CELENT

Innovation in electronic channels

Enrico Camerinelli
Senior Analyst

A member of the Oliver Wyman Group CONFIDENTIAL | www.oliverwyman.com



. Agenda

= Cash Management — Innovation Required

= Web 2.0 Is Reinventing The Online Banking Experience
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Banks are starting to recognize that their online banking
platforms are at a crossroads

» The Internet is in a state of perpetual transition
— New technology
— Shifting business models
— Customer demands and requirements forcing banks to refocus
their priorities

» Siloed business units, politics, and heavy compliance requirements

= Corporate and small business online banking platforms are mature
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Two distinct camps have taken their places in the market for cash
management solutions

Group Philosophy
Innovators » View cash management solutions as mature, but believe
there is room and opportunity for development and
iInnovation

» Invest in adding core and complementary features and
functionalities

= Believe in first-mover advantage and in promoting early
adoption of new services

= |Invest in marketing and promoting cash management
services

Laggards » View cash management solutions as mature, and believe
there is little opportunity for development and innovation.

» Focus on the maintenance of existing cash management
offerings and inject little to no funds in solution
development

= Do not invest in marketing or promoting cash
management services
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. It’s all about customer experience and relationship management

= Shift from documentary-based trading (LC) to OA (payments; cash forecasting)

= Credit crisis pushes corporations to focus on payments and cash

» Cash management Trade finance
Stickiness Short-term funding= low risk
Relationship management Based on transactions (movements of goods)

: ]

Transaction banking= stable revenue source for banks

: !

Relationship= #1 reason for a corporation to buy TB products
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. Consumer sites are setting expectations
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http://www.flickr.com/
http://twitter.com/
http://www.linkedin.com/?trk=hb_logo
http://docs.google.com/a/celent.com/
http://www.kayak.com/
http://www.webware.com/8301-13546_109-9913408-29.html
http://www.webware.com/8301-13546_109-9913351-29.html
http://www.webware.com/8301-13546_109-9913278-29.html
http://del.icio.us/
http://www.urbanspoon.com/
http://www.digg.com/

. Dashboard

examples are popping up in the consumer space
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The Associated Press - all 217 related »
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Register - all 43 related »

International Space Updates, June 2003
DailyTech - all 405 related »
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Top Stories

Irag Blast Kills at Least 2 Americans

MNew York Times - all 667 related »

S&P/Case-Shiller Home Prices Fell 15 3% in April
(Update1)

Bloomberg - all 196 related »

South Africa’s Trade Union Calls for Isolation of Zimbabwe
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Voice of America - all 5117 related »
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Reuters - all 626 related »

Senate Majority Leader Bruno retiring
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In financial services, non-banks are setting the standard for
customer experience

Accelerated Rewards Ame...

3 minutes ago £22

0% MAY 2009 100% BUDGET OVER?
American Express —£120.78 A
Executive Business 3 minutes ago &2 Shopping %581 £1,490
Credit Card Payment %0 €250
v B Loans —$17,222.01 ;.
’ GGroceries H172 £250
Student Loan %0 £229
Toyota —£12,300.45 s
My Prius Loan 3 minutes ago £22 Restaurants £150 %281
Entertainment 5125 $100
Sallie Mae —$4,921.56 .
Student Loan 3 minutes ago £52 Gas & Fuel &75 %23
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!a demo821571522@mint.com Your Profile Your Accounts Get Help Log Cut
oy . -
b ml nt Lom Overview Transactions Trends Investments Ways to Save
YOUR ACCOUNTS %o Edit YOUR ALERTS ® change your alerts [ Setup mobile delivery
— | -
v ke ! cash $4,997.18 . ! In the past 30 days, you spent $737.00 on Food & Dining. Usually you spend $483, MAY 19
' This month, vou spent $431.00 on Restaurants. This exceeds your budget of $150 by $281. MAY 19
Wells Fargo $4,546.19 . ' This month, you spent $98.00 on Gas & Fuel, This exceeds your budget of $75 by $23. MAY 19
Wells Fargo Preferred R... 3 minutes ago  £52
I' This month, you spent $225.89 on Entertainment, This exceeds your budget of $125 by $100. MAY 19
Citibank Bank £450.99
Citibank EZ Chedking 3 minutes ago 44 ! Citibank Bank - Citibank EZ Checking charged you Bank Fee of $15.00. MAY 19
Showing 5 of 7 alerts. Show All Alerts
- u Credit Cards —$466.01 .
YOUR BUDGET
Bank of America —$345.23 . May




. lllustration of Web 2.0 Landscape

Web 2.0 Meme Map

“An attitude, not
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Waiting to see a live example of a next-generation customized
dashboard

= Current “dashboards” are rather landing page

= A true dashboard provides:
— Business intelligence
— Customized key elements and information
— Allows users to initiate tasks directly from the landing page

— Graphical representations of relevant data (e.g., balances of
different accounts).

» Rich Internet Applications (RIAs) at the dashboard
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. Web 2.0 RIAs extend beyond the dashboard

» Information Reporting
— Formatting options
— Deep dive into data
— Interactivity (performing calculations within a report)

= Entitlements and Administration

= Payments
— Popup panels
— Accordions
— Intelligent forms with auto-complete
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Mobile Banking Blackberry Access Examples

Payment Authorization Selection Transaction Detail Drill-Down

Wallstreet Suite - Trans... & & 1xev _aid

Trading | Treasury Monitor | Forecasting Payment Factory | Banki *
Link Search | Secu ation Maintenance | | User Information | A

Wallstreet Suite - Cash... T4 I 1xev _ul

Z--j:% WALLSTREET

Transaction Authorization -- Payment

4 Selection Criteria
Refresh |

Trading | Treasury Manito: | Forecasting Payment Factory | Banki
Link Search | Securit figuraton Mantenance | | Use O a T | A

Cash Record Details

Cash Record Information
Customer Ref. ID 2159 Transaction Date

Number of Payments: 14 (16 components) of 16
Customer - =
Reference

Transaction Amount -100,000.00 Value Date
Entity Counterparty car

o
2154 CORP-FR BNP Paribas Paris

Comments Cash Record Status
Entity CORP-FR Counterparty BARCGELD
Bank EBMPAFRPA Bank EARCGELD
Related Cash Records

2155 CORP-FR BNP Paribas Paris
G-, T, Fahas Fa Cust. Ref. ID Entity P/RCounterparty Amount/Curt
CORP-FR Barciays Bank Lonoon 58 CORP-FR P BARCCELD -100,000.00 €
CORP-FR Barclays Bank London
CORP-FR ENP Paribas Paris

CORP-FR EBNP Paribas Paris

. Recard Detailed Infommation
RNP Parihas Paric Customer Ref. ID 2153 Transaction 7

Loading...

Cursor...

Source: Wallstreet Systems
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During the next two years, banks on the Web 2.0 adoption journey
will face numerous hurdles

» Hurdles
— Difficulty deciding on an AJAX framework
— Security concerns
— Tight IT budgets
— Delayed releases from software vendors

= |t will take a good 12-18 months before we begin to see cutting-edge
business banking sites complete with Web 2.0 elements
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. Banks may look at these types of enhancements with skepticism

= The impact on the bottom line is difficult if not impossible to measure

» Banks need to consider whether they want to:
— Lead the market or follow the competition

— Anticipate customer requirements or be pressured into meeting
them

— Grow and nurture customer relationships or wait for other banks to
step In

= Consider it more of a marketing initiative vs. sales tool
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. Customization Vs. Personalization

Personalization Customization

Standardized at the company level Customized at the user level
(for all users)

Bank sets the order and/or titles of User sets the order and/or titles of

menus and pages menus and pages
Company decides what elements User decides what elements appear on
appear on the landing page the landing page and can control the

order/position and level of detail

Frequently used features are bank-  Frequently used features are user-

determined (if at all) determined and can be assigned a
location on the dashboard

No task automation (e.g., bank User can automate tasks (e.g., run a

provides a list of static reports to report at a certain time and set delivery

choose from) options)

Users can choose from a list of Users can choose from a list of preset

preset standardized alerts alerts and can also custom configure

their own alerts
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