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The Solution

Grow with actionable insights from a
holistic customer relationship
platform to deliver engaging and
personalized customer experiences
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The Service Design

R O . = . 4
Discover Planning Design Development Launch
B oicove B vats B ocsn W Ocveiopment l tanch
Step 1 Step 2 Step 3 Step 4 Step 5

COMPASS




The Process

Pre-defined analytical Insights
models, algorithms |

° Cognitive
Predictive
M - Descriptive

Data models & Ul design & Pre-Built
Relationships dashboards

@ 9 O

EXIStlng data Transactions data  Demographic data External data Channels data

i

COMPASS




Customer 360°

¢ Personal information
e Demographics

« Contact data

¢ Geographic location

4

Customer
Demographics

e Customer product
portfolio

¢ Account behavior

« Sales activities

¢ Marketing campaigns
and client interactions

Product Behavior
& offering

¢ Purchase history
¢ Behavioral patterns
¢ Channel preferences

.+ Attitudes

Transactional
Behavior &
Channels

Customer Loyalty
& Segmentation

e Customer classification

¢ Segmentation types
* Reward programs
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Hello.
I'm Radostina
Personal Banker X Bank

KPlIs Performance

Customer Portfolio
. ¥
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Full picture of customer financial behavior

- - Radostina Valenti I RVI
Customer Insights & Analytics Radostina Valentinova vancva

© 8O OB

Product Portfolio Transactions Communications
11 Mar, 2021 @
0 Portfolio Credit status
VICTORIA IVANOVA IVANOVA Total balance, BGN Total credit portfolio, BGN

Age: 36 years

Date of birth: 1 Apr, 1984 Mortgage loan Non-performing [T

Current address: Credit card 0
Dobrich, 5 Paisii Hilendarski Str., fl. 2, ap. 21
Customer since: 13 Sep, 2007
Last contact: 26 Nov, 2020
Last deal: 5 Jun, 2020 Current account 704 Credit card 4 85% External exposures, BGN

30 0 ne.
% @ Deposit e Mortgag 39 463 =2lMari2020

Balance dynamics - last 2 weeks

Customer events
Segment Premium
Customer 41403126 Balance deviation, BGN Credit and Debit turnover, BGN
number

o e 1
EGN/PIN 8404018054 High priority event

Marital status Married
Children 2 . 1
Employer HOBO CTBKO _-
Position Ap.cnyx.8 cd. Ka npouzs. - . - . .
1 2
~ Customer to Bank Y

~ Resident Customer

Events details
" Loyalty program Balance dynamics

COMPASS



Product behavior

Overview Product Portfolio Transactions Communications

Last loaded date: 11 Mar, 2021

VICTORIA IVANOVA IVANOVA
Customer since: 13 Sep, 2007
Last deal: 5 Jun, 2020

i = — —— -
:?ot:lucts'e 6 E Accounts 1 % Cards 1 ‘ Loans 1 &_',‘? ’ Deposits 1 1€ Insurances 2 ) ’ Product history =" ’

Credit card PB VISA CLASSI 10

1054651 Insurance Cardif F

2050136 Current account Currency Current account in Program 18 A

1515935 Deposit EBG 1m Standard Term ceposit
754693 Insurance Cardif C 8 Mar, 2013
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Transaction behavior

Customer Layer v

Radostina Valentinova Ivanova RVI
Branch: 401

Overview Product Portfolio Transactions Communications

VICTORIA IVANOVA IVANOVA

Customer since: 13 Sep, 2007
Last deal: 5 Jun, 2020

Last loaded date: 11 Mar, 2021
Balances and statistics on accounts, BGN
Volume expenditures on Cumrent accounts last 2 weeks Volume expenditures on Credit accounts last 2 weeks
900
= 949 200
Iricome Balance on Current accounts
-7 500 2543 i Balance on Credit accounts
Expenses 600 1923
Last period: 500 Expenses
Expenses | 18
Number of transactions 400 Number of transactions
240
2 543 424 300 Average fransaction value
Average transaction value e
Last period:550 -

Transactional behavior - 12 months

Volumes of Top 10 expenditures by categories, current month Volumes of Top 10 expenditures by categories Top 10 Merchant (volume) Transaction channels (number)
Daily average Monthly average
218 290 AIRLINES
Category Category
Mobile Wallet
_ BATTA I
Digi goods CIELA
B Entertainment N
B Services LoL
Travel
Utilities
MASSIMO DUTTI .
POS
MEDEA I
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Triggers

IBS > v Customer Portfolio v
o
Q Customer Insights & Analytics
(b} )
Customer list Events Sales

B2}

Last loaded date: 10 oun 2020
O

High priority event

Expired personal ID
Loan renegotiation card First loan installment

Informative event Low priority event

Personal ID card expiration

1
Entered application in other expert
Expiration of Property Insurance (SO, HL, FL)
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Sales

Elizabet Damyanova Atanasova EDA
Branch: M

Customer Insights & Analytics

Customer list Events

@QUQ\@

Last loaded date: 10 FOuu 2020 @

B Total active applications D Active applications of my clients with other experts 2

O e

Period: |nocneaws 3 meczua Application type: G Clear filters
— T T e ey ey
, 2020 S035987 SO XK ®nexcu - nnasawa nuxsa - Mpanm 898301586 YKC PCOBPRUA 7406044343 | 2 Jul, 2020 PENDING BGN 230 000
S Jun, 2020 HL117708 HL AB XK nnasawa nuxsa MPANM (min 0) 170026729 LXYGAC MQTOYV $301252624 | S Jun, 2020 PENDING BGN 470 000 650 135
S Jun, 2020 5034656 SO XK ®nexcu - nnasawa nuxea - Mpaim 170026729 LXYGAC MQTOM 9301292624 | S Jun, 2020 PENDING BGN 470 000
4 Jun, 2020 5034433 SO KK MoTpebuTencku KpeauT C UnoTexa 945626731 HPRBEWKE NKSGKGW | 7801150563 | 4 Jun, 2020 PENDING BGN 135 000
25 May, 2020 | S034159 SO KK ®nexcu - nnasawa nuxsa - Mpanm 945606537 TXOAM LNGSKWCDP 6212194092 | 25 May, 2020 | PENDING BGN 3595 000
! 16 Apr, 2020 | S032689 SO XK ®nexcu - nnasawa nuxsa - Mpanm 943752934 LTGR3 /PQTPRX 8404018054 | 16 Apr, 2020 PENDING BGN 60 000
30 Mar, 2020 | FL1063635 FL MK MNpemMuym navx aoxoa Haa 3000ns.Mpesoa P3 c M-ten 12 | 898259501 DXYBXL CWKUWSY 8711257544 | 30 Mar, 2020 | CANCELED BGN 700
30 Mar, 2020 | 5032325 SO MK Mpemuym NaitH 898299501 DXYBXL CWKUWSY 8711257544 | 30 Mar, 2020 | PENDING BGN 70 000
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Performance Management

gets and Performance Pi

Customer Insights & Analytics Elizabet Damyanova Atanasova EDA

Branch: 111

Last loaded date:31 May, 2020

e

New Business

Portfolio
I 7 S 7 S S N 7 N
Volume New Attracted funds (euro) 150 000 48 000 312% Net portfolio growth ML+CL (euro) 9 800 36 000 27% 1 -
Disbursed Volume ML + CL in Euro 64 000 67 000 96% v—v—r—v—l—\ Total Attracted funds (euro) 75 044 77 000 g79, | ]
Total number Premium + Premium Extra Program 6 4 150% | P Monthly dynamics Portfolio
Life insurances (number) 8 3 267% ,ﬁ:‘
Acitvated Credit cards Premium (number) 6 7 86% .—.—,—,L

Monthly dynamics New Business
Targets and Performance pipeline

Entered Applications, Number

New products, Number

20 WmCC
@ New Pr Extra
M New Premium

mov 15 B Transf Pr Extra
B Transf Premium
N i ||||| y : !

Entered Applications, Volume

= ECL
EML

Granted Loans, Volume




Portfolio Analytics

Summary Portfolioc

Customer Insights & Analytics Germina r:orwa Shopska GTY

Summary Portf Segments Sales Tasks

Last loaded date:10 Jun, 2020

B

Active loans

15 7

Last period:11

. TR
Total credit portfolio, Euro
N

3

791 467 T ;

Last period: 190 000

TOP 10 customers

Share of NPL

2% |

Last period: 18%

Total customers

25 1

Last period:16

Total volume of prepayments, Euro

35511 7

Last period: 13 000

COMPASS




NN

v:p&‘\‘\g\\‘%\

N

COMPASS




» Target relevant customers with relevant products
(Customer segmentation)

» Increasing and addressing relevant actions to
individual / groups of customers through models
for future purchases (Propensity, HBO engine etc.)

» Strengthening the portfolio and prevention of
churn through retention models
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Dynamic Segmentation

Prediction score: 87

Market segments

RM Portfolio distribution Victor Ivanov

39

Shumen

High

Employee in private company
Married

Housing loan segment

I manage to cope with my monthly obligations and | think | manage my finances well. Sometimes, |
. Sta rtu P D reamers 1 O have difficulty if | have to pay for unexpected expenses.
@ Premier League 18 o

Financial behavior

* Debits and credits are consistent and predictable
* Fixed salary every month
* Expenses equal to revenues with no accumulated saving, not

- comfortable balance in the account
34 Needs Wants
Security *  Tofeel stable and to live a satisfactory life
Protection without worries; to enjoy happy moments

To be able to afford more: rest, travel .
with favorites, to travel

Values Fears
*  Looking for stability in life
Think and plan for things ahead, to see
opportunities
To ensure a good future for the family

Afraid not to be able to cover monthly
expenses if they increase
Not being able to save
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Predicting financial behavior

NEXT BEST ACTION DESIGNER:

[ SALES NEXT
wReteNtion \ BEST

[V SERVICE ACTION
[, RISK
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Prescription
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