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faCEbOOk bank of america Q

. I HATE Bank of America | ke
Bankof America e

//‘)/ i facebook
Higher Standards

FORR PEOPLE WIHO HAYE MORE THAN S1,000,000 Wi
IN THEDR BANK ACCOUNY

chase bank Q

" Community
% {
a_J — s

facebook

hate Chase Bank " Everyone (Top Posts)

JIU Prnt I HATE CITIBANK |« tike |

Shard “ Local Business - Sioux Falls, South Dakota
-

ABIZSARIEEBMESR @Info
IERIREENESR o e S

wall 1 HATE CITIBANK * Everyone (Top Posts) +




ERKEENWER

TR EMERIEEER - ACCOUﬂt Summary

Z8 . B ESHELEIE

EXPENSES
Housing $1,562.40

s H 75% o s

xEE =R Fmany B Food § 762.58
B KBRS S Clothing $1,245.25

25%
o g Entertainment  $ 458.22

Utilities $ 792.24
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Think like a retailer
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C—— ) WEb amazon Danny's Amazon.com | Today's Deals = Gift Cards = Help Owverst
- Mobile
Shop by Ceall Phone Hello, Danny
Department v Search |jCelizome v = Your Accountv
amazpn v Your Amazon.com  Your Browsing History ~ Recommended For You  Amazon Befterizer  Improve Your Recommendations  our Profie
Your Recommendations Your Amazon.com > Recommended for You > Cell Phones & Accessories
;' 0ttie One; Touch windshield and These recommendations are based on items vou own and more.
ashboard car mount for Galaxy... Just For Today - —
g‘;egg Browse Recommended view: All | New Releases | Coming Soon | More results 0_-
@ Fix this recommendation Recommendations ) jOttie One-Touch windshield and dashboard
Cell Phones & Accessories car mount for Galaxy Note 2
2. Sport ArmBand Case for Accessories by iOthe (February 29, 2012)
SAMSUNG GALAXY NOTE 2 N7100 Cell Phones with Service ;VeSrtE:)gCi Customer Review: Jrfrfoinl [ (833)
OEM Mobile Broadband
$3.89 Prenaid Phones List Price: 524539 Offarad by iOttis
() Fix this recommendation Unlocked Phones Pr|ce:d$19.9*3 . @ Addto Cart |
6 used & new from — e —
518 19 | Add to Wish List |
3. Hyperion Samsung Galaxy Note 2 -
(ALL Models) 2 x Battery + Charger... K| nd |e ()T ownit [_|Netintarested Lrirvr ey Rate this item
Hyperion Electronics Acce e Recommended because you added Evecase Leather Wallet Case with Stand and
Credit Card Ho... to your Shopping Cart and mare (Fix this)
$19.99
© Fix this recommg 2. Sport ArmBand Case for SAMSUNG GALAXY
NOTE 2 N7100
4. EarlyBirdSavings Dai by OEM (October 23, 2012)
Leather Flip Case Batte] ﬁves::?)gci Customer Review: yrfrdnirir [ (114)
EarlyBirdSavings . 1.iOttie One-Touch windshield and
3 dashboard car mount for Galaxy I Offered by mytopchoice
Choose Department . ;‘:9"9: ¥ Price: $3.89 g Add to Cart |
N 95 Wi B 23 new from $0.01 — —————
Fekdokde (833 reviews) | Add to Wish List |
D b Fix this recommendation —
. f )T owmit [ Netinterested Lrirdrdrdt Rate this item

3. Hyperion Samsung Galaxy Note 2 4. EarlyBirdSavings Dark Blue {
(ALL Models) 2 x Battery + Charger Leather Flip Case Battery C

Recommended because you added Evecase Leather Wallet Case with Stand and
Credit Card Ho... to your Shepping Cart and more (Fix this)

( laxy... Sa
g;r::adhlowlﬂ!hmsungGaiw *w:.:;?fm 3. Hyperion Samsung Galaxy Note 2 (ALl Models

2 x Battery + Charger (Compatible with
Samsung Galaxy Note I1 GT-N7100, T-Mobile
Galaxy Note IT SGH-T889, Sprint Galaxy Note 2
SPH-1L900, At&t Samsung Galaxy Note IT SGH-
i317, and Verizon SCH-i605) ** NOW WITH NFC
¥

by Hyperion Electronics Accessories (October 8,
2012)

kA (62 reviews) Fix this recommendation
~ Fix this recommendation
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Mobile

Internet
Kiosk

Travel
Agency

Cross-
sell

BEMEFRMOERETEPRRERVIRE

VI
S .~
@

Book a flight Pre-Flight ‘ Check-In ‘On a flight ‘Post-FIight
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BEBERNMUASEFEEREIE

Make a Reservation

We'd love to see you. Select a store

T hew Yo

Upper viest Skle

select a reservation type

Iﬂ”l”l? EasyPay on the
L, Apple Store App

YOUTH

PROGRAMS

Workshops

Free workshops for
kids ages 6 to 13.

Free hour-long
workshops.

v

Welcome to the Apple Store

Upper West Side

[ sl

Get Help Get Support

onetoone

Take your skills to
the next level.

of Workshops and -

YY) xmmmsnmmcvEzsEsEe
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HHEFTANNE : 1. EUHBEEFNEREE

HD Bank Small Business Tools

)

$1,528 a year SNN

Okay, make the move

I'd ke to discuss it first  Your Personal Advisor has the

Maonday Tussdey Wednesday
ay off yo siness loan 20 21 22
pto 19 months sooner S30AM  100PM
% Financial Ove
— €he New ork Times
February Tuesday
2017 20 Account Summary

$71,273

/ 4 Xﬂﬂﬁ%iﬁtﬁgl BM E# QEE El&g February Tuesday Wednesday ) ; Saturday
@ TiERIERERES 2017 14 150 18



Automobile

HHEFTANMNE : 2. MSHEFPMNERER

Future. y

@ Local Brarx

Realtor &
Retirement A
Future =
L
]
Saving Mortgage

Retirement Planning

Investment
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HEEFR{TANNE : 3 BUTEENEROE

IEM Sales and Distribution Financisl Scrvices
‘Whita

Omnichannel Banking

From transaction (rocessing to aptimuzed CUTOTHEr EXPEriene

ABEHARES BMELTHESIES
@ TERIBRERER




“FEEE" (Omni channel) 2% 5R &MY buzzword

T
(
m
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S IDC
- »The most successful

financial institutions in 2014 will
be those that can deliver an
enhanced omnichannel
experience to their customers
and prospects.

Source: IDC, Worldwide Financial Services 2014 Top 10 Predictions: Embarking
on the Decade of Value Creation, Dec 2013

EIRAVRS AR

@ Focus on customer experience
management, concentrated on digital
channels but in an omni-channel
context including product innovation,
and investment in customer-facing
business processes to improve both
efficiency and client satisfaction..

Source: Ovum, 2014 Trends to Watch: Retail Banking, Oct 2013

m Use technology to re-engineer, and so
dramatically simplify and streamline, banks’ current
styles of customer interaction and processing.

Source: Gartner, Top Industries Predicts 2014,
Oct 2013
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TEHREZTHEIE Omni channel

FEEEE AN S
Fr - El - B ER

The BfE S N EH B
Economist “Omnich | EhF - AlFE 2R A —1E
mhichanne HESTRE - e

means letting customers shop With = Z8 A g7/ . HAEE &
smartphones, tablets, laptops and  #HEEFHIZEF -
even In stores as Iif waited upon by

a single salesman with an

unfailing memory and uncanny

Intuition about their preferences.”

- “Mixing Bricks with Clicks”, Mar 2013

7 AEiEEZmEZEBMERTESIET
10) TEnERERES
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IEE W
EERRBEERAMHETE -
%Fﬁ%ﬂgﬁﬂ%%}ﬁ{ﬂgﬁi Single VS Multi VS Omni
HNE - ALRITHEREER :

B 72 FE AR B BLIE (L P A Y
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FHEEF(Omnichannel)AZ @& (multi-channel);E{EM R

Multi-Channel Omni-Channel

Allowing clients to transact with

the bank via multiple channels the bank via multiple channels
% *EED

Based on customer system of Based on system of
[ECENES engagements

Allowing clients to interact with

Try to understand what clients Try to understand what clients

need through analytics b i i want and like through i'y;z E
Hts=

Relying on SOA: integration of Relying on Big Data: integration
applications with messaging of customer context
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TEHENLED -

#ZF|One Bank, One Message, One DeliveryB9B1E -

<

marketer

strategy data
process tech

0

process tec

social
search (-

strategy data g

display ad @ ’\

EH'.
strategy datﬁ ,n,
process tech N

ttgydt
pro

=54 & s

strategy data
process tech H

mobile @

strategy data g
process ehi‘n'

strategy data &
process tech R

ATM/kiosk ( 'y

strategy data &
process tech l

phone @

strategy data &
process tech n

pt tgydthﬁ

branch (1L
POS (5

strategy data &
process tech H

mail

AHMBHAREEBMERTESIES
TEMRRERER

IBM calls this

Omni-Channel Marketing




Bank 3.0 Z#iERME : EmEEE LNEHEEE @ IRTTEIEIHE =52

E=¥N HERE

SR TT | . GHIER - GBI
a3\ 14 (m| == Q [ ] = E &:‘:— v N,

EEEE T : [ et i

N Al = Jhle St

T L\ #Ene
TEFER o SMS/MMS/E#4

Y ) EER U= EEIEA =3 - s 0. O MELNG .
d \\QFA%ﬁ%ﬁ% 2y SMS . EEEHRSINE

2R HE R B

FEESER »
o R \ o WebE B MR
EiRS ~Enaansse AL S| EHE o Internet/ ATMIH 14 = IR s ﬁfﬁ; =
008,15 D | BT AR e O
(= M=)

& Web Interaction

BIEEBRE = fﬁ’%&}%fg .
«Self servicet BEURE . E?ﬁéﬁ
appt booking

AR FANERNE . SEEEDNE
. SREEEANER ,//////
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s AREBBEETR 5 BREA - RRRNEE
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ING ) DIRECT
) Save your money’

shareBuiLber:

A » \L
INVEST AND GET —
A $50 BONUS u

=) METREE.
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 ARARDEERS Hold Time...
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ZERBSTHNERBIR- AREETH

= ===
Hr—— p

= — m—— : ’
—_——_——_— T =0 ‘

EREARRISEEIAEY profile
Real-time
Profile and <+

Session Data

S profile E i

e ey e BEA REBEANE

=
rrem e
FUPRG—— o DIRE R EID
- g S
™ JREHR
pmcas s [0S
= = M e ¥ - K3 5
RETIHER = H
—_— > Offer B4
| mezerm=s UNICA|] __ .. °
%5%5%15 g@mﬂ s ::::\ HREETAR
) J - L . | EaER
X o o o I nt’e ract ¥ WOATH FEEES
Sl it n—l e —— B [ o= Al 7o i s iy ||
) REITHESR e e e e Suncae:
i ) BETALRE 280 | seuw-
: ' . >
_ B
Campaigns Actions + Options * Help
[ ot s/ Pyt - TR S T ETX] -

n Campaign s | AssRues.. | ot

() tancr ) s cnment ENEENTHES

Enable  Performance (

Eligible Segment Recommended Offers
HENGRRE Offer A (100)
Offer B (75) —_
BAEGRR Offer C (80) NETES
Offer D (60)
HENGRE+EE B4 Offer E (90) Offer E| |Offer B

— — £ ‘ }Eﬁ
24U R Offers
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(el

eMail Ea \\

-

Mobile L%%ﬁ%%%ﬁ@
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NERTERAR
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OmniChannel SR1TE6 : ING BIRESBIRES IZEE W
AR SEEEE
P RIS AL iR
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fIIEJf' EEUHN%

T ‘ - . Customer /
e | pr——— = LLLI

FREmTiH
FESSH 3w

browses ING
webpages for a
savings
product ...

3d Part j

Fenmarken Profyretenng

I e o T — .. but does
-

S e e zgew e o ot e s o

not continue
the process |

+ e o € 4 W

o AR Twpe g M v G e gend wd W T TG Aehaw) O 06 W
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OmniChannel $R1TEH] : ING BRESHBIR
WAL T E ML
TI]EJE'EEU?UU%

' Outbound CallzE )

=41l

BTN RS
e B iH BE A iR

"'ﬁ%’m

T'_Ui-)\}_nﬂnzﬁf)\%
Tj_ﬂ?j:—fn H,J\%

M Kroonprins
ook In
Londen

-t d i

et e

3'd Partym==== e

Rt
¢- R )
A

339 gt met

| e | St | B | S | W

wakker van Moody's
Duutsland anker eurozond

Krijg nu een oranje
badhanddoek cadean
Spaar € 500 of meer

b D00 mee

Customer leaves the
bank website and
browses the newspaper
pages.

An ING savings ad
shows up, targeted at
this individual customer.

The customer clicks on
the advertisement

Impact: personalized
banners have a 2x

NS =] _>‘t
/‘:E”E, ?TA

e GG

higher CTR

IVSES

ti%ﬂﬂf?’ﬂﬁﬁﬁﬁﬁwﬂj




OmniChannel $R1TEf : ING BERESIBIRES BEE )

e AN N
JE%EE %ﬂﬁ}lﬁ e AL 1%
EEZZEERR
Ti* — And returns to the ING
- e webpages
—_— i o
The customer starts
:__ filling out the application m-!-l_-
= form gAKEI
— \
, = A\
o ... but then abandons | . . —.. =
————————————— thE-" [}I'DEE'SS 5%5 t%;ﬁ_ﬁ%
olfF - TE_I:ZJ 17U
clEBEEZS Y

BEFZ2HT 3% 3BMobile APPHJ |
) g5 7= 2 SHEE - BEE NEHLTEPER
BEARE{TE) 18 NN77 2R BR RB A

s, Fﬁ_h*ﬂ B =




OmniChannel $R{TEH : ING BERESBIREH BEE )

AR =
B TE £t B BB AR 127

=h%
Gl

BEELZTHEERE
W&k B RIAR RS

Outbound CallzE \k
%ﬁ*ﬁ?ﬁ?ﬁ% B
BEITHRE

Lead Generated for call
center service
representative to call
the customer the day
after and offers to print
out the application
document and send it

V|  over (remarketing)

29-2-2008

assurannebelaslm
1@ Stopzetten Girotel Offine  28-2-2008

. Eﬁﬁ"xﬂi&.m 152200 The customer agrees
B o 1 | and completes the
zo r::::::‘:.::c:::mgm_ application
0021 Tamgen I.Ii;:uenngﬁverzekenng { 1
e 7?\ AASL ] ACOAA
- 12 Impact: conversions
7@ 25 -h;ﬂ 47| on some of these offers
| are over 50%




A few weeks later, the
customer still hasn’t
transferred funds

EEZ B Tﬁ
W&k B RIAR RS

Mijn ING Nieuws
april 2011 ING S

Leos Saze masnd

* Ean spen voRamtielmisie

+ Omtesectee etoamsmchie Bicasse
-W..

The customer receives
the monthly newsletter

. "!l' e K B Bt Koo pans v o e
» Nndorland Voo atland

» LA vt 5 Ioet 01 e Vit 1 1 BELAN Y
+ st ot omeninkol

The newsletter is
personalized and starts
with a topic on savings

accounts ...

i B {EAIeDMELE
TEEHEES

24 E | Pool

. and a call to action to
transfer funds

g




OmniChannel SR1TEMl : ING BIEESBIEEH IEEL W

TS E SRS

Siatal T
BT R PER ke

W&k B RIAR RS

Outbound CallzE
BMHELE &
FAEmITIH §

FES S-S ZEHHE

-
AL A
_ A

A few days later ... the
customer goes to the
secure website to view
account details

—

ING

Mijn ING overzicht

A personalized
message is shown in
the service box, urging
the customer to
transfer funds.
= o The customer decides

o il e | T % | to transfers funds and
*H Fz% ﬂ = : ' does this with a few
clicks

—+ SHE Jmit
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OmniChannel SR1TEMl : ING BIEESBIEEH

BTARSHEHE
BE B AR A
B R 2 EERE e

MR~ B RIA RS y/,

of funds.

€770, .

The customer uses the
mobile app to make a
payment

v~ CTVTem
A personalized offer
pops — special bonus

€1.050,% -

E‘Z%E}E WEEE
Ol - = 17lm

points for when the | IS *EE%%#
customer deposits more "\ T
I'.\I
BEIZEHIR #%BMobile APPHJ |
;Efn” = %E}:—k?:ﬁ %n\ﬂé 1@%% W‘/ﬁ\“nﬂ%ﬁﬁﬁﬁg
B PARBITE IR I07F FRER RARY AL

HIPSES




OmniChannel $R7Z4 :

EETTEERSE

Outbound CalI?é'E

%4‘Hfzﬁ7ﬁ+ B

ING BEESIBIRES TEEE W

AR =
e it B e B s ki

=h%
Gl

R B BUAAER

welkom bu s = ING Nederland

is op Facebook.
Registreer je vandaag nog bij Facebook zodat je contact kunt maken met ING Nederland.

The customer has liked
the ING page on

g’ ¢81.114

Vind-ik-leuks

facebook

ja
fanneer ik een betaling via Ideal wil doen en

ING posts a personalized
offer for this customer:
the ‘bonus point’ offer

ERATE

p——. 75 2]
RN TR ERERRY AL

PSS



OmniChannel SR1TEMl : ING BIEESBIEEH IEEL W

AT AL R RO EER R =
P B+ IR AS A8 IS 42

“:5'_‘_'/\ HE* %E u%‘itéf’m

I =1=ENECE
A while later, the customer visits the website and
looks at INGs interest % on the savings accounts.

And then, the customer starts to withdraws
funds from the savings account.

T

The next day, the customer
visits a branch.
= &1 A/\
A warning message shows EIH% %ﬁ??f
up on the branch screen — the ?EPE%’EE*Z%E
agent offers a increased ="

savings rate and retains the
customer

Impact: banners that are
triggered based on behavior of
a customer have up to 10x
higher CTR
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FIBM OmniChannel?

ZET ORI EPEERBERE E

102,205 4578, 100%
HOME PAGE

45,261 1&1h, 44%
B

12,562 4-&1%, 129% [

SIGN IN

11,002 ~&1F, 12% [

Satisfaction Survey

5,075 4, 506 [

SEARCH UNSUCCESSFUL

4,978 +&i%, 5% [

CREDIT APPLICATION:
START

2,000 4, 206 [

Video

1,985 4-&if, 2% L[]

SEARCH SUCCESSFUL

1,580 Av&ig, 29 [

Lounge Chairs

1,476 4&i%, 1% [

Office Chairs

15,288 18, 15% [
Hikwm

10 -1, 0%
B

2,587 &iE, 529% [

CREDIT APPLICATION:
PERSONAL

1,517 A-&ig, 30% [

SIGN IN

864 4if, 17% [

HOME PAGE

0 &%, 0% O
Hilk W

0 1%, 0%

B .ﬁ

2,427 A&, 94% [

CREDIT APPLICATION:

VERIFICATION y
93 A&1E, 4% [l
SIGN IN

41 &iE, 29 O
HOME PAGE

26 A&iE, 1% [l
CREDIT APPLICATION:
TERMS AND

0 f-&iF, 0% [l
i ™ i

10 &%, 0%

B

1,023 4&iF, 429% [
CREDIT APPLICATION:
TERMS AND

828 A-fiF, 349% [
SIGH IN

514 4-&iF, 21% [
HOME PAGE

51 AiE, 204 O
CREDIT APPLICATION:
COMPLETE

AiE, 0% |
Hilk Wi

TEMRBENRES
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Shopping Comparison
Affiliates
Social
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Iz‘ 13/02/21 516 WIS fi-zear—) CSUITE.DEMOLOTUS.COM 0
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Iz‘ 13102122 FF7:30 WIS fi-zear—) CSUITE.DEMOLOTUS.COM 0
13102122 EF9:47 RiSH Herguh S CSUITE.DEMOLOTUS.COM 0 3
=)

AHEHRARES BMEXSTHEEIES
TEMRRERER




E)
ES
#HAam O FR60 migi ¥ih FaE
| zawxm| 11 1] s |1] 10 | 4 1 8
Event = = !
#ih
BB Q0 Q@ " m ﬂ
Shopping Comparison IIII IIII
Affiliates
Social
Ekatite
fize o]
15 20 25 30 | 5 10 15
2013 —A 2013F —H
v RER
EERE LY ma e
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@ 13002114 L5649 HwEE BEE - 0
@] 13002114 FF7:06 i) BEE - 0
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Affiliates
Social
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