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COMARCH
AGENDA

ATTRACTING AND RETAINING CUSTOMERS IN DIGITAL MARKETPLACE
v People 35 years old and younger use Internet to deal with most of their everyday issues

Vv They expect to use Internet and mobile banking, smart finance, and wealth management
solutions
¥ CRM systems evolve toward Systems of Engagement

TO MEET THAT DEMAND NEW IT DELIVERY MODELS EMERGE

v Internet and mobile solutions are implemented in banks under cost pressure
v Cloud computing and white labelling is used to implement new |T solutions
v Banks need to open to interworking digital organizations



COMARCH
GLOBAL IT CHALLENGER

Vv Software house and integrator, Software house and integrator, sells own IT products and services
v Celebrates 20 years of industry experience (healthcare, banking, retail,

telecommunications, insurance, ERP, public administration)
v Publicly traded company listed at the Warsaw Stock Exchange

v Employs 4 000 people, delivered 3 000 projects in over 40 countries on four continents
v Revenue 240 million Euro with 80% of added value




USE OF MOBILE BANKING SERVICES

Percentage of all smartphone users having ever used online banking on their device
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BANK CHANNEL USE BY COUNTRY (2012)
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BANKING USERS BY GENERATION

0 T——

GenY
born 1980-2000

87,8

Gen X

born 1960-1980 91

Baby boomers

born 1946-1964 92,3

Matures

born before 1946 90,6
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Combined proportion of respondents who are “currently using”
i Mobile “ Online or “considering using” online or mobile banking services. Source: PwC Digital Tipping Point Survey 2011



MOBILE BANKING IN EUROPE (2011/2012)

EU5 16,248
29,994

UK 7.281 +94%
France 6.929 +70%
Spain +113%
Germany +84%
Italy +62%

Growth of Smartphone Audience (000) Accessing
B July 2011 B July 2012 Bank Accounts Source: comScore MobilLens



BANKING CUSTOMER CHANNEL MIGRATION
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ONLINE & MOBILE BANKING EXPERIENCE

v Comarch develops online systems for retail, SME and corporate banking since 1999

v Over 7 000 000 retail customers using our systems, and over 700 000 end-users in our
corporate and SME banking

v 15000 bank employees using our systems in retail banking and 10 000 bank employees
using our systems in corporate and SME banking



COMARCH
ONLINE & MOBILE BANKING EXPERIENCE
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FROM INTERNET BANKING TO SMART
FINANCE AND SYSTEMS OF ENGAGEMENT

n subsequent slides, using examples of applications developed by Comarch, we show how

oresent internet banking systems are transformed to:

v On-line and mobile Smart Finance or Personal Finance systems
v Wealth Management systems

to further evolve to;

v Systems of Engagement



COMARCH
SMART FINANCE

ile banking,
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next-generation consumer banking sol
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UNICREDIT PROJECT HIGHLIGHTS

Project start — November 2012

UniCredit license covers 15 European countries

Implementation started in Italy (for 4 million users); the next stage includes Germany and Poland

New image of UC internet banking

HTML5 interface compatible also with tablets

Mobile applications for smartphones also available
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UNICREDIT: PERSONALIZED BANKING
EXPERIENCE

The application provides answers to personal questions:
e How much should | save for retirement or my children education?
e How much can | spend this month?

e How much and how should | Invest?

Transaction categories and tags are personalized to reflect the customers household situation:
e [ully customizable
e [oes not interfere with categorization rules for other users
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MANAGING FUTURE INCOMES
AND SPENDINGS

The application automatically predicts future transactions:
e Provides accurate and complete information about each payment
e Makes precise cash flow prediction

e Triggers product offers

Users can set up short-term goals and long-term financial plans (retirement, buying a house)
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EVENT DRIVEN PERSONALIZED PRODUCT
OFFER BASED ON BIG DATA

The cross-selling mechanism relies on event-driven |
COMARCH B e B W &

DASHBOARD ACCOUNTS PAYMENTS GOALS PLANS BUDGETS INVESTMENTS = NOTIFICATIONS

sales:

e product offers are based on customers current

Step 3: Review your portfolio

n eed S, b e h a V I O r a n d fl n a n C I a l S I t U a t I O n For your investment strategy you can select particular products or accept the products suggested by us:

Fixed income class 40%

ot D e (g \
The bank knows about the customers future payments, R e T

Asia Debt Fund PDF 40% 3 3.7%

goals and plans:

Equity class 30%

Dynamic Fund 20% 4 5.4%

: :
e How much the customer is ready to invest e

® Money market class
® Fixed income class

MHENERE

Equity class

START SAVING

* Average annual return for the last 5 years

e What Is a time frame for specific goals or plans

.{" Help E Security B Contact us COMARCH




ANOTHER EXAMPLE: BNP PARIBAS PROJECT

Mobile native applications for 10S and Android for:
e Over 230 000 retail clients

Internet banking platform revitalization and new design
e Look and feel redesign

e New mechanisms for payments, search and other

Personal Finance Management
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Applications

| ”_& Accounts

finances

ﬁ BNP PARIBAS

English I My profile John Smith 44861423 =

& My finances
Messages (14}

é Deposits

Funds available Funds available My savings Outstanding amount
3 740,00 PLN 2 000,00 PLN 20 000,00 PLN 7 650,55 PLN
500,00 UsSD 1 500,00 UsSD 1 500,00 USD 65 455,65 EUR
220,00 EUR 500,00EUR 66 711,10 CHF
P
Account name Account number Balance Available balance
R 12 1010 1212 4521 4521 7854 4521 3 000,00 PLN 3000,00 PLN
Current account
My second account 12 1010 1212 4521 4521 7854 4521 740,00 PLN 740,00 PLN
Current account
Saving account 78 1010 1254 7344 7554 9654 7548 500,00 USD 500,00 USD
Saving account 78 1010 1254 7544 7854 9654 7548 220,00 EUR 220,00 EUR

><] Messages

Check your mailbox, you have
unread messages

14 unread messages

e

BN
“. Contact
Should you have any questions, please contact us

[ 801 367 847 n Find us on Facebook

L 22 566 9300 Youfffffj Folow us on YouTube

14
“ PN
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R = Pokaz jako liste

—
F STY 300 lub wyblerz okres od 12122011 do 01012003

Poréwnanie kategorll  Wydatki v z

Przychody v

W vt codlen [l Prychody ogdiem

Wydatid opdlem: 820,50 EUR

Sy 13
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© ®
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MOBILE: OUTSTANDING USER-EXPERIENCE

Native mobile applications leverage mobile device specific Ul
and navigation

:(;BA;:I_( NEAR ME
_ _ _ | Kaufland _
Designed to be used on the go with most operations completed RIS

In just 3 steps

Functionalities tailored to specific needs of mobile clients
(like GPS location)

COMARCH SMART FINANCE SIGN OUT




MOBILE: BROAD FUNCTIONALITY

Secure authorization method:

e One-time password generated by the integrated security
application, using PIN

Mobile payments made simple by scanning QR codes:
e from another mobile device using the same application
e from an invoice or other document

Credit simulation - credit cost and instalment plans
avallable at a tap

e T e e
QUEEUN000GE
Als|o|FlaluiyfK]L
i z|x|c|visn|mE
= e DI




COMARCH
WEALTH MANAGEMENT

Comarch Is currently developing subsequent versions of
Smart Finance applications to include inventory and financial
management of securities and tangible assets (real estates

and valuables)

Such applications can be used by private banking
customers and family offices

a0
oy,
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TOTAL: 106.800.000,00 CHF : STRUCTURE HISTORY FORECAST

10.680.000,00 CHF

REAL ESTATE

32.040.000,00 CHF

VALUABLES

26.700.000,00 CHF

LIFE INSURANCE

19.224.000,00 CHF

SECURITIES

18.156.000,00 CHF

CASH FLOW COST INCOME CONTACTS DOCUMENTS




COMARCH
CLIENT REPORTING & COMMUNICATION

Transparent and best in-class investment reports

14:06 PM
My portfolio

for private and institutional clients on portfolio . . |

Holding name Portfolio share

holdings, performance and risk B

FRANKLIN GLOBAL... 10,924%

Franklin India Growt... 7,802%

Multi-channel and frequency report distribution gy —— e

JPMorgan Equity Inc... 4,811%

and publication (including web and mobile)

PORTFOLIO COMMENTARY

The Portfolio generated
negative performance of -
0,25% (EUR, net of fees) in
June as the majority of

Performance (YTD)  Performance (Sin.Inc.) holdings contributed

H |g h sSe rVi ce efﬁ C | en Cy, secu r|ty an d dVd | la b | |.|ty 300612011 EUR 127847722 8.12% 42.05% negatively. The bgERIE

was even worse (5% fall
Positions held Max DD Realized Gain (YTD) Excess return (YTD) Value at Risk (95%) down) so the month to date

16 7.14% 91 143.88 5.22 2 572.11 excess retum is above 5% .

based on efficiently integrated and quality data




d 14:06 PM > | 14:06 PM

Back o My portfolio Holdings Back to My portfolio Portfolio vs. benchmark

Date Currency  Total Assets Performance (YTD) Performance (Sin.Inc.)
30/06/2011 EUR 1278 477.22 8.12% 42.05% Sector allocation vs. Benchmark Portfolio Benchmark  Difference

Holding name Portfolio share Price Value Currency Energy Energy 21.16% 19.50% 1.66%

Credit Suisse Hig... 12,224% 6,81 49 624,47 EUR L Industrial 17.82% 16.92%
Materials

Frankliin Small-Mi... 11,833% 283 711,88 EUR Materials 16.29% 17.39%
Financial

FRANKLIN GLOB... 10,924% K 9 572,64 EUR T Financial 13.29% 14.01%

JPMorgan Core... 10,142% 69 891,76 EUR Telecoms m 12.22% 13.2

Utilities e ’
Telecoms 10.39% 12.28%
JPMorgan Investo... 973% 76 758,15 EUR elecoms

0% 10%

JPMorgan Munici... B,973% 9,98 53 D: EUR

Region allocation vs. Benchmark Portfolio Benchmark Ditference

Legg Mason Per... 8,58 77 471,38 EUR EU 28.98% 31.29 -2.31%

Franklin India Gro... 7,802% 49 579,66 EUR e USA

{ ; A 7 Norway
JPMorgan Equity... 4,811% ] g EUR Norway
Japan
JPMorgan Small... 4,291% B0 474,68 EUR
Japan
South America
SKAGEN TELLU... 31% B, 45 823, EUR

South America

Legg Mason Clea... 211% . 162 997,06 EUR 0%

Currency allocation vs. Benchmark Portfolio Benchmark Difference

USsD 35.83%

Portfolio
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HOW TO ATTRACT AND RETAIN CUSTOMERS
IN THE ERA OF INTERNET AND MOBILE BANKING

A popular method of retaining customers is a loyalty system

Comarch developed and maintains loyalty systems for several financial institutions including
Credit Suisse (Bonviva), Mercedes Bank in Stuttgart, and others

In the future, banks will interact with customers by means of portals similar to social portals, with
use of gamification

Those new CRM tools are called now SYSTEMS OF ENGAGEMENT



SYSTEMS OF ENGAGEMENT
- MULTIPARTY GAME

Initial attempts show that it is difficult to build customer community around one proprietary bank
portal

The future belongs to multi-partner social gamification portals, which award badges, and offer
discounts and awards for different types of activities

Comarch has developed such portal in the USA for JetBlue Airways to create an initial community

New partners including car rentals, hotel chains, and American Express join the JetBlue portal
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8X POINTS

Earn up to 8 TrueBlue® points
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BADGE DETAILS &

PARTNER

JETBLUE CARD FROM
AMERICAN EXPRESS

Get a JetBlue Card from American Express. Current and new

cardmembers will earn this badge once points are processed
and delivered to your TrueBlue account
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EVOLUTION OF IT DELIVERY MODELS

v In the past, banking applications were developed internally by bank IT engineers — that era left
banks with silos of costly and inefficient IT departments

v Then programming work was outsourced to external [T companies with product and project
management retained in banks

v In recent years, to improve operations and meet customer expectations banks bought various
IT products and embedded them in their IT systems



RESTRUCTURED BUT STILL COMPLEX

Vv Purchases of IT solutions resulted in complex |IT architectures with loosely coupled
applications, and mix of data processing done by software and people

v Large banks still have hundreds of legacy IT systems
¥ Recently, Deutsche Bank reduced a number of its IT systems from over one thousand to 250

v ING: 568 applications out of 1 800 have been de-commissioned since 2007



A NEED FOR AGILE BANK OPERATIONS

To decrease costs of running complex systems (developed over many years) the use of offshore
BPO has been considered

However, using offshoring (or nearshoring):
e does not decrease complexity
e preserves an existing organization and cost structure
e |eaves unsolved or even increases problems of data quality and reliability
e does not allow for dexterous changes to the company organization

Therefore, In many cases companies define transition projects



TRANSITION TO CLOUD PROCESSING

Substitution of several legacy systems developed over the years with a new homogeneous system
IS @ complex transition project

The transition project can be executed by the bank

Alternatively, the existing structure can be outsourced to an external company, and make that
company responsible for transition to a new, cheap and agile solution often operated from

the private IT cloud



NEW PLAYERS, NEW SELLING CHANNELS

The advent of digital banking era creates new banking environment:
e A large number of different banking and parabanking service providers (direct banks,

Internet payments companies, mobile payment organizations, lending companies) emerges
e (Corporations with large numbers of named customers, like telco operators, plan to launch

direct banking services
e (Customers tend to use Internet and mobile services of several banks — that results in churn

To win customers in that dynamic environment (unusual for traditional banks), there is a need to
use big data, categorize customers, and create social communities



DIGITAL BANKS
- POSSIBLE FUTURE ORGANIZATION

v One can envisage that future banks will run themselves general ledgers, treasury systems,
product catalogues - other |IT systems will be outsourced to specialized digital services
providers

¥ Most of interactions with customers, including CRM, electronic payments, sales channel sup-
port, and client reporting will form a part of external digital environment encompassing

Systems of Engagement

v Banks will deliver their products to reselling and cooperating organizations with white labels



DIGITAL BANKING ECOSYSTEM

CUSTOMERS
SYSTEMS
INTERNET PAYMEN OF ENGAGEMENT
ORGANIZATIONS
RESELLERS
E-COMMERCE
COMPANIES OF BANKING SERVICES
MOBILE PAYMENT BANKS

COMPANIES
PROVIDERS OF

T CLOUD SERVICES

DATA CENTERS



CONCLUDING REMARKS

We assume that:

v Banks evolve toward fully digital organizations

v They deliver services to Internet users in heterogeneous open digital environment
of e-commerce and business partners using Systems of Engagements

v Banks directly perform only their basic functions

v Other functions are executed by digital services providers from private clouds
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-IND OU QUT COMARCH SOLUTIONS
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www.comarch.com/finance/products/
finance@comarch.com
@Comarch_Finance

www.youtube.com/user/ComarchFinance



