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Founded in:

Swiss Bank:

Employees:

Head Office in Lugano:

Assets 2014:

1952

Universal Bank
Portfolio Management
VISA/MasterCard/Diners Club organization

1030 (approx. 330 in the Cornercard Center)

5 agencies in Ticino

Branch in Geneva, Locarno, Chiasso
and Zurich

Affiliated bank in Luxemburg & Nassau

6.5 billions CHF
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Cornercard

VISA Visa Founding member (1974)

stercara MasterCard issuance since 1998

Diners Club - piners Club issuance since 2014

INTERNATIONAL

Cornercard: Lugano
Employees: approx. 330
Customer service: - 24 hours, 7 days/week
- National languages and English
Processing: - Internal IT development and card processing

- Own CMS (Card Management System)
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Classic & Gold, Business Cards (credit and prepaid)
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Mobile Payment (NFC)

Contactless payment with enabled smartphones -
credit and prepaid card

cornercard )
mobile credif

il

cornercard ")
mobile prepaid
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Our Journey

» Call Center Integration

Display immediately and consistently in a seamless front-end screen the key Client information to our
Call Center agents

» Collection Integration

Integrate our Business Intelligence algorithms into our Collection processes to automate, reuse and
enforce workflows

» Convenience Card Integration
Begin to interface our internal processes to drive external applications

> B2B Portal

Reuse our internal processes to drive external applications and viceversa

cormeaercard



m

COFI‘IEFCE

{,7

Our Journey — Call Center Integration
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o SIGNORA BARNETT SAMANTHA

\Fiﬁ

CALL ~

People ~

L >

Eta (Anni)

Profilo relazione DIP

42

Nome Rapporto SIGNORA BARNETT SAMANTHA

Tipo interlocutore Self

Ambiente

Canali v bame& Logout

Durata 00:00:38 l
Smiley ©

Log Tools v

Select Action
| Business Intelligence
[ Rapporto W Casi precedenti Contatti Schermo Collezioni
o Refresh
~ Datidi overview
- Principal 1170548 4-4 BARMETT SAMANTHA CEV % % % % W 9% Customer Lifetime Value % 9% 9 % % W o
Valore del cliente
Credit Risk Score "] Churn Risk Score ] 3
Segmento comportamentale Intentional Revolver Longevita (Anni) 4
Dati di limite
Saldo CHF ("SR Limite Effettivo CHF_ Flag garanzia bancaria No
In attesa 1.50 Limite Effettivo dal 04.08.2015
Disponibilita CHF "l Del. 0
« Dati di dettaglio —
Cliente UE Status dell'UF Valuta Del. Data ultimo conteggio Relazione Tipo Cliente Home Humero carta Prodotto Duo 1D Blocco carta Status carta
1170548 001 Active CHF o 05.10.2015 1170548 Frincipal BARMETT SAMANTHA - Y PRP IFF PER MNORMALE
1170548 ooz Active CHF "] 05.10.2015 1170548 Frincipal BARNETT SAMANTHA TS Y GLD TRAPER MNORMALE
1170548 003 Active CHF 0 05.10.2015 1170548 Frincipal BARMNETT SAMANTHA [N I GLD MMW PER MNORMALE
1170548 004 Active EUR o 05.10.2015 1170548 Principal BARMNETT SAMANTHA — W CLAGC PER MNORMALE L
RS U
Rapporto Casi precedenti Contatti Schermo Collezioni . —
2 e Document Archive

¥ Ultime interazioni

Data e ora di creazione

02.09.2015 09:57 AM
05.08.2015 07:20 AM
31.03.201511:13 AM
16.01.2015 09:38 AM
16.01.2015 09:38 AM
09.01.2015 0412 PM
15.09.2014 09:57 FM

1-3375811
1-3227289
|-2568602
I-2189469
-2180468
1-2132272
1515618

~ Interaction Case

Outbound
Cutboypgd
Inbound
Cutoound
Outbound
Inbound
Inbound

Se stesso

Se stesso

Se stesso

Nome dell'interiocutore

BARMNETT SAMANTHA

BARMETT SAMAMNTHA
BARMNETT SAMANTHA

m
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Our Journey — Collection Integration

Business
Intelligence

employed)
" Tax Centcate

Alert: Recontact customer for
rrect or missi
documentation

pass UNBLOCK]

ot
Ontne s
unl‘)'\::;‘:‘um Ye: Is certificate ok?

oo no

due to missing income
proof”

Eustomer &
request was
by p

Status resolved, reason!
“Deblock feasible”
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Our Journey — Convenience Card Integration

Ly

Card Registration

\ﬁu /"eg

l:ornﬁrcard

SGHORA GHSTELL GRISTI

Cornércard ok.-

Cornercard Website

Card Activation, Card block,

Account Password

D

PIN Delivery service
IVR

Interactive
Voice
Response

Account Username

=
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Our Journey — B2B Portal
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B2B Portal

Enterprise Service Bus

Message Queue - MQ
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Our Projects & Application Maintenance Journey

FATCA “light"
CTI Integration & (2 processes) .
Customer Overview Convenience Card — R2
(10 processes) @ (5 processes)
m *
e
3
ro) Collection : Convenience Card - R1 ZiZB Portal
et (60 processes) (10 processes) (25 processes)
D- .
<) Externalization Red Phase Internalization
g 3 (Previous Partner Lead) (Pega Lead) (Cornér Banca Lead)
= C
E g FTE - Internal (PM, QA, CSA/CSSA, LSA)
20 FTE - Pega (EL, CSSA, LSA)
o C
<CEL o FTE - Partner Onsite/Nearshore (CSA, CSSA)
= Total
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«Competence Center» / «Center of Excellence»

Application Maintenance Projects
(Pega Scrum) (Smart BPM)

-

Internal = 4 FTEJ { Internal = 3 FTEJ

A
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From the Bottom-up approach ...

APPROACH BACKGROUND RESULTS

Effectiveness
Automation of

o Focus on: Focus on:
existing procedures « Procedures - CICS Screens £~ ' %
* Instructions » Tables/Fields
Business
Efficiency
People/Culture
£ %
Scalability
» Habits
o + Office/Team Centric <
Existing procedures “\
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. to the Top-down approach

APPROACH CHANGE GOALS

« adopt process automation & [ ) < reduce

Business Process data model from Pega best maintenance costs
Re-engineering practice in order to reduce and concentrate
customization and avoid iInvestments and
“reinventing the wheel” resources in added-

values activities

« follow the “Pareto principle” :>  anticipate return of
(80%-20%) Investment and
feedbacks from the
users

- define processes as agnosticas | ) ¢ improve scalability
possible from the legacy and enable Mergers
system/s & Acquisitions

New processes
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From the «Cornercard Big Picture» (target architecture) ...
(mid of 2015)

Partners & Agreements B2B Portal

Client Compliance
Acquisition Portal

Convenience Collection &

Partner Foundation Card di
(Partner Overview, Partner Search, ...) ar Credit
Services Management

Customer Care

Assessment Foundation
(Create New Person, WorldCheck, BlackFile, Country Relevant,

Compliance Investigation)

/ Corner Enterprise Wide /SSO // LDAP / / CTI // DMS /

Pega 7 Platform

Enterprise Service Bus / Message Queue

Card Management Systems

Authoriz- Visa/MasterCard Visa/MasterCard Diners Diners
ation (CH) (UK) (CH) (IT)

Common Systems

Business
Intelligence
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... to Pega Financial Service Application
MARKETING

+ Pega Marketing for Financial Services

SALES & ONBOARDING
» Pega Onboarding/KYC with FATCA
» Pega Client Lifecycle Management

CUSTOMER SERVICE

» Pega Customer Service for Financial Services

OPERATIONS

» Pega Disputes / Collections
» Pega Compliance

Sales/Marketing Onboarding Customer Experience Efficient Operations

£

; . : Smart Investigate
Customer S:em;e for Financial - Smart Dispute
Services

SWIFTNet
Product_ SEW".:E_ Ca_se "““_a“_*’g"ffr = Research Manager Compliance
Configuration Financial Services

Financial Services Industry Foundation

Collections
Commercial
Commercial
Collections
Default
Management

Onboarding /
CLM for
Financial
Services

Know Your Customer

for FS

g
;
3
:
;

Pega Marketing
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«Pega Financial Service» meets «Cornercard Big Picture»

Sales,
Onboarding,
KYC with FATCA

Marketing for Financial Services,
Customer Services Card,
Operations (Collections)

Assessment Foundation

(Create New Person, WorldCheck, BlackFile, Country Relevant,
Compliance Investigation)

Card Management (Customer Overview, Block/Unblock, ...)

Corner Enterprise Wide /SSO I/ LDAP / / CTI l/ DMS /

Sales/Marketing Onboarding Customer Experience Efficient Operations

Commercial

Onboarding /
CLM for
Financial
Services

£
2
2
Q
=
9
3
=
"

Product
Configuration

§
£
S
<
4
£
3
®

Financial Services Industry Foundation
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