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What’s driving change for your business?
Four areas of focus

Increased Customer Cost
Competition Demands Pressures

Heavily backed fintechs Banking customers expect a With Return on Equity and
seizing profitable areas fast and personalized digital- operational profitability falling,
of market share through their first experience across all banks must reduce costs and
ability to act with greater areas of banking. increase competitiveness.
agility and speed.
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Where do financial services companies see the value
of intelligent automation?

Proportion of respondents who said different aspects of automation @ Extremely important
are very or extremely important to different parts of day-to-day work @ Very important
78% 76%

70% 71% 1%

67%

42% 37%

32%

Re-entering Checking Improves Frees up time Collaborative Collaborative
data customer data speed in for customer working with working with
decision making facing work teams third parties
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Financial
Services
companies are
considering
how best to
benefit from
Increased time
availability

Confidential

“If 50% of the work you undertake today was
automated, which other activities would you
be free to help drive?”

% 48%
51% o
Use data analytics to Spend more time
uncover problems in with customers
e processes

N 45% 44%
n'_l_’ Collaborate with Use data analytics

\ / colleagues to spot red flags in
customer behavior

O 13%
(o
Identify the next products { i d Find new ways to

and services customers collaborate with
will want to buy “ “ third parties
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Ability to implement intelligent automation
through collaboration remains a challenge

Don’t know It’s difficult - | haye
to approach senior

3% o~ 46%

management, who wi said it was still
en speak to IT to
i IS i design the change N of ot .
How challenging s It difficult to improve
for you and your team
It's easy - we have a to improve the way the way they
technology platform that -
enables us to redesign you collaborate with Collaborate
processes without altering colleagues through
back-office core systems automation if you identify th rough
a better way of handling t t t
It’s relatively difficult
35% a process? - communication with au Oma |On O
IT can sometimes be
; - complex and time- exeCUte
It’s relatively easy - we can consuming .
communicate with the IT team
to redesign the process Improvements
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Five Ways Intelligent Automation Can Transform Your
Business

Perform Data Checks
®

am [Iransform Customer Journeys Fill out Forms
Reduce Call Handling Time

Handle Customer Queries

'5,:’“ Enhance Em p|oyee Expe riences Orchestrate Work to the appropriate resource

Employees focus on important tasks and CX

Rethink how work is done
U nlfy Operations Processes and Journeys are aligned to a specific business outcome

L %o

Checking Regulatory Guidelines
Factoring in new lists of PEPs
Perform KYC and AML Checks
All with Key Stroke Auditability

Reduce Risk

%

Reduce human error

Improve Data Qual Ity Respond quicker to regulator or auditor request

Improve visibility of functions, processes and resources

11 SSEC blueprism
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Automating and
Streamlining the Customer
Onboarding + KYC Journey

This European Bank is on a journey to automate,
streamline and digitize customer onboarding +
KYC journeys across its channels and products.

Having transformed consumer current account
onboarding, the bank is leveraging the same
automations to accelerate standardization of
onboarding processes for personal account
opening, mortgages, credit cards, overdrafts,
personal lending, student accounts and
business products across channels.

Business Drivers | FINANCIAL SERVICES

» Customer experience improvement via faster and easier
customer onboarding

* Mitigate bank’s risk by improving regulatory compliance
and reducing fraud and error rates

* Improve cost efficiency by using automation to perform
manual and repetitive tasks, re-assigning employees to
more value adding activities

* Increase revenue by reducing the number of customers
lost to poor origination processes

Solution

« Straight through processing of client onboarding
* Collect client ID and verify
 Authenticate client using KYC services.

* Screen against watch lists via KYC services

Transformed efficiency Improved Compliance Real-time Management Information
75% FTE saving on product onboarding Blue Prism identifies highest risk customers to Real time visibi_lit){_ over onboarding +
journeys automated focus skilled resource on KYC process via live dashboards

Lower risk cases are processed via automation



South-African Bank

Digital Workers built Portfolio of Evidence across
24,000 accounts

2,000 15 Min 600

Number of exceptions
handled by employees
(2,5%)

Per portfolio, compared to 3

Portfolios completed per day h h ffort
ours numan error

Would have taken 375 employees, 120K man hours
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FINANCIAL SERVICES FINANCE

blueprism ‘ & Santander

blueprism.com

Lightning Fast Loan Approval
at Banco Santander Gets Money
to Small Businesses in Minutes

Business Impact

> 3 Mins
1,300

loans processed
each day

57,000

hours back to
the business

time to process
and deposit loan

Technology Alliance Program Partner

Ctri365



Financial Service

Automation
Hotspots

Commercial in Confidence

IT Operations —
Password
Reset, Access
Control,
Support Call-
outs

Trade Finance

Preparation of
Board Packs
and Reporting

Launching of
Digital
Products and
Services

Reconciliation
Processes

Know Your
Customer and
Anti Money
Laundering
checks

Automation

Hotspots

Pricing
Calculators

Customer and
Employee On-
Boarding

Claims and
Loans
approvals

Customer
Query
resolution —
Omni Channel

Customer 360
view for cross
sell

blueprism



Financial Service Automation Hotspots

Launching
Products

Query
Resolution

Trade
Finance

Data
Migrations

Audit

Reports
Customer

Self

System Service

Testing Claims /

Loans

Business Transformation

Complexity

Major / Once off Projects : / Customer Value Card
........................................................................ ?oooooooooooooooooooocoooooooooooocooooool Application Peccccscee
Low Impact / Frequency: Employee and Customer
Experience

Account
Statements

: On
Ll Boarding
Processing IT
Operations
Invoice
Processing

it eeeeeannanaeeeeeeseeeeteeattataan____—___—_esesseetesetettessnnannnnsnnnnnesesseesessssssssennnnnnnnnnnsssssessssesesssseseeeenes. \ONNMENEY .

Manual / Repetitive
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Current Climate / Barriers in Financial Services

How Intelligent Automation can Transform Financial
Services

Implementing a proven Robotic Operating Model

Benefits Realization from Intelligent Automation
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ROM2 ensures automation programs deliver

Reduces risk and
increases
confidence when
deploying
intelligent
automation

18 Commercial in Confidence

i

Makes an
organization’s
transformational
vision actionable

Increases buy-in
across the
organization with
greater alignment
between IT and
business
operations

{5
395

Ensures a rapid
and repeatable
approach to
process delivery
communication,
control and
visibility across
the organization
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/0% of digital transformations
fall short of their objectives,
often with profound
consequences
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Blue Prism Digital Workforce:
Driving long-term strategic value

WAVE 3 Business Transformation  *°°°°cccccccceecccccccccce

WAVE 2 BUSIHGSS Performance ooooooooooooooooo

WAVE 1 Efficiency and Productivity

006

SHORT TERM .................... > MEDIUM TERM .................... > LONG TERM

20 Confidential SSEC ‘ blueprlsrﬁ



The ROM will guide you every step of the way

No matter where you are on your automation journey

REINVENTION

Automation for Transformation
ENRICHMENT ‘How can we transform our organization?’

Automation as a Capability
‘What can we do differently with automation?’

EFFICIENCY

Automation as a Tool
‘How can we prepare for automation?’

1 2 3 4 5.
Aware Active Operational Thriving Visionary

Intelligent

Small efficiency gains Deliver continuous Embed automation Scale automation to :
and streamline ways improvement to programs and redesign and Automation enables
of working using enhance customer achieve further reengineer customer ~ dgital transformation
internal tools and and employee efficiencies and employee vision to redefine the
capabilities experiences journeys way your company

operates

Commercial in Confidence SSk ‘ b|UepI’I8m



The 5 Foundations of the ROM
The detail

VALUE REALIZATION

: e
STRATEGY | WORKFORCE m DEVELOPMENT {(:)} OPERATIONS

: Embed best practices to

Successfully transition

Build a strategy and identify transformational

towards a unified workforce, I Align with your delivery : achieve a smooth production
governance framework to . opportunities through a : : ) .
e seamlessly connecting S methodologies to focus on ; process with efficient
support your organization’s - combination of research, . : .
people and digital co- creating value at speed : planning and control of

vision design and consulting

workers

o Building your - Methodology &
Future of work vision organisational model GEREICSHON teamwork

Adopting new ways of
thinking & working

business operations

Deploy & release

Business case & value Delivery controls

Assessment & prioritisation

Change control

Educating and upskilling
your workforce

Workforce management

Hybrid workforce strategy Cost to serve vs. Benefits Testing & quality assurance

& optimisation

Governance,

Onboarding and training
digital workers

Introducing live data

Requirements Design Recovery and continuity

risks & controls

Benefits Realization &
validation

Hybrid solutions

(IA, HITL, DX, 3rd party) Security & access

Architecture & technology Policies & standards

Change management Support model

Roles and career paths

Enabling value delivery Continuous improvement

22 Confidential SSEC bl ueprlsrﬁ




ROM is enabled by SS&C | Blue Prism®
Intelligent Automation Portfolio

UNIFY
Experiences Operations

Q.

Journeys

@ Platform And Operating Model

23 Commercial in Confidence SSk | bluepl’lsrﬁ



SS&C | Blue Prism® Intelligent Automation Portfolio

UNIFY
Experiences Operations

Journeys Work

Process Assessment Decipher

Process Intelligence Document Automation

Capture Desktop

Automation Lifecycle
Management

Email Al

¥ Biatform and Operating Model o
Platform and Operating Model Enterprise Cloud Exchange

Commercial in Confidence SS& ‘ b|UepI’I8m
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SS&C Blue Prism...a Powerful Combination

Confidential

Integration Orchestration

Process Mining Automation

o
Process Capture Al / ML
Task Mining IDP / OCR / NLP

Flexible Cloud Options | On-Premise

Analytics

Low/No Code

Customer Forms
Web Apps

Employee Apps

SSEC blueprism



Current Climate / Barriers in Financial Services

How Intelligent Automation can Transform Financial
Services

Implementing a proven Robotic Operating Model

Benefits Realization from Intelligent Automation
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Benefits Realizations Management Framework

ldentify
g

* |dentify Expected Benefits » Practices that enable the » Sustain Benefits and achieve
« Determine whether projects, organization to deliver the strategic Objectives
programs, and portfolios can expected benefits » Ensure that whatever the project
produce the intended business « Management to minimize risks to or program produces continues
results. future benefits and maximize the to create value.
« Will it Deliver ? opportunity to gain additional « Continue to Deliver Ongoing
benefits.

« Maximise Value by Doing

27 Commercial in Confidence bl UepI’ISI’ﬁ
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Direct and Indirect Benefits

Concrete and Tangible and can be directly Difficult to attribute directly to an automation,
attributed to an Automation and is easily . but is deemed as impacting the outcome and
calculated . difficult to quantify

« Customer Satisfaction / NPS / Employee

« Accuracy and Quality Satisfaction

. Productivity « Reduction in Customer Churn

* Hiring and Training * Compliance

. Risk Mitigation  Forecasting Accuracy

« Complaints
* Right First Time

 Reduction in Work

 Key Man Dependency

Commercial in Confidence . bl UepI’ISI’ﬁ



Why look at more than FTE savings?

Example Direct Indirect
- Don’t forget
there can be
more
benefits
than just

FTE savings

++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++++

FTE Savings Productivity Rework Transformation Right First Time Total Savings
Project

Commercial in Confidence bl Uepl’lsrﬁ



Benefits realization management
Indirect Benefits Categories

Efficiency ‘

Staff

*Cost of training

*Process Duration -Regulatory fines *Cost of hire *NPS score
*Volume of outputs

. *Unpaid leave "
. ) *Cost of fixing an error : . *Customer attrition
*Downtime reduction O : *Overtime reduction
*Reduction in 4 eye checking *Average sale value
*Cost of rework

. : *Temporary staffing M
«Cost of contact Centre Call Cost of complaint Value added work % upsell

*Key Man Dependency

*Transformation or Cl initiatives

Office/floor space

*Pivoting resource to a new *Over stocking .Logistics *New product releases
product/process *Forecasting . Ca?bon SIMISSIONS *Project time
*Changing a process *AHT reduction on calls *Upskilling Business teams in ClI

*Materials wastage methodology

30 Commercial in Confidence bl UepI’ISI”ﬁ



In summary

v" Don’t speculate. Be as confident as you can be in your numbers and state your
assumptions. Colleagues can question your assumptions, but not your data.

v Include all interested stakeholders early to work together on agreeing business
wide values and definitions.

v It’s likely that your forecasted benefits will be a range figure. As with most
change projects, your forecasts will become more accurate as your progress.

v" Keep it simple. Use the same calculation method for the cost of your current
process, your forecast and your actual.

v Use the SMART principle (specific, measurable, achievable, relevant and
timely) when calculating benefits and back them up with data.

v" Be comfortable that your category of benefits will grow and be refined over
time as you think of more innovative ways to show benefits

v" Don’t just focus on the simple staff FTE cost reduction, benefits are far more
than that

31 Commercial in Confidence b|UepI'I8m
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External Industry Dynamics impacting Insurers

Shiffing Customer i
Expectations ® :

Empowered customers ® @ | =

with an always on m gt
expectation demand o -

exponential improvements S e
in service e i
®® Growing threats with the ' \‘
o- ' emergence of Digital
Disruptors

Growing number of

@
(=)
oq "i New Market
mB L Entrantsinthe
financial services
market

Confidential

Rising cost of

/J
administration § l I I

Customers expect more
for less
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Cascading the Organization Strategy into the COE Vision

O © (@

Defend and grow Retail Improve Continued turnaround Turnaround African Win the war for Talent Refresh Technology Cost efficiency
market share competitiveness of Short-term business business offering Leadership

- + g > @ " £ Segment is in strong position but g Sluggish sales, Net Client Cash
) [ "5 o o = £~ emerging competitor threats to §,“‘ Flow pressures and Operating
g’ > g’ 8 ') e 2 ‘g g $ staple income products »n Profit remain constrained
o @ S T o S =
2% s £E% o v =
c® 22 €8s £ o £ Recurring premium sales, VNB 8 Strengthening position in the
= B 2" & S : E ™ margin and Net Client Cash Flow N market and ensure regulatory
< 7 n @ o0 8 under pressure ® compliance
(&)

Digital EVP & CVP Requirements New Grow &
Servicing Refresh Service nurture
Models Talent

>
o)
()
=)
©
| .
=)
(%}

Strategic
enablement and BAU
traction
Critical Service
Delivery initiatives
Cross-functional
Agile team culture

[72]
c
=
-t
©
1o
0]
Q.
o
o
P
c
=2
<

Applied mitigation & New Omni-channel Moments
Intelligence Compliance products experience of Truth

@ Turnkey Automation solutions Process Intelligence



Embedding Intelligent Automation in the Application architecture

* L m [~] g

. Call

Advisor
ul

Mobil

Contact centre Ul

blueprisir

Service Assist

Customer Self-
service

Customer Self-service

F v 1

Single Service Ul / Tier 1 / Headless Engagement Layer

Intermediary
workbench

SSk Chorus

® bizag

4 v

A v 2

v

Money in /
v out
4 v

Advice & Complaints /
Sales Compliments
L S 7

- 360 Policy Values
- Tax Certificates
- Policy Statements

- 360 Policy Values

- Tax Certificates

- Policy Statements

- Disinvestments

- Bank Detail Changes

- Payment Date Changes
Beneficiary Changes

- 360 Policy Values

- Tax Certificates

- Policy Statements

- Disinvestments

- Bank Detail Changes

- Payment Date Changes
- Beneficiary Changes

- Advice, Quote &
Application

- Enquiries

- Initiation of servicing
transactions

- Selected Change
status transactions

- Attach to existing
cases
- Create new cases

A v 4 v 4 v v 4 v
: ; IBM DataPower
Service request Orchestration Layer Gotetrt
4 v
API Product Admin Systems Intelligent Automation Work Sources
Catalogue & Databases blueprisri
R A > Digital Exchange - Manage call transfers & cases from front-ends for resolution (FCR)
_____ - Service requests that are out of scope for IA
€= - - > ol o 4----- m <4----" - Service |A exceptions
> % o2 & 5l - New & Diarized cases from all front-ends
el=|5| R E|X|Z 8 o <D( o - Cases returned from Specialist Back offices for follow-up or further requirements
O|&|”|2|8|&|= b|UepI’I8m - Cases to be authorised
o A y
] 1 1 1
| 1 I 1
[ 4 [ 4
- Complaints - Medical Division
- Underwriting - Product Support
- Forensics - Legal & Compliance
- Section 14 - Management Accounting
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SELECTING THE RIGHT

PROCESSES INITIALLY

IS KEY TO ENSURE
ORGANISATIONAL ALIGNMENT
& SCALE

SSEC ' blueprism



Use case 1: Withdrawal from Investment products

Business case:

L Customer requiring funds from their investment product(s) initiates a transaction via Financial consultant at the branch / Call centre agent at the
contact centre / Advisor via email / Via self-service options. Dependent on the product, different workflow applications hand work off to the back
office for processing. If work is in good order and all requirements met, transaction is sent for authorising before pricing and bank

disbursement.

Business Challenges:

& - Key Customer moment of Truth
Large backlog of requests, with avg. 4000 new cases/day
- Numerous products and customer segmentation, with complex rules resulting in different ways of working across teams
- Limited product knowledge workers at the branch
- Numerous paper-based supporting documents required (e.g. ID, Bank statement)
- Existing workforce load balancing across varying pieces of work
- Disparate systems required to process (e.g. browser-based workflow, Mainframe, browser-based data validations, 3rd party correspondence, email)
- Limited retention opportunities
- Long cycle times resulting in SLA breaches to customers ( > 15 days)
- Multiple inter-department hand-offs (i.e. Financial consultant > Request assessor > back office processor > authoriser)
- Numerous call centre follow ups (failure demand) as a result of lack of in-transaction communication and delays (avg 6 follow up calls per case)
- Large number of customer complaints and NPS detractors
- Limited fraud checking due to volumes
- Excess operational costs due to overtime
- Multiple write-offs due to human error
- Inconsistent customer experience across channels
- Multiple territories in scope

37 Confidential SSEC bl uepri sm
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Use case 1: Withdrawal from Investment products

Solution Deployed:

Automated processes triggered of respective workflows. The DWs validate Bank account details, Policy details and Personal details before completing a fraud
database check. Transaction fulfilled on the Product Admin mainframe system, and workflow is automatically updated. The DWs trigger customer communication

at each stage of the process. Cases processed by DWs for cases below a set threshold are automatically authorised and prepared for pricing and bank
disbursement.

For submission via email, an intelligent email automation solution predicts the customer intent and sentiment (leveraging NLP) and extracts all information from

unstructured forms and supporting documents (via advanced OCR), before validating and automatically creating cases onto workflow. This in turn triggers the
DWs to process the transaction.

SSEC blueprism



Impactions of automation on business Service models

Treatment

AX —»— Documen
Broker Mgmi
o
ﬂ Post
Customer Needs:
+  Acquire
« Change » Contact Front
+ Withdraw Centre oice Workflow
. Inaure Off ce *
FCR
Email
Webform Back
Office
Chat

,» Web

L App

39 Confidential

Resolution

— 1

»

1/3

DIGITAL

Access

Channel

» Branch

Media

Paper

Treatment

Document
Mgmt

Front
Office ’

Workflow

KZ
b
’i

_b>
B
B

b

Resolution

Handle exceptions
& teach the Al

‘ ‘ WORKFORCE

e\

Human workforce + digital workforce

(= == [

1/3

PEOPLE

1/3

SYSTEMS

-

—
—~—

SSEC ' blueprism



Why Blue Prism

Way beyond RPA: Instant access to an %
already Al-equipped digital workforce
to train and deploy.

LLOYDS BANK

Scalability: Enterprise-grade design for

the broadest scale. Bank of Ireland

Industry expertise: A customer success
and support team to help you achieve
enterprise-wide transformation. Allianz ()
Partner network: Benefit from the

knowledge and skills of a 300+ £
technology and consulting network. FAS M ERE

INSURANCE

Security: Unrivalled security standards
with FIPS compliance, Veracode Level 5
and a tamper-proof audit trail.

* nab

Flexible deployment options: Tailored

to suit your business — cloud, SaaS or

on-premises. ‘Fidelity

INVESTMENTS

w NEDBANK

¢
Ak

Citizens
Bank-

PayPal

/

CommonwealthBank

@4’@4’@1&

BANK OF CHINA

STANDARD
&POOR’S

T Finance ‘
Wi festpac

@,

FIRSTRAND

WBARCLAYS

A~
<

BNY MELLON

@
Allstate.

[

DOW JONES

A MetLife

CREDIT SUISSE

Empire
‘3 Lifep

HSBC <»

T

E Bank

BlueCross
BlueShield

of Massachusets |

Fannie Mae

AMERICAN
EXPRESS

blueprism
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Safe travels, and may you continue

be at the forefront of th

journey

ing
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IS exc
towards an automated future
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