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Digitalization,
an opportunity or a threat?

G a

& Pay

Payments “ i iﬁ‘ﬁt’, amazon

Googeds) payments
app
Investment
Loans into Lending amazon n/a n/a
Club
Compariso ™" Mortgage &
n and i. insurance n/a n/a n/a
advisory comparators
Asset n/a n/a n/a n/a

mgmt.




Data are key In pro-active
servicing of clients

<>



Artificial intelligence

© Chatbots: eg. KBC youngster app K’Ching, TransferWise Bot, ...

OK, first up, let's get you logged in.

FYI, when you login, you agree to the
TransferWise Terms.

Login
..... vodafone UK = 522 PM 3 30% 4
< Home mnsmw‘sew > Manage Terms of use
3 US Terms of use
1 TransferWise Bot
«=me. 38 people like this including Taina Pefia . You'relogged in. Which currency are
_ﬁ Sénchez 4 friends ;- you sending from?
Product/Service
7 GBP? Lovely. Here's where you can
§. sendyour money to: o
o %
Hi, I'm the TransferWise Bot. = o~
& usp EUR ) ((#) cAD H
I like to think of myself as bot ona @ e .— =

mission ... —

Type a message...

... to help you send money around the
world as fast as possible, for as little
as possible.

Let's get started. What would you like
to do today?

© Automation: back-office process automation (textmining, ...), Robo-advice,
,Self-driving” cars and trucks, ...




New customer experience (1)

- ———_ KBC THE BANK OF YOU
Lis WELCOME T0 THE BANK
WELCOME OF YOU
OPENING AN ACCOUNT
REALLY IS THIS FAST!

KBC Ireland’s new to bank digital o e
onboarding

our dntot cart ok e ot o sdss e @ weak

Ak your card 0 Apeie Wale 10 start usng @ srgR ammy

o Your KBC Mobile banking

R+ 457501247

fizetés tranzakeit visszaigazolds

K&H MasterCard betéti
erintokartya

sikeres kommunikacio

fizetett Gsszeg 247 Ft K&H,S mObiIe payment

vésarlds idépontja  2017.10.02. 14:30

fizetends 6 950 Ft

N N a fizetés sikeresseégét kérjik, ellendrizze a
a fizetés jovahagyssanoz adja meg a terming|
mobiltércéjdhoz tartoz6 térca PIN kédot emminalan

fizetés

tovébb a fizetési elézményekhez




New customer experience (2)

Internet of things
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Gamification




New customer experience (3)

Personalised video’s/
client communication

Blockchain, smart contracts



Future omni-channel
distribution model

T ~
Remote-H2H =~ _ D M2M
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