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The Customer Journey
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Digital Transformation in Banking Industry

Continuous Completely
Improvement Digital-driven
Leverage Improve
Power of Data Skillset
Modernize Customer
Infrastructure is crucial
Operating | Identify Viable
Model | Solutions




TOP 5 DIGITAL TRANSFORMATION
TRENDS IN FINANCIAL SERVICES

NEW POSSIBILITIES
WITH BLOCKCHAIN

THE RISE OF ARTIFICIAL ~ BIOMETRIC TECHNOLOGY
INTELLIGENCE (Al) AND CYBERSECURITY

Blockchain serves as a

i cosomes " MOBILEBANKING  [heusecfblometictechmology  STORING DATAWITH  decentraizedadger that reduces
service by making it easier, cheaper, OR E-BANKING more reliable and better at CLOUD COMPUTING paperwork. It provides the highest
and more accessible to users. preventing fraud compared to the level of transparency and security.
Mobile banking allows users usual username and password. Cloud computing stores and
real-time access to banking analyzes vast amounts of data,
services. It gives banks and allowing financial institutions to
financial institutions the cut costs on data infrastructures.

infrastructure to accommodate
future digital capabilities.
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LO' iCH CUA
RPA

* Loiich cua RPA:

» RPA cung cap cho cdc t6 chirc kha ndng gidm chi phi nhan
sy va 16i clia con ngudi. TUr tiét kiém 1&n dén lgi ich hiéu
qua ngan va dai han, qua trinh tw déng hoéa quy trinh ty
dong dang mang lai nhitng két qua cé thé do ludng duoc
khi dp dung cung vd&i véi lap ké hoach co hé théng.

 Loiich cha cac giai phap RPA khong chi la giam chi phi. N6
cling bao gom:

Giam chu ky thoi gian va cai thién thong lwong
Tinh linh hoat va kha ndang mo rong

Tinh than nhén vién duogc cai thién — cho phép ho tap
trung vao nhirng céng viéc gia tang gia tri

Pd chinh xac duoc cai thién

Cho phép danh thoi gian dé d6i mai va tap trung vao
suw hai long cua khach hang

Thu thap dit liéu chi tiét véi do chinh xac cao



MUC TIEU
DU AN

* T6i wru hda quy trinh & ngudn nhan luc

e Ty phat trién va quan ly dwoc robot dé
khong tén kém chi phi mua license, tiét
kiém cho ngan hang hang ty déng moi
nam

« Két hgp vdi cong nghé Al va Machine
Learning dé nang cap tinh théng minh
cla robot, thay thé con nguoi & nhitng
cong viéc phirc tap hon, cé tinh chat ra
quyét dinh




Roadmap

-
Phase 1:

- Robot hda cac budc thi cong trong cac quy trinh nghiép vu
- Sir dung cac license mua cua hang
- Nghién clru phat trién robot riéng cia MBBank

\

-
Phase 2:

- Smart RPA: Céng nghé Robotic két ho'p cong nghé Al va
Machine Learning d€ dan thay thé duwoc con ngudi trong
nhirng quy trinh phirc tap, can tw duy, cé kich ban

- Trién khai Mbot - robotic cia MBBank
\__




MO hinh trién khai

_ WATERFALL
DEFINE ~ N e 74
" Chuyén doi cach
7A@ e trién khai tu

RISK

mo hinh Waterfall

) ) ) truyén thong sang

Agile — Scrum

RISK

AGILE
—Hiéu qua:
 Hé thdng dwoc phat trién sat véi nhu cau thwe té ciia Nghiép vu
« Giao phdm dwoc ban giao dung tién dd, nghiém thu nhanh, néu cé bug thi dwoc xi ly ngay, dam
bdo giam thiéu 16i sau golive va khi hoat dong
« Product backlog dwoc quan Iy tdng thé, khoa hoc, c6 th& tw wu tién dé& dam bao tinh hieu qua

dung deadline, tiét kiém chi phi
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Viéc s6 hoa da mang lai
loi ich cho khach hang
cung nhu ngan hang.

Cac loi ich chinh bao
gom:

Customer
service

24*7
Availability

Instant banking
services

Lower
overheads

Banking
benefits




Ngan hang cé thé thuc
hién theo cac buwdc sau
dé phat trién manh
trong qua trinh chuyén
doi ky thuat so trong
linh vwc ngan hang:

Staying Up-to-
date with digital Automation
Innovations

Embrace
mobility

Steps for thriving in the digital

transformation in banking

Multichannel
Smart digital services &
solutions human
interactions




DIGITAL BANKING MODEL

DIGITAL BANK DIGITAL BANK DIGITAL BANK NEOBANK
BRANCH CHANEL SUBSIDIARY
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ﬂ DBS Branch Transformation




DBS BANK - INNOVATIVE BRANCH

DBS Bank Branch
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DBS BANK - INNOVATIVE BRANCH

DBS Bank Branch

Side elevation
ceiling unit

g Side elevation
T _ floor display
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Plan Section

3 Section
Scale: 1:15
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DBS BANK - INNOVATIVE BRANCH

DBS Bank Branch
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DBS BANK - INNOVATIVE BRANCH

DBS Bank Branch

Dot-matrix track suspended from
structural ceiling. Teller No." text in

L red on black glass background.
T Details by specialist
| l
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= 0ckohot et Front panel whie Cha 10 be fifted with
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Bow handles satin aluminium
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DBS BANK - INNOVATIVE BRANCH

DBS Bank Branch

-
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Ceiling hangers
= finished white

Up-lights refer to

lighting schedule.
i
&
Centre panels:
Rafts A&B = Skimmed plasterboard,
Ceiling raft, refer to assembly finish as assembly drawing. / \
drawing, skimmed plasterboard ___| Rafts C&D = Indian Rosewood ‘s
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optionally finished White or veneered 600 wide panels on 12mm et
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' DBS BANK - INNOVATIVE BRANCH . | 2\ Moct New A, our atficil

intelligence representative on
Singapore's largest interactive
- B < 1ell . Microtile screen at our bank
Carry out your usual | 4 \ entrance. Simply gesture to get
banking transactions or == s \ the latest DBS Asian Insights and

complete the ' B e 2 " the latest DBS rewards.
transactions for the -

electronic forms you
have completed earlier.

DBS Bank Branch functions
Chi nhanh cua DBS chia lam 06 D\ iviione
khu vuc chinh. e % 3 ' Y beanch

' ambassadors at the

1. the exterior zone, - = Welcome Pods will

direct you to
relevant service

2. the welcome zone, | i
3. the quick-service zone, i

4. the teller zone, s ot Do
5
6

Machines, Coin Deposit l i \ Save time on non-cash

. the self-service zone Machines and AXS Stations | v DI «-oraction: such =

DBS has launched the first- =R updating of particulars

. of-its-kind Cash Bag Deposit . and issuance of debit
. t h e C O n S U l.t at I Ve Z O n e o Machine to make banking X LD 4 cards with our express
more convenient for ‘ service lines.
enterprise customers. ; A

Cac khu vuc chirc nang phan
bo nhu hinh bén.

|| Customers can pre-
complete electronic forms
required for selected
transactions while waiting
to be served.

Ensure your time spent with our l % - Asian Insigl

bank stewards is effective and " a2 - Learn more about our products and

comprehensive, because everything services, or catch up on the latest

is done at the consultation pod. The Asian Insights with the available

bank steward can easily access all iPads. Watch DBS’ key analysts and

your information, and cards can be experts share their views on what

issued without the steward ever makes Asia tick, recorded live by

stepping away. Channel News Asia at the Marina
Bay Studio @ DBS Headquarters.




' DBS BANK - INNOVATIVE BRANCH

Welcome Pods & Branch Ambassadors

* Ngay bén trai 16i vao, khach hang dwoc chao dén tai
“Welcome Pods”,

* Nhitng chiéc ban hinh trirng nhé gon dwoc nhan vién “dai
st chi nhanh” cua DBS. h__ e

* Cac nhénNVién nay co chirc nang twrong tw nhw “nhan vién ‘_ f'i LB 4 & 8 = L ¥
huwdng dan” hoac “nhan vién chao hoi”. c6 nhiém vu chinh 8 | Y E o
la hwéng khach hang dén khu vuec thich hop trong chi
nhanh tuy thudc vao mirc d phirc tap ciia nhu ciu . ~

[, -
!

» Thiét ké md-dun cia Welcome Pods mang lai kha nang hoat dong
linh hoat t6i da cho DBS.

* (6 thé c6 tir modt dén bon Nhém Chao mirng, tiy thudc vao mirc lwu
lwong truy cdp ciia nhanh. Hoac khéng nhat thiét phai c6 mot cai.

« Vi du: vao cudi tudn, ngian hang c6 thé quyét dinh rit hoan toan cac
Go6i Chao mirng ciia minh va khong ai nhan thay. Nhwng trong thoi
gian hoat dong cao diém, ludn dam bao san sang 25




DBS BANK - INNOVATIVE BRANCH

Digital Queueing

« Khach hang yéu cau dich vu nhin s6 hang doi tir mot trong
cac dai st chi nhanh.

* Trong khi ch¢ doi s6 cia ho dwoc goi, ho c6 thé st dung
iPad dat trong toan bd chi nhanh dé hoan thanh bat ky biéu
mau dién tir ndo c6 thé dwoc yéu cau.

 Bang cach cho phép KH st dung thoi gian nhan roi dé
chuan bi thong tin trwedc Khi thwe hién cac giao dich cda ho.

« DBS cho biét ho c6 thé cat gidm mot nira thoi gian trung
binh cin dé€ hoan thanh cac twong tac.

« DBS cho biét cac hinh thirc dwa trén may tinh bang da gitp
ho cat giam thoi gian giao dich tir 5 phit xuéng con 2
phut 30 giay.

e Diéu do6 c6 nghia la KH thwce hién giao dich dwoc phuc vu
nhanh hon va khach hang ti€p theo trong hang doi sé it
mat thoi gian cho doi hon.

 iPad dwoc gan & canh ghé trong khu vuc chd dwoc cai dat
san théng tin vé DBS va cac dich vu bao gom ca rng dung
di dong & Internet Banking.




DBS BANK - INNOVATIVE BRANCH

Quick Serve Counters

* Ngay bén phai cia 16i vao 1a ba quay
phuc vu nhanh,

* DPuwoc thiét ké dé xtr Iy cac yéu cau théng
thuwdng cua khach hang trong mot
khung canh binh di v&i nhan vién DBS
va khach hang ngo6i d6i dién nhau trén
barstools.

» Vi du: mot khach hang chi can thé ATM
thay thé, khong yéu cau bau khong khi
than mat, riéng tw hoac trang trong, vi
vay ho dwoc hwdéng dan dén khu vuc
phuc vu nhanh. Né rong mdé va c6 lwu
lwong truy cap cao.

f banking

Welcome to the future O
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DBS BANK - INNOVATIVE BRANCH

Consultation Pods

e Nhitng khach hang quan tim dén viéc vé cac
dich vu c6 gia tri cao, sé dwoc tiép don tai cac
khu virc riéng tu.

« MOobi khoang c6 hai khoang hop riéng biét, noi
nhan vién c6 thé gap g& khach hang trong mot
khong gian ngo6i xuong riéng tw hon.

» Tat ca cac khoang déu c6 may quét va may
photocopy tién dung dé t6i da hdéa nang suit cia
nhan vién.“Bo phin Ho tro Ngwdi ban hang” xir
ly tién mat dac biét dwoc cai dat trong cac Bo
phin Tw van cho phép cac dai dién dich vu dap
rng nhiéu nhu cau cda khach hang (ca tién gii
va rut tién).

« (Cacgiao dich tai quay phuc vu nhanh sé dworc
hoan tat trong 10 dén 15 phut. "Cac yéu cau
nhiéu dich vu c6 thé dwoc phuc vu trong cac
nhém tw van, duoc thiét ké dé phuc vu tat ca cac
yéu ciu ngan hang."

28



DBS BANK - INNOVATIVE BRANCH

Interactive Video Wall With Virtual Assistant

* Bén ngoai chi nhanh, mét birc twong video twong tac
khong 16 thu hut sw cht y ciia ngwoi qua duong.

* St dung ctr chi tay, moi ngudi cé thé twong tac voi
tro' Iy 4o cdm bién chuyén déng, cé ngoai hinh va tinh
cach quyén rii dwoc lay tir mot nhan vién hién tai
trong chwong trinh lién két quan ly ciia ngan hang.

 Bang tri thong minh nhan tao ctia minh giup nguwoi
dung khdm pha nhirng hiéu biét khoi goi tw duy vé
b6i canh tai chinh va ngan hang Chau A.

* Nguwoi dung cling c6 thé kham pha cac dich vu, tinh
nang, chwong trinh Khuyén mai va phan thwéng caa
DBS

 Ma QR trén twong twong tac giup khach hang giam
gia d6 an va thirc uéng trong Trung tdm Tai chinh
Vinh Marina.

Welcome o
future of barkg
Howor PP

fm

®DBS Branch D

® DBS MBFC Branch
(@ DBS SME Banking

29



' DBS BANK - INNOVATIVE BRANCH

Workplace of the Future

« DBS thiét ké chi nhanh v&i d6 an nhe va
may ban hang tw dong.

* Tham chi con c6 ca DBS Brew, loai ca
phé pha dac biét cua riéng ngan hang.

30



DBS BANK - INNOVATIVE BRANCH

Café & Branch - Tech generation

Robot & Virtual Café & Branch VR experience

teller
Trong trai nghiém VR, KH dwoc huwdng dan qua 4 Iinh vue chi tiéu chinh trong cudc sdng: 8n uéng, di lai,

du lich va hd gia dinh. Ho duoc tu van vé sb tién ho can tiét kiém khi nghi huu dé tan hudng chat lvong
cudc séng mong mudn, vi vay khach hang cé thé bat dau 1ap k& hoach dé dat dwoc muc tiéu cla minh

31



Café & Branch - Tech generation e // ,
S————

* “quan ca phé va chi nhanh”, mang dén mdt khong gian song am OR ———
cing va giao ti€p vé&i con nguwdi, danh cho thé hé cong nghé. = ri

* “Ngan hang khong can phai qua trang trong. N6 c6 thé mang tinh
x4 ho6i va am cung. Yy

* "Chicin dén moét ly ca phé, dé hoa nhip va giao lwu véi ban be, '
hodc chi dé an sang." b

WOPETS
(N #5257
L
/%
e — ,T,‘:,-— %_ .
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BADBS /7vasores

Live unstoppable in a digitally
connected world.

For clients with investible assets of
S$350,000.

DBS TREASURES
PRIVATE CLIENT

Gain the edge with insights,
expertise and solutions.

For clients with investible assets of
S$1.5 million.

DBS BANK - PRIVATE CLIEN CENTER

DBS
PRIVATE BANK

We move you forward with Asia’s
safest and best.

For clients with investible assets of
S$5 million.

N Weasynes |

PRIVATE
CLIENT

N g~
N/

K}

Yt A

an

x
N
VN i
SA

=X

-
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BNZ BANK - Digital branch

* BNZ New Lynn la chi nhanh dau tién gidi thiéu trai
nghiém phong ch& dich thuc dé moi goi ddi thoai
chat lwgng gitra khach hang va nhan vién.

* C4 cac phong hop va khu hdi thao linh hoat gan
két lién mach véi doanh nghiép doéi tac cia BNZ,
tich hgp trai nghiém BNZ nhu mdt ngan hang.

e Khu vyc ‘Touch down’ dugc dat tai khu vuec dau
vao dé khach hang két ndi v&i Wi-Fi mién phi va
lam viéc tw xa.




BNZ BANK -Digital Brach

« Tw duy thiét ké dwoc ho tro bdi cdc nguyén tac trai nghiém
khach hang, bang cach chuyén ddi cach b tri va dat cac giao
dich vién & phia trwdc va trung tam.

* Diéu nay cho phép cac cudc tro chuyén mé, cac giao dich
nhanh chéng va twong tac bat ngo.

* Kha nang két noi da kénh, tw phuc vu ky thuit so va it can giao
dich dwa trén giao dich vién hon da cho phép ngan hang dién
giai lai hanh trinh cta khach hang dé linh hoat hon.

* Diéu nay bao gém trung tdm va hé thong dao tao ky thuit s6
dwoc ho tro béi nhiéu loai twong tac.




BNZ BANK —
Digital branch

Cac cong cu ki thuat s6 x Iy giao
dich hang ngay cho phép nhan
vién ngan hang ho tro khach hang
dwa ra cac quyét dinh tai chinh.

Trai nghiém khach hang cao cap
v@i cac tuy chon tw phuc vu
nhanh chéng va dé dang cho cac
nhu cau.

Cac giao dich tién mat va séc sé
dwoc xt ly béi may ATM thong
minh, 24 /7 va doi ngii nhan vién
ngan hang BNZ giau kinh nghiém
cuia chung téi ludn san sang ho
tro Khach hang véi nhirng van dé
phirc tap hon.

BNZ iPad cho khach hang st
dung cho ngan hang trwc tuyén va
cac nhan vién ngan hang BNZ
luén san sang ho tro
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GALICIA BANK —
ARGENTINA
internal design

Banco Galicia dwoc coi la mot
trong nhirng td chic tai chinh
1é6n nhit & Argentina.

Ngan hang xay duwng mot chi
nhanh mai hién dai véi khong
gian da chirc nang, phong cho
va ban cong dong.

Chi nhanh cling cung cip cac
phong cho cac cudc hop than
mat, cac tram tu phuc vu va
cac khu vuc Wi-Fi mién phi.

Cac nha thiét ké da quyét dinh
chuyén tlr ban van phong kiéu
cii / truyén thong sang khong
gian lam viéc linh hoat va
hién dai.




GALICIA BANK - ARGENTINA internal design

e Chuyén vién tw van cé thé gap g& khach hang cia ho véi
khéng gian m¢ va hién dai.

* Ban hop tron dwoc thiét ké méi mang dén giai phap cong tac
va dan chu hon, ngoai ra con c6 man hinh dung chung gitp
tang cwong tinh minh bach khi chia sé thong tin.

e Cac phong hop, khu vurc ngan hang doanh nghiép va moét tang
giao dich 1é6n & tang dwéi hoan thién dw an.

| N N A= = / / / S

IETEN

o 2B &




SPARKASS BANK - BOUTIQUE BRANCH

« V@i quay Ié tan do ching toi Ién ké hoach, thiét ké va
thue hién tré thanh diém giao ti€p va gip g& trung
tam cua khach hang.

« Quay giao dich khéng chi Ia mot ngudi bat mat thuc
si va thé hién Sparkasse nhu mét nha cung cdp dich
vu tai chinh cdi ma&, than thién va cap nhat.
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CUSTOMER CENTRIC
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OMNICHANNEL
INSIGHTS
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Mobile App Transaction
Website Wifi Network
Facebook/ Instagram Call Center
Messenger/ Chatbot Feedbacks

Google Network
Social Listening

ONLINE + OFFLINE

CUSTOMER-CENTRIC
INSIGHTS

Customer Profiles
Social Profiles
Product Profiles



BANK SUBSIDIARY



DIGITAL BANK SUBSIDIARY
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CUSTOMER EXPERIENCE

CUSTOMER CENTRIC OMNICHANEL

-

BUSINESS MODEL BANK BRANCH

-

PERSONAS ATM/CRM

\_

Re-Design [ WEB & MOBILE APP




Customer Experience Roadmap

-1_2_3_4_5*

Know your Know your
business customer

Measure &
Monitor

Customer journey CX strategy

i ) Develop & Data analytics
Business Touch point .
Personas . Re-design Track
Model Canvas As - is
To-be performance

\_ / N\ / N\ J \_ J \_ /




Customer

BUSINESS MODEL




Business model Canvas

Partners

Activities

Customer Values

Relationships

Customers

1.FI & Non-bank Fl
2.Corporate
3.Agent

4.Personal

1.Investment
2.Credit/ Mortgage
3.Trade

4.Transaction Banking
5.....

Resources

1.Bank staff
2.Cooperate
3.0utsource
4.Partner
5....

1. Income

2. Partner
3.Risk & Fraud
management
4. ...

1.Agent
2.Thirdparty

Channels

Omnichannels

1. Business
2. Personal

OPEX & CAPEX

Interest rate...




Customer journey

KH nhén biét
thong tin SPDV
qua kénh nao:

Online
Offline
Face to
face

KH quan tam
dén SPDV va
bat dau:

- Tim hiéu
qua kénh
online

- Qua ban be,
nguai than

- Quadong
nghiép

- Lang nghe
chia sé tlr
phia cong
dong

KH phat sinh
nhu cau mua
SPDV :

Tu van truc
tiép vai dai
ly

Tham khao
cac bén
khac
Puara
quyét dinh
lua chon

KH tham gia
chinh thirc HD :

Trai nghiém
tu van vdi
daily
Ky HD va
quan tam
dén céac
diéu khoan
riéng

Trao ddi voi
ban be,
ngudi than
Tao thoi
quen tim
hi€u cac SP
dau tu tich
|Gy

Trién khai

chuong trinh

cham séc KH:

- Péban
upsales,
cross sales

- Thu hut
thém KH
mai

- Cac chuong
trinh cham
séc, tang
qua

Hudng dan KH
trong quy trinh
bo6i thudong

Phén tich hanh
vi cua KH va
xay dung
chuong trinh
cham séc KH
chung thanh




Customer Life Journey

PURCHASE RECOMMEND

SELECT BUY OWN & MAINTAIN

Market & Sell Support & Serve

NEED RECEIVE

RESEARCH USE




HO KINH DOANH

HO KINH DOANH <KENH TRUYEN THONG>

Tan suat stir dung CDM:

« Téng s6 giao dich: 2-3 giao dich/ ngay

e So tién giao dich: 2 - 3 mVND ndép/ 1 mVND rut
¢ S6 banknote giao dich: 15 - 20 ndp/ 8-10 rat
S&r dung CDM:

+  Pon gidn, dé sir dung

«  Coé ngudi huéng dan

« Khoéng mat phi rat/ ndp

«  Gan khu vuc kinh doanh (trong ban kinh 300m)
Chan dung khach hang:

« Cha tap héa, ho kinh doanh

¢ Nganh nghé

« Dongtién hang ngay

Dic diém:

* 1.4 triéu clra hang

«  Chiém 85% hoat dong ban lé cdc mat hang phé théng
Nhu ciu:

+ ROt tién mat dau ngay dé kinh doanh

« Nop tién mat vao gilra va cudi ngay

e Thong ké doanh so

U'éc tinh giao dich méi CRM

Hanh vi str dung moi ho kinh doanh

Dong tién trén 1 clra hang (mVND)

Hang ngay: Hang thang:

Sang: Tién nép vao CDM

- 0.5 mVND/ 8 - 10 banknote + 70 mVND/ 500 - 700 banknote
Trua + 5 mVND/ 20 - 30 banknote

+ 1 mVND/ 15 - 20 banknote

Chiéu Rut t&r CDM

+ 1 mVND/ 15 - 20 banknote -42 mVND/ 100 - 200 banknote

Bao cao kinh doanh (mVND/ thang)
Doanh thu tryc tiép —
Doanh thu khac 10
Téng doanh thu |0
Chi phi hang ban

Dong tién trén 1 khu vuc (mVND)

Tan suat str dung:

1. S6 giao dich: 300 giao

dich/ ngay

2. 56 tién:

- Nop: 340 mVND
- Rat: 100 mVND
3. S6 banknote:

- Nop: 3.500 - 4.000 t&

- Rat: 1.500 t&

Gia dinh:

1. Khu vure c6 400 diém kinh doanh

2. Tilé ho kinh doanh trong 300m: 40%
3. Ti lé str dung VPBank: 30%

4. Tan suat str dung: 2.5 [an/ ngay

5. Loai tién: ttr 20.000 - 500.000 VND
6. KH vang lai str dung: 40 n6p/ 140 rat
7. 56 tién nodp/ rat trung binh KH vang
lai: 3 mVND ndp/ 0.5 mVND rut

Chi phi van hanh ] 8
Chi phi c8 dinh | —
Chi philai | [
Thué | =
Loi nhuan F
Bao cao tai sdn (mVND) Dong tién (mVND)
Tai san No & Vén Hang ngay: o
+ 2 mVND doanh thu cudi ngay
. ien di - 0.5 mVND chi phi phat sinh
Tienmst 10 |Hendia g PR
diém
Hang thang:
Hang hdéa 125 |No¢ 150 + 70 mVND doanh thu
Ti san o8 - 42 mVND chi phi hang héa
ai san co - . -3 mVND lai
dinh 3> |Véncha 15 -3 mVND thué

Phan loai cho tai Viét Nam

SO lvong cho theo ving

Hang 2 (ttr 200 - 400 diém kinh doanh) .8

Hang 1 (trén 400 diém kinh doanh) P 234

454
405 396 380

Ha Noi Nghé An Thanh Héa  Tay Nguyén Déng Thap HCM




CHU CU'A HANG

CHU CU'A HANG <KENH HIEN DAI>

Tan suat stir dung CDM:

+ Téng s6 giao dich: 2 giao dich

e So tién giao dich: 15 mVND ndp/ 5 mVND rat

« 56 t& giao dich: 150 - 200 t& ndp/ 50 - 70 t& rut
S&r dung CDM:

¢ Co nhandién vé CDM/ ngan hang

« Co6 huéng dan sir dung dién tir

« Khoéng mat phi rat/ ndp

«  Gan khu vuc kinh doanh (trong ban kinh 50m)
Chan dung khach hang:

* Chuctlra hang

¢ Nganh nghé

« Dongtién hang ngay

Dic diém:

+  ~6000 diém ban

« Bao gom clra hang mat phé va trong cac TTTM
Nhu ciu:

+ ROt tién mat dau ngay dé thanh todn héa don

« NO&p tién mat vao cudi ngay tai diém diém an ninh
¢ Thoéng ké doanh sd, thuc hién cac giao dich NH co ban

U'éc tinh giao dich méi CRM

Hanh vi str dung moi ho kinh doanh

Dong tién trén 1 clra hang (mVND)

Bao cao kinh doanh (mVND/ thang)
Téng doann thy SO0

Hang ngay: Hang thang: ]
Sang: Tién nép vao CDM Chi phi ban hang 20
-5mVND/ 50 - 70 banknote  + 500 mVND/ 6000 - 7000 banknote Chi phivan hanh | —
Chiéu ' ]
+15mVND/ 150 - 200 banknote&Rut tir CDM Chiphics dinh | —
- 470 mVND/ 5500 - 6000 banknote Chi phi [5i 1301
Thué 20

Lgi nhuan F
Dong tién trén 1 khu vuc (mVND) Bao cao tai san (mVND) Dong tién (mVND)
Tan suat str dung: Gia dinh: e No & Vén Hang ngay: '
1. S6 giao dich: 280 giao 1. Khu vuc c6 100 diém kinh doanh — +25 mVND doanh thu cudi ngay
dich/ ngay 2.Ti Ié diém kinh doanh 100m: 80% Tenmst 100 Nongan 440 -3 mVND chi phi phat sinh
2. 56 tién: 3. Tilé str dung VPBank: 30% ' han

- Nop: 500 mVND
- Rat: 240 mVND

4, Tan suat str dung: 2 [an/ ngay
5. Loai tién: tir 20.000 - 500.000 VND

Hang thang:
+ 500 mVND doanh thu
- 240 mVND chi phi hang hoéa

Hang héa 500 |Ng vay 1500

3. 56 banknote: 6. KH vang lai stir dung: 80 nép/ 150 rat T_éi san c6 1100|Vén cha 100 - 50 mVND chi phi ¢ dinh
- Nép: 4.000 - 5.000 t& 7. 56 tién ndp/ rat trung binh KH vang lai: | dinh - 50 mVND chi phi khac
- Rat: 1.500 tor 3 mVND nép/ 0.5 mVND rat
Phan loai cac ctra hang
EHCM m Ha Noi Khac

~72.000 ctra hang tiém nang

1.393 clra hang/ chudi thudc cac tap doan ban I& 16n

91 TTTM Vvé6i ~ 1470 ctra hang/ chudi kinh doanh

70.000 ctra

7

hang
<>

e N

B

Supermarket Drug store Fashion apparel Coffee chain Milk tea chain Food chains

Fitness gym Movie theatres Convinient store  Department store Mini store Electric chain




Personas

SEGMENT DEEP DIVE

TU TIN & KET NOI

They are financially savvy and confident customers that are
highly banked. They trust and use digital for banking and other
parts of their lives. Owning many financial products, they are
discerning bank customers looking for a banking “partner” to
help them meet their goals.

Ho c6 hiéu biét vé tai chinh va la nhitng khach hang tv tin va c6 kha
nang tiép can ngan hang cao. Ho tin twéng va sir dung sé dé giao dich
ngan hang va trong cac khia canh khac cta cuéc séng. S& hitu nhiéu
san pham tai chinh, ho 1a nhitng khach hang c6 nhan thic sau sac cla
ngan hang va tim kiém "dsi tac" ngan hang dé gitup ho dap &ng muc
tiéu cta minh.

G 20% o 01% Yoy LLon |

Share of respondents % of segment unbanked Investable assets
Tilé dap vién % phan khuc chura tiép can Tai san co thé dau tu
ngan hang




lvan

The instinctive commuter

“I make decisions in the moment”

> Daily commuter

v

Fairly high knowledge of
London and TfL

Decides in the moment

v

v

Tech savvy

Key attributes

Knowledge of travelling in London

Low High

Confidence level

G W
A A

Low High

Tendency to plan

L@

A A
Low High

Technology sophistication

L@
A A

Low High

Transport
for London

A bit about Ivan

» lvan works in financial sales and is constantly running between meetings and juggling responsibilities.

» He is the sort of person who makes decisions in the moment — it has always worked out well for him in his
personal and professional life. He is decisive and outgoing and trusts his gut instinct.

* Ivan has lived in London for 12 years, he moved here from Croatia as he wanted a change and a new
challenge. He often gets visitors from home coming to explore London.

v

It is important to Ivan that he is up to date with technology as it is part of his job every day, and he likes to
be one step ahead of his colleagues. He has got a blackberry from work that he is always with.

How he plans: pre-journey

> Ivan rarely plans in advance, only sometimes in advance of unfamiliar journeys. He knows that he can
work it out as he goes along.

How he plans: in-journey

» Ivan travels daily from his home in Holland Park to Canary Wharf. During the week he is often going to
different locations around London for meetings, and sometimes also has to travel internationally.

v

Ivan typically sticks to the tube as it is quickest, but he does cycle at the weekend. He mainly uses his car to
go shopping, but sometimes drives to visit friends who live in places difficult to reach by public transport.

» lvan often checks the status of the tube while travelling, using apps (Tube Map and Tube Buddy) or the TfL
mobile site. In the moment he sometimes grabs a member of staff if he has a question.

» He takes disruptions in his stride, adapting easily although not always choosing the optimal route.

v

He is typically a calm traveller - he normally feels in control and that there is no point getting wound up

His goals
* To have reached his destination with the minimum of fuss.
* To have figured out solutions to delays on the fly.

> To have seen all of the details that might affect his journey and then filter them down.

His future

* Ivan will be quick to pick up on the best or flashiest technology.

@ Personal Information
Age: 34

Occupation: Full time employed in financial sales
Lives: Holland Park (12 years in London)

Home life: Living with his partner

Personality: Outgoing, impulsive, decisive

&% Travel choices

Typical journey: Holland Park to Canary Wharf
(peak journey), daily

Openness to mode/route change: High
Travel priorities: Comfort and speed
Delay behaviour: Change transport method

Mode preference: Tube, bus, walking, Barclays
Bike, car. Open to other modes including river and
cycling.

Feelings towards TfL: Rather positive, they get
him to where he needs to be

77, Technology

Internet usage: High
Devices: PC at work, laptop at home, Blackberry

Social media: High, creator — he actively shares
his opinions and engages with people on
Facebook, Twitter, and Google+

Usage of apps: High

Key information sources

Bl

THOMSON REUTERS "‘];‘i‘;:kml-




Personas — security seeker

r

SEGMENT DEEP DIVE

DISCOURAGED SECURITY SEEKER
NGU®1 TIM KIEM Su AN TOAN NHUNG CHUA
PUQC KHUYEN KHICH

Moving through their careers, they are feeling discouraged
about life and are in need of control. Despite moderate income,
they struggle more to make ends meet. They are looking for
banks that offer security and are willing to provide loans. While
they are somewhat digitally savvy, they are very open to digital
banking.

Trai qua thang tram trong cong viéc, ho cam thay nan long vé cuéc séng
va can su kiém soat. Mac du ho cé mirc thu nhap vira phai nhung ho van
phai buon chai dé kiém da séng. Ho dang tim kiém ngan hang nao ma
dap &ng vé s an toan cho ho va san sang cho ho vay. Ho c6 phan nao
hiéu biét ve ky thuat sg, dong thei cling céi mé véi ngan hang sé.

O Om &Vosem,

Share of respondents % of segment unbanked Investable assets
Tile dap vién % phan khuc chua tiép can Tai san co thé dau tu
ngan hang




Jill Anderson

AGE
OCCUPATION
STATUS
LOCATION
TIER
ARCHETYPE

Organized

Protective

"I'm looking for a site that will simplify the
planning of my business trips."

258

Regional Director
Single
Portsmouth, NH
Frequent Traveler

The Planner

Practical

Hardworking

Bio

Jill is a Regional Director who travels 4-8 times each
month for work. She has a specific region in which
she travels, and she often visits the same cities and
stays in the same hotel. She is frustrated by the fact
that no matter how frequently she takes similar trips,
she spends hours of her day booking travel. She
expects her travel solutions to be as organized as

she is.

Personality

Extrovert
[

Sensing

Thinking

Judging

Brands

LILIRNELILY

Introvert
Intuition

Feeling
-

Perceiving

2f  Basecamp

@z Outlook

Goals

* To spend less time booking travel
« To maximize her loyalty points and rewards

« To narrow her options when it comes to shop

Frustrations

+ Too much time spent booking - she's busy!
+ Too many websites visited per trip

« Mot terribly tech saawy - doesn;t like the process

Motivations

Comfort
Speed

Loyalties/Rewards

Technology

IT & Internet

Software

Maobile Apps

Social Networks




Use Cases

CUSTOMER JOURNEY — MB AGEAS LIFE




e Mr Hiéu - 35 tudi, lwong 70 triéu
01 vg, 02 con, Nha 03 tang, Xe 04 banh, sé TK
05 ty.
e S& thich:
- Banh golf
- Ranh roi lwdt facebook, doc bao
Kénh14,cafeF, tuoitre... xem Youtube mai tGi

Mr. Hiéu



8h t6i, Mr Hi€u an no roi nam
ghé sofa tranh tht doc bao
CafeF vé tin Covid

Anh Hiéu thay cé quang cdo
MBAL lién click vao dudng link.

Poc xong, anh quang dién thoai,
di dao voi vo



.. Bao hiém Nhan tho MB Ageas Life @
M S h.Q

GAC LAI AU LO, CUNG UNG DUNG SONG TRON VOl MB AGEAS LIFE

Cé phai cudc séng khién ban ngay cang cé nhiéu ndi lo vé stc khoe?

Lo khi thdy cac sO liéu bénh ung thu tai Viét Nam ngay mét tang
cao... See more

8h sang hém sau, Mr Hiéu trong luc an
phd Thin, tranh thu lvdt Facebook

Thay quang cao cia MBAL ngay new
feed. Anh Hiéu to mo xem ndi dung

12h trwa, a Hi€u nghe nhac va &n com.
M& youtube ra, thay ngay video gidi
thiéu SPDV clla MBAL. Mét [an nira, a
Hi€u lai vao xem hét video.




Facebook

Instagram

Zalo




e Subt 2 tuan tiép theo, anh Hiéu thay
quang cdo clia MBAL thuong xuyén suat hién
nhirng noi ma anh ghé qua.

* Va anh Hiéu phat hién ra rang c6 may
chuc ngudi ban cda anh, cd dong nghiép da
tham gia mua BH cua MBAL

* 3 tuan ti€p theo. Anh Hiéu lién chat chit,
va néi chuyén v&i ban bé vé SPDV clia MBAL

e Sau 1thang, Anh Hi€u cam thay rat to mo
vé SPDV Cla MBAL



(1) Anh Hiéu quyét dinh dé lai thdng tin trén Web, va (2) Nhung ngay sau khi anh Hiéu submit théng tin, thi chi My

chang hi vong gi MBAL s& lién hé

— MBAL d3 goi dién thoai confirm ndi dung a Hiéu dé lai.

Ha&y cho chung to6i biét vé
ké hoach cua ban

Ho wva tén S6 dién thoai -
Mr Hiéu 0123456789
Email *
Hieudepzai@gmail.com Ha Noi v
Toi khéng phai la khach hang ¢ ~ S6 Hop déng bdo hiém
Théng tin vé cdc sdn phdm/ chuong trinh khuy&n mai mdi nhat v

Ldi nhan cho MB Ageas Life

Toéi quan tdm dén san phéam caa MB Ageas life

SUf dung e-mail d€ dang ky nhan théng tin mdi tif MB Ageas Life

diéu khoan va diu kién
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Omnichannel
Customer experience

Digital
transformation

Web & App




SINGLE

Marketing
Approach

Main Target

Multi-Channel

Only Marketing Channels

Every channel has different
information about an user
Manually campaign setup and
execufion

Adding addiftional channels

depending on where the
customeris active

Growing reach

CROSS

Omni-Channel

Marketing and Non-
Marketing Channels

Every channel has different
information about an user
Manually campaign setup
and execution

Adding as much as possible
marketing and Non-
Marketing Channels

Improvement of
communication, dialog and
inferaction

Cross-Channel

Marketfing and Non-Marketing
Channels

One central user profile over
all channels

All information will be
generated and delivered
automatically

Focus on each single user /
consumer with his individual
behavior and his preferences

Reaching a frue 1:1
personalization and growing
the conversion rate




Business rule
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Phan loai Thu thap

cacnhdm khdach hang hanh vi nguoi dung
dua trén dac tinh va va hiéu qua cua san
hanh vicda ho pham

Giao tiép, duy tri va ca
nhan hoa ndi dung cho
cac khach hang cua ban

trén nhiéu kénh xuyén
sudt hanh trinh trai
nghiém cua ho

Phan tich Tuwong tac
xu hudng, hanh vi trén nhiéu kénh
tiudung va co hoi khac nhau v&inoi

dung duoccanhan
hod




Khdch hang ciia ban & khap moi noi tir website, trén thiét bidi dong dén cdc nén tang mang x3 hoi

KEt ndi va twong tdc du ho & bat cr ddu vdinén tang tiép thi twong tac da kénh

Mobile Push

o
9:41

Wednesday, November 01

Hi Kate, looking to hit the gym
with those new trainers?
Workout Gear is on sale now.

Web Push

%
9:41

Wednesday, November 01

¢
MAD RUSH SALE
from the comfort of your home!

—
e

i
Wl
upa 70% QFF

redf

In-app Messages

Em ail

MAD RUSH SALE

VALID ONLY FROM
ATHTO 6TH
2. 2] | OGTOBER

@ SHOPMOE «
12:05 PM View deta

AD-SHOPMOE »

Favorites sell out sooner than
you think. Shop today to get
apparel at up to 50% off.

Click here https://bit.ly/shop50.

(O ~) L)

@9@@:0@)
\_

Ad Networks




Tuong Tdc Ngudi Dung Théng Minh va tién hanh cadc gidi phdp hanh déng cu thé truc

tibp trén cédng cu do ludng (actionable analytics) ~ )\

: <
App Push Em ail

g M _3’ --_
Mobile Apps =/x< i

0 [+]
(— Phan tich In-App SM'S

jrm— N
v v —
L

0 =

Web

Di¥ liéu hanh vi ] =>
App Inbox Web Push
@ D liéu nhan khiu hoc

Thong tin =1
Dir liéu vi tri dia ly ngwdidung Machine &® ﬁ;
API (Backend) Learning -
On-Site Ad
_\ Messaging Retargeting
n - ' -
T Sk
Offline Data ‘mm]m] > -@ I @‘-.
Tiép thi da kénh Web

. IVR/ Call Center
Personalization

\_ J

Omni-Channel)

D,

Partners /Integrations
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Measure & monitoring

Recommend

————— CSAT ----

--- CES ----

vieets the neeaqas _ GCR S

Net Promoter Score (NPS): M&rc dd san
sang gidi thiéu

Customer Satisfaction (CSAT): D6 hai long
cua KH v&i SPDV?

Customer Effort Score (CES): S& dung
SPDV dé hay kho?

Goal completion rates (GCR): duwgc sw
dung dé do luong sé nguwdi hoan thanh
mot muc tiéu tiép thi cu thé. Vi du: dang
ky nhan ban tin, nhdp vao lién két hoac
chia sé bai dédng trén mang x3 hdi cé thé
duoc dua vao tinh toan GCR.




NPS la gi Cach do NPS

. I . o , . , “Thang diém tlr 0-10, ban cé kha nang gidi thiéu cho ban bé
NPS la chi s6 do lvong sy hai long, mirc do khach Ahu thé n3o. ba nhém:

hang san sang tiép tuc str dung san pham, dich vu va * Promoters (9-10 di€m) I3 nhitng khach hang nhiét tinh, trung
gidi thiéu cho ngudi than, ban bé va dong nghiép sur thanh, ho s& gidi thiéu v&i ban bé va ngudi than clia ho

dung. * Passives (7 — 8 diém) I3 nhitng ngudi thu déng the o, ho ciing
NPS khac véi cac di€m chuan khac, & cho né do c6 thé tré thanh ngudi quang bd cho MB hodc cling cé thé
lwong cdm xudc chung cia khach hang vé mot chuyén sang dung san pham cda ddi thd canh tranh.

thuwong hiéu, so v&i nhan thic cda ho vé mot twong * Detractors: (0- 6 diém) |a nhitng khich hang kh\éng hai long.
tac hodc mua hang don I8. MB khong chi mat ho, ma con cd thé gay ton hai bang cach chia
sé trai nghiém xau xi véi cac nguoi khac.

Cach tinh NPS (NPS Score) = % (Promoters) — % (Detractors)

NPS Survey Tam quan trong ctia NPS

*Quan trong nhat |a nd cdn ddm bdo lam sao dé cac trai

Cong cu bd ciu hdi Survey Khach hang (tuy theo nghiém phai mang tinh t8i wu nhat dé tlr d6 cd thé xay
tirng SPDV) théng qua cdch do NPS va thang diém dung dwoc long trung thanh va méi quan hé gitra khach

danh gid hang v&i MB.
*Néu lam duoc diéu do thi khach hang sé tu di gidi thiéu

san pham cda MB dén v&i ngudi than cda ho.
*Diéu nay giup MB sé giit virng doanh thu va cé thém
nhirng khach hang mé&i ma khéng can mat thém chi phi.
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Chi So CSAT

App

Onboarding

Ban thém
(upsell)/
Ban chéo
(cross-sell)

Ban danh gia thé
nao vé ching toi?

Use Cases 00 0000O0COGFNOGEOSNODS

Tinhnang
va
San phdam madi

,f:‘ 7
4

s ‘
-
(

)

Customer satisfaction score - CSAT la chi chi s6 co ban vé s hai long khach hang. N6 do lwdng trwe tiép cam
nhan cua khach hang vé san pham va dich vu.



CES
CUSTOMER
EFFORT SCORE?

CES (Customer Effort Score) ]

CES Y nghia . D

' y —I Customer Effort Score hay CES thuong goi la chi s6 no luc
, > V & . ~ \ ~ ? ~ AY ~ . o« A

q/ 0-3 CES kém cua khach hang. bay la mét chi s6 dung dé do trai nghiém

cua ngudi dung véi mot san pham hoéc dich vu. Khach
4-5 CES tam 6n hang xép hang trai nghiém cua ho trén thang diém bay, tur

CES - Tong diém dénh gia “Rat kho” dén “Rat dé”
Tong s6 lugt khao sat 6-7 CES t6t




Goal completion rates (GCR): SMS

@ Status & Photo Q CheckIn

@ SHOPMOE
« 9

Receive 20% off on your entire purchase when
you shop with us.

= Forgot something in your cart?
Buy now and get a
10% discount!

Forgot something in your
cart? Buy now and get a Shop Now
10% discount!

(4 10w BT
ol Like

Forgot something in your
cart? Buy now and get a
10% discount!

@ © &

Q i, " O ¢ - O @

Gui théng bdo KH va khao sét dang ky nhan ban GUitin nhan SMS dén cadc ngudi dung khoéng
tin, nhap vao lién két hodc chia sé bai dang trén phan hoéilaithéng tin cla ban trén cdc kénh khidc
mang xa hoi




Notification Inbox

— Native Notification

_f?_ Inbox phu hop véi
%Efl giao dién nguoi

dung cta ¢*ngdung

Thic ddy nhan dién

-TE thuwong hiéu tot
= hon cho cac chién

dich tiép thij

"

\\

Notifications van cd thé
duoc gri tdilnbox cho
ca nhi*tng nguoidiung
dd chon loai bo (opted
out) push notification

Rich Push
Notificationsciing
dwoc hd tro trong
Inbox

Inbox (88) Q Y

(=]
Upto 40% + Extra 10% OFF on Nike, Adidas
& Puma Use Code: SHOP10

SPORTSWEAR

EXTRA 10% OFF

CODE: SHOP10 | FROM 10 AM - 2 PM

. & S\,

On-site Messaging

Upto 70% + Extra 15% OFF
Grab all you want in the next 2 hours!
Use Code: RUSH15

wpo]Q%+

Bxt |S7% o

USE CODE
RUSH 15
Shop Now »




Phan tich dir liéu

Truy cdp vao cac dir liéu géc (raw data) S&* dung cong cu phan tich dw liéu
4 N Har @
iyt tableau

Nguodn dir liéu

, -: Data Studio
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Data

analytics ....................... > r%ash
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MBBANK CX Manager
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