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| Customer Value Management

Customer value management strategies
help you make better,
‘in the moment’ decisions
powered by the
whole customer context.

Customer Insight / 360° Perspective = Focused Customer Management




Understand Customer in Order to Meet Customer Expectations

Client Challenges

Customer Expectatlons Predicting and monitoring changes in ‘

affordability & vulnerability

‘ Understand and treat me like an individual. |

am unique Liberating Data, Insight and Knowledge from @

untapped Silos

@ Anticipate what | need & offer it when | need it . . o
Understanding and making decisions on .

future lifetime value as well as risk
Make it easy to deal with you

Understanding & responding to changes in
sentiment and satisfaction ‘

Making the most of open data and alternative‘

@ Treat me fairly and transparently
O Help me achieve my goals data source

Creating market-leading, automated digital ‘
customer journeys 8,
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What do we mean by CVM and why is it important?

PROSPECTING AND CUSTOMER COLLECTIONS
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PCSM allows for end-to-end decision automation

Strategy optimisation based on a 360° customer overview is at the heart of
customer value management. It monitors the customer holistically and
allows you to continually adjust and improve individual/overall strategies
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Decision Making in Customer Management

Use Case: How PCSM Strategies feed Customer Centricity (CRM view)

(-

Customer Profile

-

CUSTOMER Level Insight
Assessment

RISK

3 - Risk Grade
{+®5 - Current Status
6 - Strength of Rel.ship
3 - Early Warning
3 - Credit Bureau 1
0 - Credit Bureau 2
2 - Risk Grade OB
0 - Web Risk Grade (SME)

B - Risk Profile
-PD % 1.34
- EAD 9321
-LGD % 93.0

VALUE

+® 2 - Lifetime Value

6 - Current Value
@ 7 - Share of Wallet

1@®5 - Early Warning
T - Life Style Group
K - Target Group
2 - Potential Value OB
0 - Web Assessment SME
F - Value Profile

FRAUD

2 - ID/Acc. Protection

1 - ID Verification (KYC)
3 - Digital Biometrics

5 - Device Check

2 - Fraud Pattern Check

Decisions & Treatment

Estimates
Preapproved Limit 5400
Income Estimate 2 350
Free Spending Capacity 345
Next Best Offer Overdraft
RISK & FRAUD

EWQ7 — Confirm Income
KYC1 — Request income slip
VALUE

MXO08 — Propose Overdraft
MMO7 — Propose Salary transfer
MRO1 — Renew Credit Card

(-

ACCOUNT Level Insight

(~

GROUP Level Insight
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Example Approach: Customer Value Management
Strategies - Demo
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PCSM Demonstration screenshots
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Bottom-Up Assessment Top-Down Treatment

Set Performance Indicator and Good Bad Flag Set Ongoing Credit Limit

i

Group Assessment

P
I

Customer Assessment

Account Assessment
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Group Treatment

Assess Account Renewal
Behavioural Score

Customer Treatment

Set Ongoing Interest Rate

Generate Random Mumbers

lﬁ. Set Collections Strategy

Account Treatment

il ——
o Set Fees Strateqy




PCSM Demonstration screenshot

Segmentation Oukcome Fhcc

= [ Paymentsmissed

CL Max5000

03 - Vulnerable Lo Risk - Do Nothing 1,319

04 - Vulnerable Med Risk - Pmnt Holiday 465

O%-Vuerable Med Risk Debt Restrucure 28

Do Mothing o

05 - Vulnerable Hi

Do Mathing 1]

Do Mothing o

Do Nothing




How to bring Customer Value Management to Life
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Customer Management Workflow
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Input

i

IMput and Yalidation

Record Entry
“ariahle Calculations

‘-.-‘ariable‘ al l:ﬁlati ons

o

Maode Summary
“ariable Calculations

Decisioning

Balance =700

'-,,.l-l--"h "'_"""..‘

- e

Balance = 300

“. Balance =400

Customer Customer
Type A Type B

Account Account Account
Type A Type B Type C

Balance = 100 Balance = 200 Balance = 300

Account
Type D

Balance = 100

Consumer Retail Banking Solution x Cheque Account History x

ﬂ Cheque Account History

Decisioning

Behavioural History

Output

Feedback Data

Results Data

Number of History Periods to Store
[ Results &ccount (CA).Basel 2 Default Indicator 12
z Results Account {CA).GBIX Indicator 12
3 Results Account (Ca).Latest Default_Risk-Weighted Amount Guaranteed 12
4 Results Account (CA).Latest Default_Risk-Weighted Approved Security Yalue 12
5 Results Account {CA).Latest Default_User Defined Yariable 1 6
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Thank You!




