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Hyperpersonalization

Our Journey from Decision to Implementation

Head of Digital Customer Experience, Citadele Banka
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The path from Traditional Bank to Digital Bank

« Service in Branch « Digital Services

« Fixed Working Hours « Available 24x7

* Product availability in hours * Product Availability in minutes
» Customer Service  Digital Customer Service

« Analog Customer Experience « Best in Class Digital UX

 Digital proposition
« Habbit creation
« New Client activation

« Rewards



Transitioning from Traditional Bank to Digital Bank

« Service in Branch « Digital Services

« Fixed Working Hours « Available 24x7

* Product availability in hours * Product Availability in minutes
» Customer Service  Digital Customer Service

« Analog Customer Experience « Best in Class Digital UX

- . Digital iti
This took us to Idea about 'gital proposition

Decisioning and CDH * Habbit creation
* New Client activation

« Rewards



CDH Development story



Our Initial plan in 2021

Banners in Mobile App, Notifications in
Channels E-mails, Banners in Internetbank App, Outbound channels (FB,Google),
Agent assisted channels

Products

Agile Squad - IT Teams, Digital Sales & WEB Team, Marketing, Retail Business +

Team PEGA S|



Changes on
Geopolitical scene
Q1,2022 -
Russian Invasion
in Ukraine



Delayed start in 2022

MVP was not changed —
we started as per initial plan

Channels E-mails, Banners in Internetbank

Products

Team Agile Squad - Digital Sales & WEB Team, Marketing, Retail Business + PEGA Sl



Partial MVP launched in NOV, 2022 Citadele

Connection to
PEGA API Selected

e-mail platform

IT projects

conflicts

E-mails, Banners in Internetbank

New rules in
other segments

Products
Department
responsibilities
Team Agile Squad — Digital Sales & WEB Team, Marketing, Retail Business + PEGA SI

Transparency of

the project




Retrospective on Project

« Multiple Workshops done with key stakeholders
« New aligned (prioritized) Development roadmap in 3 major directions — Technology, New rules, Content
- New structure — one key owner responsible for delivery of overall success
« What CDH is for Citadele — alignment between all the departments
- Data Mapping might take a lot of time (in Citadele case — up to 2 months)
* Not seeing full flow for client
(communication besides CDH - first existing flows and only after creating rules for CDH)
* Rules in system might overlap

« Adding of new data impacts existing rules



Timeline
e

RELEASE PLAN CHANGED NEED TO UPDATE
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Key Learnings



Organization related

O
~ %
All involved colleagues CDH project should be CDH doefsn't.have built in
should know, what is one of TOP projects communication platform —
the Goal of the Project across organization a lot of integrations must

and well comunicated be done



What will steal a lot of time — Rules and Content

Start with more general (simple)
rules first to get higher reach Scoring offer to find out bank’s Lending offer

Criteria's: .

« Has KYC questionnaire filled

* Private segment
Mandatory aka
e GDPR consent y

— R I
. Status Active
 No debt days

* No preapproved —

+  Never made scoring — Applicabilty

-

« Has online bank )

« Doesn't have other loans —  Suitability

oﬂ
0
0
0
0
0
0
0
0
o

9%
4%
4%
4%
1%
2%
1%
7%
10%

- Has salary in Citadele ) .



What will steal a lot of time — Rules and Content e

Maintenance of 5-6 languages and operations in 3 countries requires
additional reviews and acceptance

JA CELOJUMA, TAD AR X PRIME! ' '. ', =
ks s

Sanemiet 2x vairak X REWARDS punktu, maksajot ar X prime. .

i EC/IW NYTELUECTBOBATb, TO C X PRIME | '.
==

Piedavajums spéka no 12.04. 1idz 31.08.2  nonvuaiire 8 2x Gonbiue 6annos X REWARDS, paccuuTbiBascs Ka proit X prime.

e JEI KELIAUTI, TAI SU ,X PRIME"!

Atsiskaitykite su X prime" ir uzdirbkite 2x daugiau X REWARDS tasky!

Mpeanoxernue 8 cune ¢ 12.04.2023,

Suzinoti daugiau

KUI REISID, SIIS X PRIME KAARDIGA!

Maksa X prime kaardiga ja saad 2 korda rohkem punkte.

Pasiiilymas galioja nuo 2023-04-12 iki

Loe lisa

Pakkumine kehtib 12.04 - 31.08.2023 lennupiletite, majutuse ja autorendi eest tasumisel X prime kaardiga.

Easy example, when other languages can be reused in other countries



What will steal a lot of time — Rules and Content

Maintenance of 5-6 languages and operationsin 3 countries
requires additional reviews and acceptance

Citadele

THE ABILITY TO PROTECT YOUR LOVED
ONES FROM YOUR CREDIT COMMITMENTS

Borrower's s life insurance

Learn more

Service provided by ,Citadele® subsidiary AAS ,CBL Life", represented by AS ,Citadele banka" Lithuanian branch. Review the terms and conditions in citadele.It/en

: ~.1f~'

PROTECT LOVED ONES FROM YOUR CREDIT 37';’»’& S NUOEY : ,
COMMITMENTS <\ St (R Potentially for one rule might

Borro wer's life insurance ! .,.’,’-T,_ :' 2 > . : be 9 banners in place - 3 for
F L ST each country (Latvia, Lithuania
and Estonia) x 3 languages

Learn more

The service is provided by AAS "CBL Life”

More complex, content per country per language might differ



Small screen of part
of online bank
banner variations
and translations for
lending product

RULE 6

RULE 71

RULE7

RULE 8

RULE 9

RULE 10

RULE 11

RULE 72

RULE 12

RULE73

RULE 13

RULE 14

RULE 15

RULE 16

JUNS PISLIAWS KROlTUMETS L XX
XX 0

AV KREDITUMETS L0Z X0

WOFORMESET AIZDEVIMY LIBZ X100 FUR

W AIZBEVOM LIBZ XX XaX

JUNS PIGEIAMES KREDITUMSTS LT XX
XN

JUNS PEEMMS KREOITUMTS LIOZ XX

AIVS PISLIAWS SRIDITUMITS L0Z XX
XX Bk

NOPORMESET ALZBEVOME LISZ XIXX LU

n;mlmlmlllﬂ

IS S RDTTUMTS UL XX - .
oo }m
adld

I

YO¥ CAN ACCESS A CRERT LINIT U8 T0 XX
XK EUR

FEFINANCE YOUR LOWAS 1P 70 ¢ e )

APPLY FOR A LOWN WP TO XX 1X IR

APFLY FOR A LOAN P TO 100K EUR

APPLY FOR A LOAN GP 1O 00 10X ELR

YOU A% ACDESS A CREIT LIVIT 18 T0 X¢

bt I €Az

YOR CAN ACTESS A CREDT LINIT 19 TO XX
XXE EUN

APPLY POR A LOWS 0P TO KX 10X ELR

ADPLY TOR A LOAN &P 10 X0XE EUR

ASPLY FOR A LOAN UP TO XX XXX FIR

: ==

NUW CAN ALCESS A CREB(T LINIT U9 10 XX
XN KR

BAN R0CTYREN KPLQRTHESE SHVNT A0
XX 00X TR

GALI KRETPTIS BEL KDRTRLES 55 KREDOTD
UNITY 00 XX XXX B

RAM ADCTYNEN FKPELATHLER SHUNT A0
XX 0K B

COAPNITE JAT R0 XXX TR

HAN ROCTYNEH KPEQETHES ANUNT 20
XEXIX POR

BAN OCTYREH IPEQATHES IHUMT A0
X0 XX foR

BAN ROCTYNEH KPLGATHS: THVNT A0
XX XN R

AN AOCTYIEH KPEQUTHLEE ENUNT 10
XN XAX Eom

COOPMITE JASN R0 XOIX R

BAM ADCTYDEN KPEIATHLER SHUNT A0
O XX B

-
s

ZG

GALI KFEIPTIS 961 KORTRLES 59 KREDOTD
LT 0 0K XXX EUk

PRSEOLA 1 20X KT BN

GALI KREIPTIS DEL KORTELES KRELETO
LINITO 03 X1 XAX £UR

GALI KREIFTIS BEL KORTELES KREDOTO
LINITO 190 XX X1X 2R

GALIKFEIPTIS 6L KDRTELES 9w KRELY
LINITS 100 XK XXX Euk

GALI EFEIPTIS BEL KDRTELES 99 XEEDOTD
LT 10 XX XXX Bk
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What’'s next”

nnll
Explore what CDH & Invest more in content
PEGA products provide and analytics

(what is available) and
use it;
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