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Customer Value Drivers Fragment

“Norms” become increasingly rare; companies must 
delve deeper to understand the needs and 
purchasing drivers of customer micro-segments.

20th Century
Homogenous Customers

21st Century
Fragmented Customers

Customer Segments
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Extreme shifts in:

�Age

�Wealth

�Ethnicity/Culture

�Lifestage patterns 

�Household 
composition

�Value                 
systems

Source: IBM Institute for Business Value

Customer value drivers are fragmenting – demographic s, value systems..
Mass customization becomes essential
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Instrumented: 

They have instantaneous 
access to information 
about banks/service 
providers, products and 
other consumers’
experiences through 
technology

Interconnected:

They use multiple 
technologies to 
interact with other 
consumers and with 
their service 
providers

Intelligent: 

They have clearly 
defined expectations 
of what they want 
from their 
banks/retailers now 
and in the future

+ +

Who is this 'smarter' consumer?
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Back to basics:

� Customer again in the center, based on relationship and trust

� Right balance between excellent service (and self service) and personal 
touch

Combined with extreme personalization:

� Ensure a memorable experience in all the interactions  

� Personalized offers, personalized pricing advancing client needs thru the 
use of predictive analytics and consistent information

„Banking is transactional, 

but money is emotional“
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How we are productizing our Banking Industry Framewor k?

IBM Software Technology IBM Banking Industry Solutions 

Repeated patterns for 
banking industry are 
integrated into new 
program products
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IBM provides solutions in four domains that provide the 
capabilities to address banking business needs

The core banking transformation domain 
allows you to modernize and renovate the 
legacy applications that support core banking 
functions while aligning with the changing 
needs of the business

The customer care and insight domain helps 
you build a foundation for creating a single 
view of the customer and enabling more 
effective and efficient sales and service

The integrated risk management domain 
supports taking a holistic approach to 
managing financial risk, financial crimes, 
operational and IT risk, and compliance

The payments and securities domain helps 
you progressively transform your payments 
operations to become more flexible and 
efficient

IBM Banking Industry Framework

Core Banking 
Transformation

Customer
Care and

Insight

Payments
and

Securities

Integrated 
Risk Management
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IBM Internal Use Only

What is Customer Care & Insight?

Capture
& Notice

Any entry point, continuous cycle, continuous discovery and refinement  

Information

Face-to-Face, Direct Voice, Self Service
InteractionsPredict & Act

Sense & Respond

Insights

Pervasive & Quick Access to Trusted Data

Analyze & 
Derive

Influence
and Drive

11
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Improved 

efficiency and 

customer 

experience

Targeted 

marketing;  

improved client-

centricity

Improved  

financial return on 

marketing 

investment

Improved efficiency 

and customer 

experience

Reduced cost and 

errors, improved 

customer 

experience

Improved 

revenue and 

profit

Business 
Outcome

1. Single View of the 
Person

2. Customer 
Segmentation

3. Targeted 
Marketing/Social 
Marketing 

4.  Multichannel 
Platform

5.  Client onboarding

6. Cross-sell, Upsell

CC&I
Projects

IBM Products and 
Assets

CC&I for Banking 
Combining Products & Technology to deliver solutions that enable business outcomes

Delivered within an Industry Context

Government

Wholesale 

CPG

Telecom

Industrial

Insurance

Retail

Financial Mkts

Banking

Target Industries 
(Primary & 
Secondary)

Chief Marketing 
Officer (CMO)

Customer 
Experience 
executive

Channel 
Management 

executive

Sales executive

Cognos

WMBTT
BTW
IFW            

Master Data Management
Infosphere Information Server
IBM Smart Analytic System

7. Personalized 
pricing, bundling

Information

Insight

Interaction
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IBM Solutions approach

The objective is to provide overtime solutions to 
answer bank’s business demands in the following 
CC&I projects based on IBM products:

1. Single View of the Person
2. Customer Segmentation
3. Targeted Marketing/Social Marketing 
4. Multichannel Platform
5. Client onboarding
6. Cross-sell, Up-sell
7. Personalized pricing, bundling

Information

Insight

Interaction
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Cost Breakdown of a Bank’s Activity
Total Mfg. & Processing Cost Base

Account Opening – Common Problems

� Lack of integration between the channels results in :
– Inconsistent customer experience
– Increased customer abandonment
– Inability to leverage customer data from other channels
– Difficulty in transferring cases and applications
– Increased work effort for introduction of new products

� Lack of automation results in:
– Administratively intense processes limits cross-sell and up-

sell. 
– 90% of applications require manual intervention, increasing 

both cost and time to fund the account.
� New Account Opening Costs

– Each year the average regional bank incurs the following 
costs 
because of there New Account Opening system:

$2.4 million in increased costs due to manual and duplicate
process steps
$11.4 million in lost cross-sell and up-sell revenue due to 
barriers caused by long and inefficient processes
$4.5 million in lost revenue due to client abandonment

– Account Opening costs are 20% of global banks operating 
costs
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Smarter Account Opening – New Generation Banking Solution

17
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Cross Selling - Customer Advisor Accelerator

�Flexibility to customize and quickly adjust 
settings without the involvement of IT to 
facilitate the negotiation where some product 
customization and pricing discretion is left up to 
the front line employee.  

�Incorporates the known information about the 
client, but also provides decisioning regarding 
the best personalized products as well as the 
best customized price to offer all coordinated 
and working together providing this information 
in the most effective way depending on that 
individuals specific job
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Unica at a Glance

Software and services to help marketers:
• Better understand their customers

• Run effective interactive marketing campaigns

• Increase marketing accountability and ROI.

Our BusinessOur Business Proven and EstablishedProven and Established

Headquarters : Waltham, MA

Global : Offices in US, Europe, Asia,
Australia, and Latin America

Financials : Public. Over $100M revenue, 
positive cash flow, profitable*

Partnerships : Over 150 local partners, eg GBM

19

• Proven on :
• Flexible open architecture 
• Teradata, Oracle, IBM, MS, Linux

• Leader in the FSS sector:
• 100+ references
• Including all major banks

• The recognized leader in 
marketing software solutions

Product LeadershipProduct Leadership

*2009 non-GAAP operating income

• Over 1,500 organizations worldwide

• Tens of thousands of total users

• In 69 countries

Customer SuccessCustomer Success



20 © 2011 IBM Corporation

Smarter Banking for your business

20

REALREAL --TIME MARKETING TIME MARKETING software:

� Presents personalized messages in 
real-time during inbound interactions

� Personalization based on:
– Existing customer data and new information 

gained during the interaction

– Or, behavioral targeting of anonymous visitors

� Designed for easy deployment and 
management (“so easy a marketer can 
do it”)

� Meets the most rigorous performance 
requirements.  Up to:

– 1,000s of transactions per second

– Half-second average response time

Targeted Marketing
bringing science to the art of marketing 



21 © 2011 IBM Corporation

Smarter Banking for your business

Targeted Marketing
Unica Interactive Marketing
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3.9% APR on Balance Transfers to a new Platinum 

Rewards Card

Stock trades with no fees

when you open a new

Brokerage Account

Built on a solid financial 

foundation since 1930

? ?

?

Real-time 
Visitor Profile

Real-time 
Offer Whitelist

On last 3 visits, 
browsed mortgages 
and CDs (including 
one anonymous)

Recently increased 
savings efforts and 
cut spending

Carries a low credit 
card balance but 
pays on time

Medium Value 
Customer

Has Checking and 
Money Market 
Savings Accounts

Please update your contact 

information

Traveling internationally?  

Make sure to prepare…

In-Session Data
This visit is a clickthru
from an email campaign 
for Savings Accounts

She is using her home 
computer
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Multichannel platform: MBTT
IBM Multichannel solution helps banks improve their channel delivery 
capabilities

� Portal capabilities for a rich front-end user 
experience

� Integrated platform for channel 
modernization

� Rich client based integrated desktop

� Web 2.0 based internet banking

� Mobile banking

� Enhanced solution development efficiency

� Integrated multichannel development 
workbench 

� Pre-built business components and banking 
transaction templates

� Easy integration with banking backend

� Dynamic business process management for 
flexible channel delivery

Internet 
Banking

Integrated 
Desktop for

Teller

Mobile
Banking
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ICBC (Industrial and Commercial Bank of China Ltd) is 
China's largest bank
•They use BTT to structure their personal internet banking, overseas internet banking and internal 
management systems with more than 70,000,000 users. 
•50 Million Transactions a day.
•Turning from ”a bank near your” to “bank at home”
•Goal to move 80% of ICBC’s retail business online banking within 10 years. 

ICBC Wins "Best Retail Bank of 
China" Award for the Fourth Time 

It is reported that ICBC was granted 
the "Best Retail Bank of China" 
award by The Asian Banker 
magazine on the excellence awards 
ceremony for Asian retail financial 
industry. It is introduced that the 
"Best Retail Bank of China" award is 
the supreme honor that The Asian 
Banker issues to the retail banking 
industry in China, and ICBC has won 
the award for the fourth time in the 
past six years. Meanwhile, ICBC also 
won two awards, i.e. "Best Large 
Retail Bank of China" and "Best 
Multi-channel Bank of China".
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The goal of BNP is to be an “original and innovativ e” choice differentiating 
against full online banks, focused on the service a nd the customer satisfaction

From a bank with multiple 

forms of access…
… to multichannel 

banking…

Customer

ATM

Telephone
reception

services

Call centers

Specialized
after-sales 

services

Minitel

Internet / WAP

Voice 
serversBranches

Customer

ATM

Telephone
reception

services

Call centers

Specialized
after-sales 

services

Minitel

Internet / WAP

Voice 
servers
Voice 

serversBranches Neighbourhood bank

Branches ATM

Remote Bank

Multimedia platforms

NetNet

Neighbourhood bank

Branches ATM

Remote Bank

Multimedia platforms

Net

Multichannel

Net

A new sales model: 
“Contacts + Services = Sales”

Contacts

+ Services

Relation 

intensification
More products /

More assets

Satisfaction

Profitability

LoyaltyContacts

+ Services

Relation 

intensification
More products /

More assets

Satisfaction

Profitability

Loyalty
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Benefits achieved with the multichannel solution 

Example:BNP Paribas Fortis Internet Banking “Multi-everything” approach: develop once, run 
everywhere

Multi-brand Provide same level of services with a different branding

Multi-language
Support consistent solution independently of language 
constraints (for internal and external customers)

Multi-partner Seamlessly Integrate local production back-ends
Reuters, local back ends, An-
Post…

Multi-country Deploy the same based solution in different countries Belgium, Netherland, Ireland

Current live implementations
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Integrated Distribution Model: 
Same Front-End logic is reused across the various portals

Web Banking Branch

Different channel

Same Data
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Integrated Desktop (IDT)

From applications to a desktop definition to solve a business need.
(Applications are broken into blocks or “services” before creating the desktop)

• Integrated Desktop provides the infrastructure to build new working environments that 
reduce the complexity of the existing environment by capturing the expertise that is 
required to the users, in a desktop expert system. 

• A desktop expert system contributes to reduce the learning curve that users need to 
get expert on a working environment and also to reduce the problems associated with 
change management in the desktop.
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Multi-Channel Transformation Benefits

Increased 
Revenue

Operational 
Efficiencies

Improved 
Customer 

Satisfaction

� Quicker to market with new 
products and offerings

�Add new products once
�Cross Sell with insight
�Single view of customer
�Consistent branding

� Elimination of redundant 
processes and functions

�Maintenance/Changes/Development
�Systems Management

� Customer begins to feel
“My financial institution knows me”

�Any customer, any access point
�Personalization
�Enterprise owns customer, not channel
�Intent is remembered, regardless of channel

Benefits of MCT
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Thank you

Ebru Binboga
CEE Industry Solutions Leader for Banking, IBM SWG


