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Banking Industry Imperatives - 2010

Macro
§ Changing economic 

conditions
§ Globalization

§ Risk management

Consumer
§ Empowerment
§ Changing preferences

Emerging 
technology

§ Technology innovation
§ Pervasive connectivity

Competitive
§ Consolidation
§ New business models

Improve customer care and 
insight

Manage governance, risk and 
compliance

Increase operational efficiency
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IBM Smarter Banking Insights

Bank location

ATM

Point 

of sale

Mail

Web

Phone

MICROFINANCE

POINT OF SALE AS ATM

MOBILE BANKING

SOCIAL NETWORKING

• Banks want a 360° view of their customers
• Banks want their customers to have an unified experience at every touch point

“Drawing on marketplace 
insights and engaging 
customers as co-developers, 
a smart financial institution 
tailors products and services 
on demand and delivers 
them through an ever-
evolving and increasingly 
interconnected set of 
channels.”
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Web Experience Software
Addresses Top Imperatives for Banks

*From interviews of Americas, EMEA and AP retail banking leaders (October 2008 – January 2010)

Improve Customer Care and Insight

1

 Integration at the glass streamlines cross-department productivity

 WebSphere Portal is the 7-year Portal market leader 

 IBM at the forefront of major business innovations: SOA, Web 2.0, Enterprise Mashups

3 Manage Governance, Risk and Compliance

 People, processes and data are all linked by Portal

 Empower everyone with managed content they need in a format they understand

 To all channels, mobile, web, desktop clients

 Portlet Factory speeds up portal delivery

2
Increase Operational Efficiency

 Account information, customer service, targeted marketing tailored for each customer

 Interactive, integrated search and help

 Built-in Web 2.0 online collaborative experience

through Rich User Experience

by Maximizing Existing Assets

through Transparency and Standardization



7

Portal + Collaboration Address Banking Needs

• Who is using Portal?

– Online Customers

– Tellers

– Customer Service Reps

– Payment Managers

– Risk Analysts

– Sales/Marketing

– Human Resources

● How is Portal being used?

– Customer-service gateways

– Employee intranet

– Evaluation information aggregation

• Marketing campaigns

• Investment opportunities

– Back-office process consolidation

• Payment processes

• Auditing

– Hot-button dashboards

• Event notification

• News aggregation



A common view to Payments, Commercial, Treasury Systems



Source data

Customers

Accounts, 

Loans &

Collaterals

Other 

Sources

Market 

Data

Loss Data

SOA Foundation & Service Mgmt.
• Trusted Identity Framework ?

• Transaction Monitoring ?
• TSIEM
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Master Data and Risk 

Information Warehouse Reporting and 

AnalysisAnalytics:  IBM

and Third Party

Investigative & 

Remediation workflows

Industry Models – Data, Processes & Analytical Services

Information Lifecycle Management

Real Time Alerts:

Event Acquisition 

and Complex 

Event Processing

IBM Integrated Risk Management (IRM) Portal Dashboard

Financial    Risk Financial Crimes Operational & IT Risk

Integrated Risk Management: Portal & Dashboards

Governance & 

Compliance



Core Banking 

Transformation
Payments & 

Securities

Customer 

Care & 

Insight
Integrated Risk 

Management

Fraud Detection & Banking Mashups
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 Over 50 million customers

 Personalized content based on account level 

and usage

 Regionalized content delivered to over 40 

countries/languages

 Scalability to meet increased demand

> 50K concurrent user capacity at one site alone

 Portal supports lines of business:

● Personal Financial Services

● Corporate Banking

● Payments

● Insurance

● Premier

● Stock Trading

HSBC – Global Customer Service
- running the brand on WebSphere Portal

http://www.hsbc.com

http://www.hsbc.com/
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Which picture had the best click thru rate on the Home Page?

A B

C D

23% uplift just 
from changing a 
door color!  Who 

would have 
guessed?

1.75%

1.71% 1.88%

2.30%35% Difference

Between Best & Worst 

HSBC – Targeted Selling

The optimized content can be anything 

– image, text, links or tools

WebSphere Portal and Content Management 
allow marketers to create campaigns dynamically

 Ability to test-market campaigns before general availability

 Give customers an offer they want to see

 Increase upsell / cross-sell

Four identical
offers, test-
marketed

Portal click-

through 

tracking

gave real-

time data

HSBC can

go to market

with best offer
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HSBC Hong Kong – Bringing Mobility to Banking

http://www.blackberryinsight.com/2008/11/24/mobile-business-banking-available-on-hsbc/



Increasing Efficiency Globally

Business Challenge

As a worldwide enterprise, HSBC had been running its business and IT operations 

independently across  different geographies. Wanting to take advantage of its size 

and economies of scale, the financial institution launched an initiative designed to 

migrate the enterprise from several moving parts to one cohesive unit.

A component of the initiative was to standardize the enterprise's messaging and 

collaboration platform, which would help cut costs and drive business growth. The 

company had been using IBM Lotus solutions since the mid 1990s, and it wanted 

to either refresh its environment with the latest in Lotus technology or migrate to a 

new vendor that could help it achieve enterprise wide standardization. 

Solution

As a long-time IBM Lotus software and Microsoft Office client, HSBC decided to 

compare the two IT authorities'  solutions and choose the best messaging platform 

between them. Using a defined decision-making process, the company chose the 

IBM offering as the best option because of the IBM solution's enterprise-class, 

next-generation capabilities and its ability to run enterprise wide operations on a 

centralized server environment, which is the direction that the bank plans to go. 

Functionality, scalability, standardization and cost were primary considerations in 

choosing Lotus products.

Benefits

- More effective collaboration and reduced travel costs.

- Faster identification of resources thanks to accurate and richer contact

information for colleagues across the  different geographies. 
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Sparda Bank
One Portal for All

 3 Million Bank Customers in 12 regional banks

 1.5 Million Internet Banking Customers

– Of which around 1 Million are regular users, resulting in

– 10 Million sessions / month

 Sparda needed a single Portal

– For customers; for employees

 WebSphere Portal’s high performance

– Exceeded Employees’ requirements

– Exceeded Customers’ expectations

 Availability of banking
systems critical to 
success and acceptance

12 Sparda-Banken

netbank AG



Royal Bank of Scotland – Multiple Brands



Calendar

Index ticker

World

clock

System health

reports

Global phone directory
Business focus

Survey

News &

events

Product in focus

Bank Hapoalim – Global private banking portal



ציות

ניהול  

אתרים

משכנתאות

יועצי  

השקעות

מסחרית

ן"מת

מדיניות  

אשראי

BHI

טכנולוגיה  

ומחשוב

ניהול  

פרוייקטים

סניפי  

אקספרס
אתרי  9

הסניפים

אגף 

עסקי

27 sites launched within Company-Wide Organizational Portal

Bank Hapoalim



 Challenge

 U.S. Bancorp has more than 2,900 locations in two-dozen states 

including acquired subsidiaries of the failed FBOP Corporation They lacked the 

ability to effectively collaborate, share content, and coordinate operations with 

branch locations resulting in inconsistent customer retail experiences and high 

employee attrition. 

 IBM Solution

 Using Lotus Quickr and Lotus Connections, retail bank employees can 

now find expertise via Profiles, share their branch experiences via Bookmarks 

and Blogs, learn from others leveraging Communities of Practice and easily 

share content in Teamrooms.

"Keeping up with economic 

developments and policy changes 

and the need to quickly 
communicate while innovating for 

growth would be nearly impossible 
with traditional methods, and that's 

why Lotus collaboration 

software will continue to be 
incredibly useful to us, especially 

as we continue to solidify our 

company's position as a leader in 
the financial services industry." 

--Mark Dickelman, Sr VP, US Bank

Results/Benefits

• Social software allows the bank's 58,000 employees to easily capture, find and share best practices

• Customers receive enhanced customer service because retail bank employees can easily find experts or 

information needed

• Implement consistent operational practices through better communication with HQ and social interactions 

with peer employees working in other retail locations

Improving Customer Service
across Branches

ComputerWorld Article

http://www.computerworld.com/s/article/9138020/U.S._Bank_picks_IBM_s_Lotus_platform_over_Microsoft_s_SharePoint
http://www.computerworld.com/s/article/9138020/U.S._Bank_picks_IBM_s_Lotus_platform_over_Microsoft_s_SharePoint


Connecting Employees

Challenge

• BNY Mellon sought a way to allow employees to link up and share ideas, from professional concerns to 
personal interests. 

• Like many financial institutions, BNY Mellon has acquired and merged with several firms.   Each Line of 
Business (LOB) is mostly autonomous with little interaction with other LOB’s.  Even interaction within a 
single LOB collaboration is limited.

IBM Solution

• Lotus Connections software gives employees a forum through which they can share interests or 
collaborate on business projects among all of its 40,000 employees.

Benefits

• Blending of information and interests of the technical employee pool, which formed from the previous 
merger of the two banking companies. 

• Future use can expand to accommodate myriad banking issues: concerns about issues with compliance, 
or needs in the back-office, employees will be able to synergize by sharing information.

• Increased interaction will drive new cross-selling opportunities

• Future plans include collaboration with clients to increase customer loyalty and increase revenues
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User Contribution enriches Web Experience 

Instant Messaging

Blogs

Experts

Communities

Authoring
Task List

Personalized 

ContentVideo

DashboardsUser Ratings

Mashup

Workflow



Stellent

Applications

Content

Collaboration

Self Service

Contextual Personalized

Secure

Role Based

Dynamic

Cloud

Consumer

WebSphere Portal – Integration Excellence 
Seamlessly Combines Internal & External Applications/Services

Combined with Web 2.0 & social capabilities, 
employee intranets & partner extranets help 
drive better business outcomes

http://clk.atdmt.com/MRT/go/mcrssaub0970000034mrt/direct/01/
http://clk.atdmt.com/MRT/go/mcrssaub0970000034mrt/direct/01/


WebSphere Portal…
A strategic product for your strategic applications

Over 300 million named users in our top 15 customers alone!!
1 in 6 people worldwide with internet access is a 
named user in a WebSphere Portal application



Lotus knows.
A Better Web Experience is a Better Business Experience

• 400% higher visit-to-lead conversion rate

• 200% higher visit-to-order conversion 

rate

• 41% lower page abandonment rate

• 16.6% more recommendations by 

customers for your products and services  

• 15.8% fewer customers lost to 

competitors 

• 14.1% repeat purchase interest by 

customers

Great User Experiences Are Useful 
and Desirable

Useful

Usable

Desirable

Customers can accomplish 
their goals

Customers can easily 
perform tasks

Customers enjoy their 
experience

―Best Practices In User Experience (UX) Design‖, Forrester Research, Inc., September 2009.

Exceptional Web Experiences can result in



Multi-Channel Transformation

Customer Care and Insight

Payments 

Banking Industry Toolbox 
for Web Experience Software

Solution Areas

Resources

Application Briefs 

Portal solutions for retail banks, 

Streamlining account opening  

Software Assets  
Loan application forms, banking dashboard KPIs
Banking Template   

Demos  

Loan origination, online banking, bank branch teller, 
mortgage processing 

Case Studies 

Fifth Third Bank, HSBC, Navy Federal Credit Union, 
Raiffeisen, SOCRAM

http://ibm.com/software/websphere/portal/industry/banking

…For More Information

http://ibm.com/software/websphere/portal/industry/banking


Japanese
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German
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Gary McBride
gmcb@us.ibm.com
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Terima kasih 
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including considerations such as the amount of multiprogramming in the user's job stream, the I/O configuration, the storage configuration, and the workload processed.  Therefore, no assurance can be given that an individual user 
will achieve results similar to those stated here.

If the text includes any customer examples, please confirm we have prior written approval from such customer and insert the following language; otherwise delete:
All customer examples described are presented as illustrations of how those customers have used IBM products and the results they may have achieved.  Actual environmental costs and performance characteristics may vary by 
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Please review text for proper trademark attribution of IBM products.  At first use, each product name must be the full name and include appropriate trademark symbols (e.g., IBM Lotus® Sametime® Unyte™).  Subsequent 
references can drop ―IBM‖ but should include the proper branding (e.g., Lotus Sametime Gateway, or WebSphere Application Server).  Please refer to http://www.ibm.com/legal/copytrade.shtml for guidance on which trademarks 
require the ® or ™ symbol.  Do not use abbreviations for IBM product names in your presentation. All product names must be used as adjectives rather than nouns.  Please list all of the trademarks that you use in your presentation 
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IBM, the IBM logo, Lotus, Lotus Notes, Notes, Domino, Quickr, Sametime, WebSphere, UC2,  PartnerWorld and Lotusphere are trademarks of International Business Machines Corporation in the United States, other countries, or 
both.   Unyte is a trademark of WebDialogs, Inc., in the United States, other countries, or both.
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Adobe, the Adobe logo, PostScript, and the PostScript logo are either registered trademarks or trademarks of Adobe Systems Incorporated in the United States, and/or other countries.
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Java and all Java-based trademarks are trademarks of Sun Microsystems, Inc. in the United States, other countries, or both.
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If you reference Intel® and/or any of the following Intel products in the text, please mark the first use and include those that you use as follows; otherwise delete:
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If you reference UNIX® in the text, please mark the first use and include the following; otherwise delete:
UNIX is a registered trademark of The Open Group in the United States and other countries.

If you reference Linux® in your presentation, please mark the first use and include the following; otherwise delete:

Linux is a registered trademark of Linus Torvalds in the United States, other countries, or both.

Other company, product, or service names may be trademarks or service marks of others.

If the text/graphics include screenshots, no actual IBM employee names may be used (even your own), if your screenshots include fictitious company names (e.g., Renovations, Zeta Bank, Acme) please update and insert the 
following; otherwise delete:
All references to [insert fictitious company name] refer to a fictitious company and are used for illustration purposes only.

http://www.hsbc.com/


Portal Market 
Presence

#IBM WebSphere Portal

“Gartner, Inc. has ranked IBM as the 

worldwide market share leader in 

Portal software based on revenues 

from 2002 through 2007.”

— Gartner Inc. ―Market Share: Application Infrastructure and 

Middleware Software, Worldwide, 2007‖ by Fabrizio Biscotti, 

Terese Jones, Asheesh Raini and Joanne Correla June 4, 

2008

“According to IDC, IBM leads the 
EPS market for the sixth 
consecutive year in 2007.”

— IDC:  ―Worldwide Enterprise Portal Software 2008-2012 

Forecast Update and 2007 Vendor Shares: A New 

Landscape‖, Doc #213165 July 2008

*Magic Quadrant for Horizontal Portal Products, 2009 

Gartner: September 17, 2009 by David Gootzit,  Gene Phifer, Ray Valdes

30 hospitals, clinics 

and health delivery 

networks worldwide

Over 40 U.S. Federal 
Agencies

9 out of the top 10 global banks

Every G8 Country

8 out of the top 10 
worldwide retailers 

4 out of the top 5 US 
health insurance 
companies

10 out of the top 10 US banks

1
Horizontal Portal Magic Quadrant, 2009* 
leader for 8 consecutive years!


