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america and europe are

over-banked

_ Jones Lang LaSalle; Global Retail Banking 2020
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trends & challenges

Customer
- Social Regulations
- Mobile - Solvency |l
- Cost-conscious | | - Basel Il
- Personalized - CRD IV
Strategy - ...more stress-tests

- Business Models
“PoS* (e.g., bank-in-a-shop)

New Competitors

: - TelCos, PayPal, Postal Svc

Internal (_systemlc) - Nonbanking (TX processing)
Cﬁmp'ex'ty - Social lending / P2P
- Processes Operational Excellence
- Risk Management - CIR (cost-income-ratio)
- Governance Marketing - Retail margin |

- Image - ATM/Branch operations

- Trust - Logistics

- Segmentation

- Reach
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Imperatives
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Image is everything

harnessing the potential of social and analytics
establish new business models

branch / ATM network right-sizing

from cost per transaction to cost per account

restructuring the balance sheet

Jones Lang LaSalle, Global Retail Banking 2020; EY Retail Banking 2020; Liinendonk, Zukunft der Banken 2020 IBM Finance Forum; Zagreb, Croatia © IBM Corporation | Thomas A. Bryner | 5



efficiency improvements unapt to
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approach
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external:

multi-channel web experience that caters social
and builds on strong analytics

Internal:

engaging the workforce to improve innovation,
competitive intelligence, and collaboration
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exa m p I eS (just a few)
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Swiss Private Bank
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exa m p I es TURKIYE A BANKASI

Bankamatik Web Site with Social Integration

Bankamatik E-
;?:?g:;fgﬁﬂ]ﬁh ’ﬁ BANKAMATIK BANKAMATIK KARTI REKLAMLARIMIZ

customer Is Bankas Bankamatik Comments

any feedback for our Bainkamatik?
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Sharing ideas
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Top-ranked
Social Users
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exa m p I es TURKIYE A BANKASI

Ali Daglik enters Bankamatik Web Site and leave a comment!
O f' e A T TE——— 7 T

L l:,'.' ﬁ _ whosidi2hdeloncacomputeshastcom’bankamalik ET-_' a =
BE W4Partl  § BN Comnmrtiony [ bew Tab

Bankamatik

ATM Comment Widget
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Thavon have any feadback or aur Banloamatils?
il'.-':'. Comment for the Bankamatk's (15Eank AT

100 your message

Halp ns toimprove Bankamatik

Whai wouald you like to 3ee more in Binkamatik?
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exa m p I es TURKIYE A BANKASI

Ismail Ceceli(ISBANK employee) sees the comment of Ali Daglik! From a public atm

comment community
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exa m p I es TURKIYE A BANKASI

Ismail Ceceli take an action on a sub, private community to discuss Ali Daglik's
Community inside in ISBANK
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approach

= =—= == ExceptionalWeb R
e Experience

IBM Customer Experience Suite  IBM Employee Experience Suite
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thank you.

Thomas A. Bryner

Executive Social Business Consultant
World-wide Social Business SWAT Team
IBM Corporation

thomas.bryner@ch.ibm.com
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