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Automating the Enterprise -
NAB's Unique Take On
Case Management




NAB is on a multi-year transformation journey to
be simpler and faster for our customers.

u m Area of focus with quick returns Major Process
N w w® andmore certain outcomes : FEEEEEEEEEEEEsssEeEESS Re-engineering
- . (Usually Tech-heavy)
= “Operational Excellence”
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n 1. Process Automation .
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/Optimisation u 3. Workforce Management 7
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5% Annual 15-25% per event 25-50% per event
+ CX, BX, Controls + CX, BX, Controls + CX, BX, Controls
By the line With the line For the line
Ongoing ~3-6 months ~2-3 years
Immediate ~6-18 months ~2-3 years +
Process owners and key change Key Change Agents from the
BAU management agents within the business business supported by Technology
Nearly always Very frequently 50% ??
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Pega is helping us deliver on our operational excellence
strategy with 3 interlocked capabilities

1. Know how efficiently our work is
being performed.

1. Workforce 2. Robotic
Intelligence Automation

2. Optimise our workforce, reduce risk
and improve customer turnaround.

3. Automatically create, route and
allocate cases from any channel to

3. NAB Universal teams who need to perform the work.
Workflow
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Workforce Intelligence for near real time workforce
diagnostics and process analysis

Moving from a traditional process and workforce improvement approach:

e 6-8weeks —— oo 4dweeks o ® FY

(1) (3]

iﬁépportunity identification - Execution and tracking

Mobilisation Benefits realisation

Lean diagnostics & Mobilisation Delivery management & Functionality drops
Observation and design/build support

To automated workforce analysis and process diagnostics as a pre-cursor to automation and case management:

» Workforce optimisation » Automation analysis » Process and workflow design
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NAB Universal Workflow for work tracking
and management

A key requirement within the operational excellence program is to transform human centric work in to
a market leading digital process automation capability. NAB Universal Workflow (NUW) is a framework of
re-useable enterprise components that can be configured by the business and deployed in to production
to meet their workflow needs within weeks.

What is it?

Enhanced Capabilities Improved Experience
nynamicu.gfﬁé{,"’nlr_rg,m ’xt “I have full confidence and understanding of how and
Natural Langliage Processing when my request will be actioned.”
Case Management Customers
. Eificiency [} | Auto Routing S
F*fﬂ“*‘ﬂ“ﬂﬁ::ﬂ““]mal|0||g,n;gipg,g;;s,;m “I finally have a view of all the work in my business and
Machinelear“ing an how we are meeting our customer’s expectations.”
e Team Managers
Work Management g
Auto cl_aSSI_I!EI}mgIIﬂII @)
Full Rudit Trail ‘e\\“ als “| can rely on the system to prioritise and fulfil my

Real Time nenunings“% Custom Work Queues

.“ta\\ Team Members customer’s needs.”

Key Uplift in efficiency Reduced customer follow @ Custormer Satisfaction

Benefits up enquiries
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Integrated desktop robotic solutions with Universal
Workflow for control and efficiency

The best of both capabilities RDA Step

« Once NUW is implemented and the process refined, manual steps in the case ’
are identified for RDA opportunities and embedded in to the case flow. Authorisation

« Once automated, those assignments are now completed using the RDA bot Al

and progress the case to the next step.

Update MI5

Key Benefits 1. RunRDA?

* One of the biggest benefits is being able to AN I IT— . 2. Review Detals
leverage all the existing case data and pass it to Bl ;. vanuaiy upaae s
the bot to execute tasks in target systems. = o E m— = - - —

O e B e @

- Being able to codify the bot trigger has also | — - g
allowed business to get more consistency and - o
standardisation in their process steps. Full audit @ -

osoeo
Tt

history and bot outcomes are recorded directly in
the case.
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What are the key features of NAB Universal Workflow?

Key Features

v" Natural Language Processing with machine learning: Perform automated
classification of email requests into cases.

Dynamic processes based on pre-configured conditions and business rules.
Configurable data model per case type.

Real-time operational reporting

Configurable SLAs set at overarching case and underlying step level.
Integrated Robotic Automation including RPA and RDA

Auto case creation via multiple channels including email, API etc.

SN N N N N

Bulk case creation of business unit specific cases supported via csv template
upload.

v" In-built correspondence management capability.
v" Single sign-on.

H
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The intelligent virtual assistant in Universal Workflow
Eight Business Units In Production Using the Intelligent Virtual Assistant:

v Twenty seven email listeners live in production.
v Over sixty nine thousand emails processed by IVA in Universal Workflow to date.

v Up to 75% of service cases auto classified leveraging the natural language
processing (NLP) model without human intervention.

v Business teams are able to update and maintain their own NLP models
which is constantly improving the auto classification rates.
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Ongoing feature enhancements to the core pattern

ﬁ Onboarding Drop 4

/
&
/

Business
Deployments

Release 3

* Ability to re-open cases

Release 2 * Ability to re-work a service case
+ Enhancements to triage

+ Bulk Upload Capability

Release 1 + Assignment level SLA
) . + Updates to case participants
* Base NUW Functionality + Search enhancements Time
July 2018 Sept 2018 Dec 2018
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PEGA

Automation is achieved through rapid and
iterative deployments

Using the full suite of capabilities we have developed, an overall solution is designed
and rolled out iteratively.

Capability Efficiency

v" We use Workforce analytics to

. . : 109
identify the business processes, % _ e o vices
automation opportunities, and O e ,
. = o®° Robotic
exceptions. g &@“ Automation
. . . 0 o b
v Universal Workflow is configured & 2% 5 /ml;tﬁ’éts
deployed to set the foundation for “‘:;E Universal
further iteration. < Workflow ol
40% z Workforce 6\6@
v IVA NLP is added and models - intelligenc ——
matured to process cases with Legacy Process
unstructured text. 60%

' Delivery Sequencing & Timeline
v" PEGA RDA solutions are added to

Universal Workflow to automate
manual steps of the process.
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Case Study 1: NAB Private Direct using Universal
Workflow & Natural Language Processing

Nab Private Direct is dedicated to managing all aspects of NAB's . .

highest net-worth customers. Clients desire personalised service Key nghllghts:

in an evolving digital & direct landscape. NPD needed better tools

to continue growing acquisitions and focus of value-add tasks. v Over 17k emails automatically classified, triaged, and

With over 200 email requests a day, Nab Private Direct team routed using NLP model.

members use Universal Workflow to manage their customer’s v 200 . . .
needs. With the use of Pega’s NLP models, team manager roles 30% of time spent on work allocation or locating

have also changed from case allocation and admin to focus on existing cases has been greatly reduced.

meeting customer’s SLAs. . . .
8 v" Standardised & consolidated business processes from

Work Queues NLP Model Training Performance 80 to 21 case types across 15 work queues.
Enquiry
Card Enquiry Nab Private Direct NLP Performance v Business is continually adopting new features in
MICR Enquiry e response to automation business drivers & user’s
Interest Rate Conversation 82% feed ba C k
Investment Admin 80%
Investments 78% Some NLP performance issues were initially caused by
New Lending 76% the small number of records in the model (1500, across
Pavments T Quality & quantity of training data in the 15 case types), immature data cleansing practices, and
Profile Amendment 7% NLP model is one of the most important . .
o . aspects to get right up front. challenges in updating the model.
Sales Discharge qg_,‘?/q ,\’h’#‘q '1?;-)%Q "Pyj@q %Q,‘-;Q’Q (0,0‘} N"‘,Oe} q:\’,06 @,Oé ,‘3,,00 b‘x\cd '\:\:\*Q4 \:bx\&’{’?@

Urgent Request
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Case Study 2: 3" Party Cheque Verification Process using
Universal Workflow & Robotic Desktop Automation

e The Payments Enquiries team processes 1500+ 3rd party Key nghllghtS:
cheques a day, where there is a discrepancy between the

name on the cheque and the account name. v RDA component developed in a week,
e This process requires a number of image verification steps for under 10K. (two week paybaCk perIOd)
and approvals before releasing the cheque to process the .. .

« Nab Universal workflow has replaced the legacy application v" Authorisation time reduced from 2 minutes
for case management and a RDA component to process the to 5 seconds

cheque in to core banking systems.

Nab Universal Workflow with embedded RDA steps

v The bot is triggered directly from the process. v" This synergy allows the user to complete the decisioning, and bot to process the data.

—_—— =y

Validation BELIGH Complete Authorization

I 1 Response
B @ |- ]
[+ B Q- - -1 I - validate cheque - Account Details If Cheque Declined: Eouneye check
O o & - - O I + Send approval email Reverse Funds Update core systems
B . O I I request to banker = Email Original
5] B I . — I Retr\eva\f\.’nu:her
o U AL - request from -
o [ g Branch (with (L Al ey
- 1 1 - 1 customer letter &
. - - PDF) RDAto link to target
n - n el I I = o = system to update New
————— . Iflapproved Ledger BSB at end case.
M- 1 Future automation scope I Record Account
- e e e e = Details
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3rd Party Cheque Verification process demo of the

Pega Workflow and RDA use

1. The user completes the manual steps in the process.

r experience.

The robot step will automatically process the cheque to core system at the required stage.
A confirmation of the robot activity will be provided within NUW and in the robot audit trail.

kY j : Y I‘C‘ h«;;ﬂ.eb:t.-,g._. sge. O+ @ G_”é‘}ﬂ,na Genpact Fiane Page ® |
e Edit View Faerites Tosis  Help

: M| CASE MANAGER —»GelNext Work
8 1Al b

TPC VALIDATION  No Name

{OPTPC-6291)

Thank youl The next step in this case has been routed appropriatety

Assignments

Urgency Task Assigned to

9 J

@ 100

Update MIS (Authorisalion) Third Party Cheques

Jknab

*You are logged in as HaronoRus | Logou

For assistance with Genpact reporting issues please contact CATHAB on

IPB.CATNAB@genpact com
For assistance with user issues, please contact cs&d operations @nab com au of refer to the
Use
E T NOTICE and ¥ you e
90 hin e, wae of, or dnclosre af, i sty peshibried ¥ yus hawe wewed iy Webpage 0 evvor. gleave ety Oenpact
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Full platform cloud architecture leveraging AWS

Platform
Engineering

o0
(T
)
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J HTTP/S 1 HTTP/S User Provisioning L

SAML Single Sign
On & Just In Time

Business Process
End Users
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NAB Process Cloud

Automated Software
Upgrade Pipeline

Elastic Load
Balancer

NAB Universal Workflow

Highly Available
Multi AZ

Encryption
in Transit

Auto
.t‘Scaling

AMI Build Infrastructure As Code Infra Monitoring
build / deploy / test----------] P
O GitHub P
O cucumber® y g a
maven  Jenkins JFrog Artifactory - '7 ‘ @ B et L8 75 s
7

CI/CD Pipeline ‘ Deployment ¢ ‘ Multiple Environments Immutable Shared Encryption Auto

Orchestration Packaging Automated Testing Nodes Storage at Rest Backup
[ ¥ Cloud Connect Dedicated Private Link

Authentication/ Customer Customerl Document  Inbound/ Real time Realtime Real time
Authorisation Inbound/ Data Storage & Outbound Metrics Logs reporting
Outbound Retrieval via APl extract
Email +File Transfer

| m 77777777777777777777777777777777777777777777 ) anaon “amazon anaon
| I
! ! & katka
I v \J \ | \
! @ Enterprise ! - Splunk>
! NAB Active Identity NAB Mail Customer P Other NAB ! APRDYNAMICS
| . . Document |
| Directory Federation Servers Master hi Systems |
| Archive H Application Operational Log NAB Discovery
| | Monitoring Analytics Cloud
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The Pega platform has been built
fully leveraging the AWS Cloud
infrastructure.

Our implementation has enabled
a full end to end DevOps pipeline
for environment provisioning,
automated testing, and
automated code migrations.



Business led delivery model

v Our NAB business units complete an engagement & demand assessment which determines
suitability. If assessed as a fit for Universal Workflow, the team handover the initiative to a
dedicated onboarding squad. The Onboarding squad follow a predefined process which
generally takes between 8-10 weeks.

Configure and Test Test Sign Off Go-Live

Finalise Configure workflows System Testing + Confirm go-live + On premise
Scope Create screens and data capture User and support support post go-
Define key Configure SLAs, urgency values, Acceptance plan live for 2 weeks
parameters and prioritisation requirements Testing Promote + Transition to BAU
Confirm Configure correspondence configuration support

team roles templates to production
and Use Direct Capture capability to
capabilities allow instantaneous showcase of

configuration to the business

+ Change planning and training
+ Reports solutioning (standard out of the box reports and customisation)
+ Communication management

1-2weeks " Sprint cycle = 2 weeks ' 2 - 4 weeks ' 2 weeks
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Achievements and business rollout

v 60+ successful universal workflow deployments into production from 28th May to 31
Jan at an average of 1 deployment every 3 days.

i

Universal Workflow By the Numbers Future Roadmap
4 major Grou
300K+ total releases p Tax
cases Over 60 Business HR Weekl
features Bank eexly
feature
O T releases
70% cases Australia

using NLP are wide Risk and Policy
auto- Management
classified
69K + cases  successfully
auto-
classified
using NLP

Retail
Operations
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