rapidly changing
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Customers want and increasingly
expect to be treated like celebrities
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How to make

customers

feel like
-




Life events are a
source of
opportunity if they
can be predicted



Bringing Customer info together
with Customer 360°

Customer Transactional
Demographics Behavior

Product Customer
Behavior & Loyalty &
Offering Segmentation
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ustomer nsights & nalytics

Know Your Customers

Real-Time Financial & Life events
Monitor Branch Performance
Dynamic Segmentation

Targeted Marketing



Drive exceptional customet
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Customer Layer v

Customer Insights & Analytics

Product Portfolio Transactions

: 11 Mar, 2021

a Portfolio

I balance,
VICTORIA IVANOVA IVANOVA Aotal Bafance, BGH
Age: 36 years
Date of birth: 1 Apr, 1984

< Q

Jo

Radostina Valentinova Ivanova RVI

Branch: 401

Communications

Credit status

Total credit portfolio, BGN

Mortgage loan Non-performing Bk

Current address: Credit card 0
Dobrich, 5 Paisii Hilendarski Str., fl. 2, ap. 21
Customer since: 13 Sep, 2007
Last contact: 26 Nov, 2020
Last deal: 5 Jun, 2020 Current account 704 4 899 External exposures, BGN €0 000 ne
r 8 X
31 Mar, 2020

% @ Deposit 245

Balance dynamics - last 2 weeks

Mortgage loan 39 463

Customer events

Segment Premium
Customer 41403126 Balance deviation, BGN Credit and Debit turnover, BGN
number
High priority event 1
ESNE AR _
Marital status Married
Children 2 S 1
Employer HOBO CTBbKNO
] ==
Position Ap.cnyx.s cd. Ha npouzs.
2
~ Customer to Bank Y

~ Resident Customer

" Loyalty program Balance dynamics

Events details

©)




Drive Personalization

IBS D v Customer Portfolio v

Customer Insights & Analytics

Customer list

Last loaded date: 10 1oun 2020

High priority event

First loan installment

Informative event Low priority event

Personal ID card expiration

Entered application in other expert
(SO, HL, FL)
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Elizabet Damyanova Atanasova EDA

3 Branch: 11
-
N Last loaded date:31 May 2020
Targets & Performance
@ . 4
New Business Portfolio
o I I T ) m vs Target T T T KPLvs Taruet
.. D Volume New Attracted funds (euro) 150 000 48 000 312% Net portfolio growth ML+CL (euro) 9800 36 000 27%
’ m@ Disbursed Volume ML + CL in Euro 64 000 67 000 96% _.—._l_-—""'_ Total Attracted funds (euro) 75044 77 000 97% ::~
Total number Premium + Premium Extra Program 6 4 150% —.——.—.—: Monthly dynamics Portfolio
. Life insurances (number) 8 3 267% =|:
B
Acitvated Credit cards Premium (number) 6 7 86% r—v—v—v—l—\

e Monthly dynamics New Business
Targets and Performance pipeline

Entered Applications, Number New products, Number

oo 20
ECL

EMmL

mov 15 —

HCC

B New PrExtra

M New Premium
B Transf Pr Extra
B Transf Premium

> +@ Entered Applications, Volume Granted Loans, Volume




Boost Targets

|BS >~ Summary Portfolioc v

Customer Insights & Analytics

Summary Portfolio

Last loaded date:10 Jun, 2020

Total customers

25 1

| Last period: 16

Total attracted funds, ]

43 979 |

22 000

Germina Todorova Shopska GTJ
Branch: m

IS

Active loans

15 7

Last period:11

S ~ & N
Total credit portfolio, Euro |
T S

st period: 190 000

TOP 10 customers

Share of NPL
Last period: 18%

Total volume of prepayments, Euro
i

35511 7 |

Last period:13 000 ‘
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Polarize Segments

SEGMENTATION NS VACTIONS
AND REPORTS PROPENSITY - wy SEGMENTS Iy
« Mortgage near payoff = Assign Relationship Manager
« Predicted retirement = Offer mortgage options
« Predicted move = Education campaign on move and
: « Mass affluent income investment services
g m ": I = Millennials = Offer new investor webcast
) » = Good credit score; no cards = foerG_oldLeveldgitalbarldngapp
- Household income > $150K via social media
- [)Edil'lngmlltm:ﬁviy - Campaignforhigh lifetime value
= Lowincome student
- Predicted graduation = Offer more mobile products
Primarily demographic - Predicted new job = Offer career builder account
Static, less actionable = Card only account

Stuck in a moment



Offerings




THINK SMART!



THANK YOU!




