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Competitive
§ Consolidation
§ New business models |

4

50%

Parcentage of customens
who would give thair bank
only tweo chances to
fail before considering
d change in banks.

Improve customer care and
insight

Macro Consumer
§ Changing economic § Empowerment

Obalization

§ Risk management

Increase operational efficiency

25 billion %

handling billions of market
data messages each day.

Emerging
technology

§ Technology innovation
§ Pervasive connectivity
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IBM Smarter Banking Insights

« Banks want a 360°

view of their customers

« Banks want their customers to have an unified experience at every touch point

MOBILE BANKING

SOCIAL NETWORKING

lotusknows.com

Bank location

MICROFINANCE

Phone . "

Web I

Mail

=

a

ATM
POINT OF SALE AS ATM
“Drawing on marketplace
insights and engaging
customers as co-developers,
Point a smart financial institution
of sale tailors products and services

on demand and delivers
them through an ever-
evolving and increasingly
interconnected set of
channels.”
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erience Software

through Rich User Experience

Account information, customer service, targeted marketing tailored for each customer
Interactive, integrated search and help

Built-in Web 2.0 online collaborative experience

by Maximizing Existing Assets
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

through Transparency and Standardization

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

*From interviews of Americas, EMEA and AP retail banking leaders (October 2008 — January 2010)
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Portal + Collaboration Address Banking Needs

Who is using Portal?
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A common view to Payments, Commercial, Treasury Systems
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Governance &
Compliance

| | : I v :i Investigative & !

. | Remediation workflow '
Real Time Alerts: | emediation workflows ::
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Other »
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 Trusted Identity Framework ?
» Transaction Monitoring ?
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Home Page Account & Transaction Detail
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HSBC — Global Customer Service

I—ISBC ‘x' The world's 102l bank te sopch I Q l
i | 1 2, | o | S22 HSBC <»
—_—
. £ PP 0N 50 TR T e m '™
tad L s e I ' "_ m ’_ Over 50 million customers
‘ | m 12 Personalized content based on account level
‘ \(’j’ﬁ/) and usage
A Regionalized content delivered to over 40
HSBC PREAGER SERVCES NELP ME OO countries/languages
8 B0 pecicadl Larking bansce Bt ws e Premier Advarsage - w1000 of @) Scalability to meet increased demand
rciagraeum il > 50K concurrent user capacity at one site alone
'—;‘.v...,n-J;',..,-,f-,,';..-j».; Pr enrver wtesest 1 ates i ) . .
0241160.020 (0 #rvalers wih MG Bara Portal supports lines of business:
% ¥ . (’m|lm~ Prover L desr @ Dene®s Pom o ] } .
B e . Personal Financial Services
T —— MR R s s s @ . Corporate Banking
. Payments
. Insurance
. Premier
http://www.hsbc.com . Stock Trading
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HSBC - Targeted Selling HSBC <) |

The world's local bank

Ability to test-market campaigns before general availability

Increase upsell / cross-sell

Which picture had the best click thru rate on the Home Page?

i | My smart idea: Another smart idea:
Four Identlcal A R sk 4 The Smart Package B r\ '\‘\‘
Oﬁers, teSt- > Int cking Free with Direct Deposit® — s ma rt ’ Even Sma rter
- T . e remium Money Market Accoun t Linked A""‘;;‘“ The Smart Package
e
m arketed - ° ':;th ot Get Interest Checking Free with Direct
s T a nd a free night at Marriott=* c Doposiy o night ot

. 0 35% Difference
;?gjéﬁmk 1.75% Between Best & Worst
traCking Another smart idea:
gave real- The Smart Package Even Smarter
time data lsksmrdkansal)
0)
HSBC can 1.71% 23% uplift just 1 88%
from changing a
go to market door color! Who

with best offer would have
guessed?

lotusknows.com CREATED WITH LOTUS® SYMPHONY"
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HSBC Hong Kong

HSBC ‘X’ The world's local bank

» Personal

HSBC Premier

Bmm;

Enjoy a steady income

. coupons
I even after retirement '

»

»

» hhvestments
» Cards

»

Mortgages

.

Mobile Business Banking available at HSBC Hong Kong

November 24, 2008 at 11:23 pm - Filed under Software (S votes, average: S out of 5)

Service Highlights HSBC €X) the worlds local bank

Access your account details
View up-to-date account balances
View transaction history

Though this mobile service does not provide that much in functions than just passive access it
is a step forward. It helps to check on the go if a customer paid invoice number #4711 already or
not. The service works pretty well with the BlackBerry Curve 8320 browser (which | used for
testing) but it should work on new BlackBerry devices like the Bold, Flip and Storm as well.

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

lotusknows.com
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Increasing Efficiency Globally  HSBC X e wordsocal ban

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.

HTS - HSBC Technology
ervices

s P
\ \e!S

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

Sobre o Departamento Ferramentas de Trabaiho Comunicagio

~ COMUNICADOS ~ BLOG ~ ACESSO RAPIDO

to either refresh its environment with the latest in Lotus technology or migrate to a o
new vendor that could help it achieve enterprise wide standardization. Comm s it e i
Solution ﬂ

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 Tialo do destaque pinipl
IBM offering as the best option because of the IBM solution's enterprise-class, m :
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. prom e
Functionality, scalability, standardization and cost were primary considerations in
choosing Lotus products.

Féruns Agenda

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.

Tour do Presidente

HSBC <»
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Sparda Bank =

. Xchanging —
EGGELTT
) Telemanager Lotus. Notes.6.5

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

Schwbisch Hall =g

BHWA

Haus + Geld +Vorsorge

DEVK

VERSICHERUNGEN

netbank AG ~@) Union

Sparda needed a single Portal

A 4 Investment

For customers; for employees

12 Sparda-Banken

GlE noaH

y .
WebSphere Portal’s high performance 2
(=]
f . CICs s
Exceeded Employees’ requirements -ansaction 3
Gateway 8
) .
Exceeded Customers’ expectations =
Bdperformance
Performance Avg[s] Min [s] Max [s] Std.Dev. Histogram
I Transaction Response Time 18,46 0,13 23,86 2,51
Page Times Performance Avg[s] Min [s] Max [s] Std.Dev. Histogram
AV al I ab I I I t Of b an kl n [ & Average Page Time 3,08 0,10 10,62 1,88
y_ ! g [T B Internet_Portal 6PB DSL 01 Yerbinden 100,00 2,31 0,10 3,59 0,23 —
S y S t e m S C r | t | C al to [C B Internet_Portal 5PB DSL 02 Anmeldung 100,00 2,68 242 522 0,39 —
d r Internet_Portal SPE DSL 03 Abmeldung 100,00 1,05 0,68 2,28 0,13 I
success an acce p t ance Iu'rmrlgltl;:rruu}et Portal_ZVE SPB DSL 01 Ueberweisung - - 255 e 019 —
r Internet_Portal_2¥B SPB DSL 02 Ueberweisung Ablehnung 93,49 6,55 3,40 10,62 2,02 —
r Internet_Portal_2¥YB SPB DSL 03 Empfaengerliste 100,00 313 2,84 4,69 0,22 I
LCustom Timers Performance Avyg [s] Min [s] Max [s] Std.Dev. Histogram
r Internet_Portal_2YB SPB DSL Session komplett 18,58 15,41 23,64 2,00
Bl Show Comparison Report #dd bo Comparison Report [ Select all [ Deselect &l Show Boundary 2 Violations

lotusknows.com

@ CREATED WITH LOTUS® SYMPHONY™



Lotus kKnows.

irter software for a er Planet

Royal Bank of Scotland

Offering — Crossing

Regional / domestic customer, minimal
intemational requirements, e.g. Citizens
customer

Local products
Money
Manager
GPS

Global Portal

Lockbox
%% Citizens Bank

Not your typical bank*

ACHieve Access

GTS products

Brochure Ware

lotusknows.com

organisational boundaries

Regional / domestic corporate with centralised
treasury functions

Global Portal Loc picts
: é]k\me

;Momes

NatWest

Post Tradeé

GT sts
. Ee Client
?rivce

punoq Jeuonesiuebio ssoi)

Access Onlif

salle

CREATED WITH LOTUS® SYMPHONY™

RBS

The Royal Bank of Scotland
Wleasyinnfocr 2106
Highly centralised and automated treasury

functions RBS (former ABN Amro) global
corporate customer e.g. BT

Local products
Money
Manager Bankline

GPS
s o

Global Portal

\ 4

Strategy

Post Trade

% RBS GTS products

The Royal Bank of Scathand Online Client
¢ o Bant ot seatan Access Online i
Serivce

Access Direct

MaxTrad

Brochure Ware
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Bank Hapoalim

Feedback Site Map ‘uaa yowsn | WCM a'sun

Pri

’ BHI
Business focus

Use It  PAM  Products @ Sales & Global phone dlrectory

@ Yelcome Tzahi Strauss

I & In Phone Directory € In The Pontal (E2a

World

BHI Portal - The Start of a New Era v Clocks
ﬂ ﬂ @ = + Israel
The launch of the BHI Portal in Israel is the first stage in the global implementation Bkt Daul HogiiDa USEEEY

of the portal. The portal will enable more effective communication between all the Europe
branches, representative offices and Tel Aviv Headguarters. Dwould like to thank 125557
BHI Israel and the portal staffs for their intensive efforts in making this project a [uesdaviiubuli200Zgioday o

reality. Visits () 11:55.57

undefined undefined Alik Leder

Israel BHI- Head Office G.Glizer (|srael)
Israel BHI- Head Office | Shellef (Israeh
Israel BHI- Head Office R.Schneider (Israel)

News & Events PAM in Focus Israel BHI- Head Office J.Miara (Israel)
Poalim Capital Markets . Remon B 3P07-58T USD Riskto A .
investment made by Medica lll, ag Autocallable Mote Miew,
by Boston Scientific Inc ® 3P07-85T USD Turkish Li Global Monitoring System 7
) ) ) Dollar Stability Note -
Rio Brasil Representativyg Mezico
. & 3P07-84T USD Callable Range Accrual Last Lpdater: Tue Jul 10 13:53:08 GMT+0200 2007 055557
" " Mate
Latest edition of PAM's LN o
, Messages 14:55:57
Introduction to PAM Seminar Z3rd —@ Pluest What's new in the portal? . o
. s Lotus Moted) . 18:55.57
BHI Question M Product in focus [kt 4
- . . Australia
What is your first impression of the BHI Portal? & Yariv Shakec - Site Manager 20:55:57
" Excellent
© Good
0K
© Meeds improvement SyStem h ealth
Finish_| reports
World SP500 09/07 23:49 ikkei 10007 10:00 Tel Aviv 100 10/07 13:50 Dax 10007 1350 FTSE 10/7 13:50 .CAC 10007 13:50
Markets 1531.65 0.09% 18252 67 -0.05% 1135 839 -0.42% B043 46 -0.42% BEEI.T -0.28% BTG 44 -043%

* Dizplay time iz Israel (GMT+2)
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Bank Hapoalim
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Improving Customer Service

[BEbank

"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
IBM Solution why Lotus collaboration
software will continue to be
Using Lotus Quickr and Lotus Connections, retail bank employees can incredibly useful to us, especially

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.

now find expertise via Profiles, share their branch experiences via Bookmarks as we continue to solidify our
and Blogs, learn from others leveraging Communities of Practice and easily company's position as a leader in
share content in Teamrooms. the financial services industry."

Q’Iark Dickelman, Sr VP, US Bankj

ComputerWorld Article

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

lotusknows.com
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Connecting Employees

THE BANK OF NEW YORK MELLON

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

lotusknows.com
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User Contribution enriches Web Experience

Instant Messaging

9 Frank Adams/defaultWIMFileBasedRealm [started:....

Heather Reeds/def..  Frank, | like the new line of credit, we can

definitely use it!

Type your text

[ send ] [invite Otners..) [ Add Tools... || lose |
"

Waiting for response.. a
EXTenaea CreaitTor BTOKen Fence Staios

New Business
Workshop

3 Feb 2008, Noon-5pm
{all Commons

More Info

Authoring

Mashup

Video

lotusknows.com

Life - Planning to retire

Loam Mara 4 Checkilinchack  Complats
w Barora you ran
Deiste || Gone

Workflow

ﬂ

User Ratings

Universal Task List

==

Title Modification date Due date Application
New Hire checklist 29-01-2009 FMTI09 12:00 AM Checklist
Loss of a family member 19-02-2009 4/19/09 12:00 AM Checklist
Life - Planning to retire 19-02-2009 4/20/09 12:00 AM Checklist

Task List

Experts on this Topic
Blogs Communities Dogear Profile
Dar Vijay Nehry
- Vijay_Nehty@renovations.com
y
f

Bu

PL nd Mail | Mare Actions ~

SR e

Experts

Personalized
Content

Recent blog posts

How to make sawy business connections

and Hoy

Finding inspiration for n

January

vith @ podcast

amazing!

i i

Post Mew

Blogs

Dashboards

Related Content
Building the Best Team

Published Mon Jan 08, 2 5:34PM

Credit as Easy as 123

Fublished Mon Jan 08 5:34PM

Developing your Inner Entrepreneur
Publis 8, 5:34FPM

hed Maon Jan 08, 2

OFN Technology helps you grow
Published Mon Jan 08, 2008

5 Steps to Success

Published Mon Jan 08, 2 5:34PM

[
i

2
3

¥
L

ar

Post New

We need to add more recommendations
Created By: Ling Shin | Updated: 12/16/2008
Customers loves the personalization!

Created By: Lucille Suarez | Updated: 12/16/2008
More online resources needed

Created By: Gardner Raynes | Updated: 12/16/2008

One of my customers really likes the Community
Features

Created By: Ron Espinosa | Updated: 12/16/2008

We're recording more webcasts. Check out the
schedule...

Created By: Ed E-Amon | Updated: 1/9/2008
Try out the new community features!

Created By: Amar Srivastava | Updated: 1/18/2008
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WebSphere Portal — Integration Excellence

Seamlessly Combines Internal & External Applications/Services

- CiTRIX
Applications  |miccsirategy
ORACLE
| WebSphere [S5stead w
BUSINESS OBJECTS 2
[T e Flehet R @ . " Role Based
SYSTEMES B " e -
CO ntent Stell GQ} o ‘:«lem I 5@5” Contextual Personalized
OB documentum cisco 2
T VIoNETEE . S
Q X Sametime Unyte - Secure
Cloud Go gk gz
SuccessFactors £ ﬁm E!! '
-
) vidd
J Salgi ﬂphﬂ ) Dynamic
— Sl % Self Service
: W )
Collaboration @ -
> Go gle
amazoncom
Var0O! flickr
Consumer | yu( Combined with Web 2.0 & social capabilities,
employee intranets & partner extranets help
drive better business outcomes
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WebSphere Portal...

A strategic product for your strategic applications

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

lotusknows.com
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A Better Web Experience is a Better Business Experience

visit-to-lead conversion rate

visit-to-order conversion
rate

page abandonment rate

recommendations by
customers for your products and

customers lost to
competitors

Interest by
customers

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

lotusknows.com
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...For More Information

Solution Areas

Resources = Customer Care and Insight

. Application Briefs
Portal solutions for retail banks,
Streamlining account opening

. Software Assets = Multi-Channel Transformation
Loan application forms, banking dashboard KPIs

Banking Template

« Demos
Loan origination, online banking, bank branch teller,
mortgage processing . Payments
. Case Studies
Fifth Third Bank, HSBC, Navy Federal Credit Union,

Raiffeisen, SOCRAM http://ibm.com/software/websphere/portal/industry/banking

lotusknows.com
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UETATE  Gracias N0 DTN
Cnacubo

Hebrew
Spanish
Russian

Grazie

T)Sj} Than kYO U Obrigado

Arabic

Portuguese
. Merci
Gary McBride French
z %‘E;‘f gmcb@us.ibm.com
Danke
Traditional Chinese . . German
Terima kasih

[b60T (D) VO U oM

% i
hUNESIZSTWELT

Simplified Chinese
S At LILH Salamat
Japanese
lotusknows.com
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Legal Disclaimer

© IBM Corporation 2010. All Rights Reserved.

The information contained in this publication is provided for informational purposes only. W hile efforts were made to verify the completeness and accuracy of the information contained in this publication, it is provided AS IS without
warranty of any kind, express or implied. In addition, this information is based on IBM’s current product plans and strategy, which are subject to change by IBM without notice. IBM shall not be responsible for any damages arising
out of the use of, or otherwise related to, this publication or any other materials. Nothing contained in this publication is intended to, nor shall have the effect of, creating any warranties or representations from IBM or its suppliers or
licensors, or altering the terms and conditions of the applicable license agreement governing the use of IBM software.

References in this presentation to IBM products, programs, or services do not imply that they will be available in all countries in which IBM operates. Product release dates and/or capabilities referenced in this presentation may
change at any time at IBM’s sole discretion based on market opportunities or other factors, and are not intended to be a comm itmentto future product or feature availability in any way. Nothing contained in these materials is
intended to, nor shall have the effect of, stating or implying that any activities undertaken by you will result in any specific sales, revenue growth or other results.

If the text contains performance statistics or references to benchmarks, insert the following language; otherwise delete:

Performance is based on measurements and projections using standard IBM benchmarks in a controlled environment. The actual throughput or performance that any user will experience will vary depending upon many factors,
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
willachieve results similarto 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
customer.

Please review text for proper trademark attribution of IBM products. At firstuse, 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
as follows; delete any not included in your presentation.

IBM, the IBM logo, Lotus, Lotus Notes, Notes, Domino, Quickr, Sametime, WebSphere, UC2, PartnerWorldand 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.

If you reference Adobe® in the text, please mark the first use and include the following; otherwise delete:
Adobe, the Adobe logo, PostScript, and the PostScriptlogo are either registered trademarks or trademarks of Adobe Systems Incorporated in the United States, and/or other countries.

If you reference Java™ in the text, please mark the first use and include the following; otherwise delete:
Java and all Java-based trademarks are trademarks of Sun Microsystems, Inc. in the United States, other countries, or both.

If you reference Microsoft® and/or Windows®in the text, please mark the first use and include the following, as applicable; otherwise delete:
Microsoftand Windows are trademarks of Microsoft Corporation in the United States, other countries, or both.

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:
Intel, Intel Centrino, Celeron, Intel Xeon, Intel SpeedStep, Itanium, and Pentium are trademarks or registered trademarks of Intel Corporation or its subsidiaries in the United States and other countries.

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.
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