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The foundations of BES trace

to the XIX Century

After the creation of the BESCL is Espirito Santo BES makes 3
name Banco Espirito Santo nationalised within Group regains TR e

in 1920 the Bank merged the Nationalisation contral of BESCL tsiu:[;;\;ﬂsbﬁﬁam

with Banco Comercial de program in Portugal during Re- (Portugal's life

inSurance markel

Lisboa creating BESCL after 1374 privatisation
i Revaolution process leader)
[/// _\/— _\// ﬁ 2011
L 15?5 - .
Today
1973 /1 1999 2005 2009
A A Y
Creation of ] — — T Largest
BESCL opens CRPERD (R BESCL integration || BES makesa Portuguese
Caza de the first branch Group sebarns o name s of BIC into EUR 1.2 bn Listed Bank in
Cambio in Angola in R abandoned BES rights issue ::::“:_::
: partnership establishing BIC and BES to continue i
specialised in (Banco share
with Ferst NAMe IS ofgamnic domestically
national and National City Intern ..'I-CJ'OH'JJ de definitively prowth and and pursuing 3
mternational Bank of New Cr*dm_? = adopted strengthen focused
securities York BRESDArMT the capital international
Credit Agricols) and ratios EXPANSION
trading ESSI
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Today, BES is the largest private

Largest private
financial institution in
Portugal by market
cap (net assets of EUR
105 bn in 2010)

Leadership in
efficiency in Portugal
among listed banks:
Cost-to-income of
48,6% in 2010
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Bank in Portugal

Average 21% market
share in the
Portuguese banking
market (#1 or #2 in
most product and
client segments)

Strong diversification
of revenue sources:
Top position in
strategic business
areas in the domestic
market and a focused
international
expansion

Founded in 1869, with
a unique story of
organic growth and a
very strong franchise

Most innovative bank,
at the forefront of
leveraging technology
to create business
value
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BPM matu I‘iw |€V€| 5 excellence

BPMis implemented
enterprise-wide.
A continuous review &
improvement process is
implemented to exchange
ssons-learned &
required changes

BES is here

BPMisin ip’ cment?
[People assigned.
Lommupication to_
relevant people done.

3 defined Training done. etc |

BPM is defined.

Implementation is yet

2 awa reness missing or ongoing.

Awareness of BPM
exists in the organization,

(Planning) activities have
started for the definition
of the subject.

No structured BPM
activities in the area of
responsibility of the

stakeholder. © 2008 IDS SCHEER
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BPM history channel

[ Workflow’s by Safira

Mortgage
Servicing

National National Trade | Foreign Trade
Trade Finance Finance Finance
(BES) (BIC, BAC) (BAC, SFE)

Foreign Trade
Finance
(BES)

Mortgage Mortgage
(BIC, BAC, BEST)

M 2001 2002 2003 2004 2005 2006 /

Staffware
Lotus Notes

IBM Websphere MQ Workflow

BES Digital — A case study for BPM, SOA & BRMS | Prepared for IBM | 5



at the IT teams

°Long development & deployment
models

*High maintenance costs
eLittle re-utilization
eDiscontinued platforms

at the Business
*Pressure to automate other processes
eAggressive time-to-market goals

eApplication-mindset, instead of Front-
2-Back-Process-Mindset
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new goals

Increase operational efficiency
Reduce operational risk

Improve time to market

Improve service levels

Create a new unified BPM solution to support BES process
Provide consistent business information

Automate, integrate and coordinate end-to-end process
Optimize the systems usage in the business process

Maximize Business and IT capabilities, Improve operational efficiency, Improve Service Visibility -
KPIs/ SLAs to the internal and external clients, Improve Agility, Holistic approach to the process,
Integrated architecture and SOA oriented, Extend value to the actual technical applications and
business solutions
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BES Digital program

Launch of the é
Acquisition of the 1st “BES Digital” Progr
workflow platform
(Lotus Notes) 15t Phase: Reform of
the BPM platforms
(LOMBARDI)

) 1999 2001 2007 2009

1997 A L) ) ) '\
I | |‘—V 4 . 4 4 |—\

Acquisition of the 1st

Doc Management AT:qUiSitioT fff i ond Phase:
: eForms platform '

platform (Arcis) N Reform of the ECM
2 workflow platform platforms

(IBM MQ Workflow)
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BES Digital key components
 Document Capture and

Digitalization, performed on the

SOA
branches and central services, with
Digitalization 1 H
[ o e ] [ ECM ] [ BPM ] or without data recognition.
e Digital Document Archive,
Electroni Enterprise . .
[ Forms ] [ Search ] supporting all business processes.

5K e Unified Process Management

(BPM), of the full document lifecycle.

* Form and Contract management
platform for dematerializing and
automating it’s production.

Business Applications / Processes

e Enterprise Search integrating all
different document types and
repositories.
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WLE architectural view

-
Finance
& Ops
e .
£ 5 —
| Invoice il Executive
I ’ Reconciliation Manageme
vTeams &
S “An
Customer @ A t
Service - cco_uh i
A Administration

BPM
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Digital BES architectural view

-

ﬂ DGP

" DEO il _
" DO y
< > EEE - Business
F -~ Branches
» Credit pool e

Process

Business services
and components

Applications
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process approach

Major process phases were typified and it was defined the
strategy of implementation and reutilization across processes
*Created a comprehensive and holistic view upon existing processes,
spotlighting their broken parts

eGuaranteed reutilization in both technical and business perspectives (a
common language)

*Changed the mindset to start thinking processes and not applications

Decision Process
Circuit Control

Formalization

Quote Origination

| Business Base Services

. Technical Base Services

| Infra-structure
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from app to process o=

| Actual application

15t Lombardi quick win @ BES

i (Apr 2007, 3 months!)
S Quotes Origination Decision Circuit Process Formalization
Loans Control
Credit Cards Origination Decision Circuit Frocess Formalization
Control
‘ S . J 8
e -
Corporate Origination Decision Circuit Process Formalization
Credit ° Control
Claims Origination Decision Circuit s
Control
Mortgage ' Quotes Origination Decision Circuit F(;‘rgr:t?zr Formalization

Base Services and Infra-structure
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large processes
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nested BPD
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- - complex coaches

f Proposta
Proposta Refergncia Workfiow  001910000002358 - 002 BalcZo Crigem BO465  Data 29-10-2010 08:55
Referénda Workfiow 001910000002358 - 002 _ Nome MARIA LURDES GASPAR AREIAS MARTINS Conta DO 262049210001
Mome MARIA LURDES GASPAR Al “"°7%" g, actual CLASSIC FIDELTZADOS Seq. Dedlarativ Classic Fidelizados
LA b
SLaisi Seq, Actual CLASSIC FIDELIZADOS Estrutura Oper, BO262 Estrutura Com. B0262 Tipo Carteira
Estrutura Cper. BO262 Empréstimos | g5 Dados Adidonais | Rentabil
Avaliacio
Dados Princpais ra Bens| Monitor de |
Estados
Spread Y%
Moniter de Bem Regime Finalidade  Montante  Adiantamento Préstaco  Prest, Stress Tx/Tdi % Ajust,  Mim, Proposto TAM
E=tados
Estados " Fraccio Auténoma @ Geral Aquisigsa 5.000,00 35,37 40,78 1,420 2,800 2,050 3,000 4420
Total 5.000,00 35,37 40,78
£ Fraccao Autdnoma 7 prédio Urbano 7 Terren
Regimes I Geral ;I Finalidade | Aquisicio LI
Dictrito | DISTRITO DE AVEIRD Montante 5.000,00| ELUR Prazo Total 200 meses
i AY ey -0 L
2 Prazo Caréncia il meses Prazo Amortizacdo 200 meses
Freguesia AGADE o =
g | AGADAQ Prazo Utiizacio B | meses Peripdicidade Cobranca m
Morada Rua do Campo Pegueno Tipo Prestacdo IConstante vi Dia Pagamento z
Cddigo Postal 3750 - looo Locali Tipo de Taxa Ilndexada vI Indexante |Euribor | | 12meses :_I
Descrito na
da Freguesia de
Fracc3o Propriedade H Spread Gretha 2,800%  spread Ajustado 2,800%  sprezd Minimo 2,050%  Spread Proposto (3,000 | %
_— X TaM 4,420% TAE 10,061% TAER 10,061%
Artigo Matricial
. . ‘alor Prestagdo of
Confrontacies Norta Yalor Prestacio 3537 e T um 40,78
Este T [T valor Residual
- I Harménia
Yalor de Aquisicio .00, o0 ELR
: e #5:00.00 [ Intervalo
Adicionar | L Remaover I cap
Custos/Comissdes... Adiantamento...
Gravar Alterar Remover
Gravar Recaloular | Plano de Encargos | Submeter Cancelar | | Sair
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complex coaches

Tipo Tipo Contrato Frofizedo
1% proponente EFECTIVG MEDICO, CIRURGIAD E ESPECIALISTA DE NUTRICAD
Proponenie EFECTIVO REFORMADOS
Avalista EFECTIVG DIRECTOR, DIRIGENTE, GERENMTE E QUTRO
« Garantias
Garantia Descricdn Avaliacio Estimada Avaliacdo Real
Hipoteca Habitaco Hipoteca de Hahitacdo 100, 000,00
Hipoteca Garagem Autdnoma Hipoteca de Garagem 25,000,000
Hipoteca Arrecadacdo Autonoma Hipoteca de Arrecadacdo 25.000,00
Livranca Livranca 0,00
+ Recursos e Aplicacdes
Proponentes
Recursos. (Saldo Pontual) Montante
Diepositos 5 Prazo 305,46
Fundos 0,00
Banca Sequros 29.881,47
Qutra Dezintermediacdo 0,00
w Sequros
Vida
Tipo Intervenientes Estado Civil Obrigatorios  Opcao Sequro Estado Proteccio Credito
12 proponente  MARIMA GLORIA TRAVASSOS CASADO S5IM ISENCJE.G 1-e]
Proponente EUSEBIO TAVARES MUHOMNGO CASADO SIM ISENC.&G - NEC
Avalista GEORGETE MATOS BOUCHERON CASADO NAC MEC
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measuring KPI

Inicio

Resultado
Simulagdo

Start
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| Tratar
| Avaliacio |
Imdvel

s TratarSequro | -
Vida

-
o]

End e Start & End
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KPI for service levels

Gestdo
Dperacional
Tipo de Pesquisa  Miveis de Servico por Estado »
Niveisde  Estrutura Entre Datas e o Sample Data
Servico
Segmento - Escolha - - Canal Angariador  — Escolha —
Regime —Escolha - - Mome Gestaor
Consultar Limpar

Estrutura 31000 | 360 Fidelizados

I Dentro do Objective 125 Mo Limite do Objective 80 I Cbiectivo Ulirapassado 120 Total 325

I a0 I

Dentro do Objectivo Mo Limite do Objectiva Objectivo Ultrapassado

Propostas
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KPI for service levels

Gestio @ Niveis de Servigo

Operadonal
Tipo de Pesguisa Miveis de Servico por Fase -
Nl"u'ei; de Estrutura _I Entre Datas e Sample Data
Servie Segmentao - Escolha -- - Canal Angariador -- Escolha - -
Regime —Escolha - - Mome Gestar

| Consultar I Limpar |

@ Nivel de Servigo por Fase
Estrutura 31000 | 360 Fidelizados

8 -

W 45 20 45

[m}

CL

o

& 0§ ct N G0
Criacdo Circuito Aceikacdo Avaliacdo Sequro Vida  Sequmo Casa Enguadramento Escritura Formalizacdo
Proposta Decisdn Cliente
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KPI for business intelligence

Tipo Crédito Habitacdo v| Sub Tipo : Gest3o Operacional _v__| Scoreboard : | Prop. Submetidas por Montante M) !
Estrutura Toda aHierarquia  Empresa -- Seleccionar -- v| S am pl e Dat a
Entre Datas l] € 3
Propostas Todas v|  Segmento -- Seleccionar --| | Regime -- Seleccionar -- |
Finalidade | -- Seleccionar -- v |

[J Canal Angariador

[ Protocolo GIC Cliente

[] Projecto Notérios

GIC Empreg.

Empreend.
Contratagdo | -- Seleccionar --

W

=Gestor DCH Todas | 2011

Consultar Limpar 125,000 —

100,000 —|

75,000 —

50,000 —

Milhares de €

25,000 —
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KPI for business intelligence

Tipo : Crédito Habitac3o w| subTpo: | Gestdo Operacional | scoreboard: |Prop. Submetidas por Montante [
Estrutura | Toda a Hierarquia Empresa -- Seleccionar -- \{ | S am pl e Dat a
Entre Datas 2] € 3
Propostas Todas 'v-| Segmento -- Seleccionar -- -v-| Regime -- Seleccionar -- 'v-]
Finalidade -- Seleccionar -- v |

[] Canal Angariador

[ Protocolo GIC Cliente GIC Empreg.
[ Projecto Notérios Empreend.
Contratacdo |--Seleccionar -4" I ; por Mont
s EE
=Gestor DCH Todas | 2011 | 05 Mostrar Propostas
Consultar | Limpar 12,500 —
10,000 —
W
= 7,500
v
bt
=
= 5,000 —
=
2,500 |
B | T T T T T T T e T T T T e
02 03 04 05 {111 09 10 11 12 13 14 16 17 18 19 20 23 24
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KPI for tech performance

Total de Chamadas vs Tempo de Execugao

Sample Data
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KPI for tech performance

Histograma Cumulativo

Sample Data
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multiple stakeholders

a case for Business Rules Management (BRM)

- N

| Routing rules based on
Mortgage the process’ properties

Personal [0 2] W
Credit j(Lea0ing

User profiling and Credit approval
authorization S e gt authority and
Deci
management : csion delegation

Resources Powers

Claims

Life Insurance
straight-through
approval

@ BES-VIDA

Credit scoring and
risk management

Risk Bid
Management
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Everybody was happy with the
BES Digital Program, as it was
delivering great workflows,
within a holistic BPM view and
new KPI culture.

...but it was simply not
fast enough!
By the end of 2008 the process

development pipeline was
around 250...
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typical process
distribution

Auxajdwon) ssadouy

N s ;IIIIII'.II.'I.I'IIIH-:-----

Individual Processes

. Highly complex processes (global enterprises)
- Somewhat complex processes common to (global + Mid-Market)

. Simple processes common to all sizes of businesses (global + MM + GB)

Source: Phil Gilbert’s keynote at the 8t International Conference on BPM on September 14t 2010

R
S ==
o
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3 process frameworks

Integrated Procedural Generic

Growing level of Integration
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3 process frameworks

integration

Integrated Procedural Generic

Automation engine
vertical services Reusable business services and components

Foundation services
SOA Layer

SAFIRA"® © All rights reserved

BES Digital — A case study for BPM, SOA & BRMS | Prepared for IBM | 31



3 process frameworks

ownership

Business/Organization
defines requirements

IT implements

~200 activities and up Organization

implements flows, rules,
coaches in WLE IDE

Complexity

IT implements specific

services, if required : :
Business configures

~50 to ~100 activities processes end to end

Integrated Procedural Generic

Growing level of Integration
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generics are done here
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procedural are done here
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3 process frameworks

deployment rates

1to 2 per year

6 already deployed

1 in the pipeline

10 per year

> 17 already deployed

30 per quarter

> 400 already deployed
1 day from inception to

deployment

Integrated Procedural Generic

Growing level of Integration
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adoption = success
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growth and convergence

# process instances, production environment

1.800.000
1.600.000
1.400.000
1.200.000
1.000.000
3800.000
600.000
400.000
200.000
0

2003 2004 2005 2006 2007 2008 2009 2010 2011
(E)

W Lotus Notes  mMQ Workflow  m Websphere Lombardi Edition
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key takeaways

Technology matters: choose mature BPM

e All-in-one collaborative
environment: GUI, Flow, Rules

e Extensible environment by
design

* No need to code
technical BPM features

e Faster time-2-market

e Faster adoption by
both technical and
business people

e Support for complex processes
e Simulation & optimization
capabilities

* Business Activity Monitoring * Lower t;).tal cost of
(BAM) ownership
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key takeaways

Architecture matters: Design for reuse

e SOA layer around apps

e Common business and e Standardization
technical component libraries

e Create process development

e Flexibility

e Industrialization

frameworks -
e Design holistic, front-2-back * Efficiency

processes e Faster time-2-market
e Externalize feudal decision * Lower costs

points - BRMS can help
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key takeaways

Strategy matters: synergize!
* Plug the holes in high value
business processes

e Use KPI information to
provide visibility and

* Quicker results

commitment  Scalable delivery
* Involve business users in e Sponsor buy-in

simple processes * Faster adoption
* Involve power users in semi- e Clear ROI

integrated processes
e Focus IT in fully integrated,
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