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Bir Bakista QNB Finansbank
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* BDDK solo mali tablolara gore hazilanmugtr.
** Banka mevduatin igermemektedir.
*#% ATM sayisy, ortak ATM programu ile vaklagik 7.779'a ulasmaktadr.



Bankacilik ve Degisim...

Degismeyen tek sey degisimin kendisidir...

Herakleitos




Bankacilik ve Degisim...
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2020 Yilinda Perakende Bankacilikta One Cikan Trendler

Top ten trends for the
retail banking industry 2020

What do you think will be the (3) three most important

trends for the retail banking industry in 2020?

Removing friction from the
customer journey

Use of big data, Al, AA and
cognitive computing

Use of APIs
and Open Banking

Improvements in Integrated
Multichannel Delivery

Investment in
Innovation Initiatives

Building partnerships
between banking & fintech

Expansion of
digital payments

Emergence of new
challenger banks

Finding and/or training
new talent

Exploring advanced
technologies (loT, Voice)

Responding to
regulatory changes

Testing and use of
blockchain technology

43%

SOURCE: Digital Banking Report Research © January 2020 The Financial Brand
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Kusursuz Miisteri Yolculugu (Hassle-Free Customer Journey)
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Tasarim Deyince Akla Gelen?




Miisteri Yolculugu lyilestirilmesi! Kosulsuz Sartsiz! Tiim Kanallarda!

» Sirekli Geri Bildirim
Mekanizmalar1 (Subeler,
Mobil, CC vb.)

* NTS (NPS): Net Tavsiye
Skoru

* Miister1 Beklenti
Arastirmalari

* Miisteri Memnuniyet

Olciimleri




Deneyim Tasarimi Her Alanda Oldugu Gibi Bankacilikta da Cok Onemli: Ul & UX
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Deneyim Tasarmmi Ornek: QNB First Dijital (Digital Affluent)

| Neler sunuyoruz?

Yiiksek gelir ve 6zel bankacilik miisterileri i¢in yeni
D QNB Finansbank mobil uygulama arayiizii

(miisterilerin Ul ve UX deneyiminin zenginlestirilmesi)

QNB First Dijital kullanicilarina 6zel yepyeni QNB
Firstsadakat programi

QNB First Dijitaliizerinden ayricaliklar (or. Kuru
temizleme, VIP transfer) ve etKinlikler (or. VIP mag biletleri)

® @

QNB Finansbankile Kazandiklarim sayfasi ile banka
islemlerinden ve ayricaliklardan miisterinin ne kadar

kazanim sagladi@imin gosterimi

]

Farkl1 kanallardan QNB Finansbank’m sundugu
hizmetlere erigsim saglanmasi (¢oklu kanal deneyimi)

.

9:41 Wil T -
@ Denizhan Maden m Q’

QNB Finansbank ile
Kazandiklanm

>
£125.400 12.750

Takvimimde Bu Ay

17 Ocak 2020, Cum

Neler bekliyoruz?

[ |
Miisteri kalicih@im arttirmak .D

Kazandigim Mil

Miisteri davranisinda dijitalligin payim arttirmak @

Basketbol Kargilagmasi

. /‘V'
Segment mobil penetrasyonunu arttirmak gyl
Detayh Bilgi
L]

QNB First Kiitiiphanesi =

ok satanlardan dinya Klasiklerifie————
birgok kitap QNB First KitUphane'det____

v/
VIP Transfer

First class bir yolculuk
deneyimine hazir misiniz?

&) W o

Bankacilik Islemieri Piyasalar
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Big Data ve Yapay Zeka Kullanimi

%008 @ BR D
gl LS NTCRE
,; . /'9; ﬁ@

D

BIG DATA ANALYTICS  DECISIONS

H I':.!: t

g
!L bl




Bankacilikta Yapay Zeka ve Uygulama Alanlari

Yapay zeka uygulamalar ile;

» Miisterilerin mevduat, harcama, demografik
verilerine gore kisiye 6zel kitle bankacilik
uygulamalart miimkiin olmaktadir.

» Banka i¢i slireclerde otomasyon ve basit karar alma
siirecleri hizlanmaktadir.

» Miisteri ile banka arasi iletisim ve siire¢lerde
alternatifler artmaktadir. (Or. Q)




Q: Mobil Sube Uygulamasina Biitlinlesik Finansal Zeka!

» Diizenli islemleri giinii geldiginde
hatirlatma ve tamamlama

» Miisteri glivenligi hakkinda riskli
durumlar yasandiginda miisteriyi uyarma

Hello Derya, today your gas bill is
due.

Below, | have listed other standing

7 payments as well. Please select the
ones you want to pay.

() R 340,60 TRY
12/08/2018
«

Can Oztirk's rent
Q Corent 2.000,00 TRY

One short reminder: Last year your
rent had an increase this month. If

» Miisteri odakl1 yaklasim ile artan miisteri ik ot s ey
memnuni yeti T —

» Artan islem hacimleri ve adetleri

Bu Sayede;

My Accounts & Cards




Omni-channel Konseptiyle ile Cok Kanalli ve Entegre Bankacilik

S

Transparency

Flexitibity

™

Customer .
Touchpoints

MULTICHANNEL BANKING
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Omni-channel Konseptiyle ile Cok Kanalli ve Entegre Bankacilik

TECHNOLOGIES CURRENTLY EMPLOYED IN
MODERN BANK BRANCHES

BEIRED)

Banker tablet Interactive teller  Video-conferencing Service
with 360 view of machine with room terminal
customers remote teller

Teller cash Robot Interactive
recycler greeter digital walls

Source: McKinsey & Company @ December 2018 Digital Banking Report



Inovasyon ve Yeni Fikirlere Yatirim

o v m
e tried. EVET fauLed _No
Wil Tryagain. Fail again: 3

QNBEYOND




Fintech ve Diger Biiyiiyen Sektdrlerden Firmalarla isbirlikleri




Dijital Odeme Sistemleri




Dogustan Dijital Bankalar — The Challengers!

Cep Sube
giris
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Yetenek Yonetimi ve Stirekli Gelisim

Egitim Siiregleri

Kariyer Planlama Merkezi
Kariyer Mimarisi

Konsept Programlar
(Finans-up, Finans 101,
Audit Pro)

Online Staj Programlari
Management Trainee, Sales

Trainee Programlari

21



Perakende Bankacilik ’ta One Cikan Trendler 2020 vs. 2019

Top 10 trends for the retail banking
industry comparing 2020 and 2019

What do you think will be the (3) three most important / 4 /7
trends for the retail banking industry in the coming year? /S

Removing friction from the 58%
customer journey 5

43%

Use of big data, Al, AA
and cognitive computing

Usae of APIs 33%
and Open Banking 7%
32%

Improvements in Integrat-

0%
54%

ed Multichannel Delivery 32%
Investment in 28% ® 2020
innovation initiatives 20%
® 2019

Building partnerships 26%
between banking & fintech

Expansion of
digital payments

Emergence of new
challenger banks

Finding and/or training
new talent

Exploring advanced
technologies (1oT, Voice)

Responding to
regulatory changes

Testing and use of
blockehain tachnology - 4%

SOURCE: Digital Banking Report Research ® January 2020 The Financial Brand



Finansal Kuruluslar i¢in En Onemli 10 Stratejik Oncelik

Top strategic priorities for Fls
comparing 2020 and 2019

What are the top 3 strategic priorities for your organization?

Improve digital
experience for consumers

]/
Enhance data 49% 1/
analytics capabilities 42% 4
38%
Reduce operating costs
32%

Digitize back-office 25%
operations 28%

© January 2020 The Fina

Recrurt or a ate
to meet changing needs

Improve 22%
innovation culture 31%

Update legacy 19%
operating systems 19%

Meet regulatory and 16% @ 2020
compliance specifications 16% ® 2019
Invest in and/or partner 12%
with alternative fintech
providers 13%
Improve components 12%
of security VA

SOURCE: Digital Banking Report Resea
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Mobil’in ve Dijital Deneyim’in Artan Onemi...

Banking models of the past and future

The

s

st

/
Branch @

SOURCE: Deloitte @ Decemnber 2017 The Financial Brand



Turkiye’de Dijital Penetrasyon Yiksek
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Bankacilikta Dijital Penetrasyon Yiiksek

56.324.410
53.156.841 PR 58.106.166
m— — 52 481.204
44.181.983 o 49.278.564 o
a—
39.552.072
-|12.544.102 .L 11.984.716 ™ J12.255.974ﬁ 13.253.072
Ara.18 Ara.19 Mar.20 Haz.20
Dijital internet ===\ obil

*T BB’nin ‘Dijital-internet-Mobil Bankacilik Istatistikleri raporundan alimustir.

*QNB



Digital Onboarding
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Robotic Process Automation

» Siireclerde zaman ve isgiicii tasarrufu saglanar.
> Insan kaynakli hatalara kars1 6nlem alinir.

rocess Automation




API ve Acik Bankacilik (Open Banking)

> API(Application Programming Interface): Bir ~ » Harici uygulamalara yonelik erisim altyapis ile;
uygulamanin islevlerine disaridan veya uzaktan » Miisterilere zaman ve efor tasarrufu saglanir.
eriilip bu islevlerin kullaniimasim saglayan » Uygulama gelistiricilere esneklik saglayarak
araylzdiir. API, bir sunucunun tizerindeki ortakliklar kurulur.
uygulamaya farkl platformlardan ulagilmasmni

ve response dénmesine olanak saglar. » Banka’ya operasyonel tasarruf ve potansiyel is

alanlar1 saglanir



API ve A¢ik Bankacilik (Open Banking)

» FinTech projeleri 6nem kazaniyor.
» ABD, Almanya basta olmak tizere diinyada Open Banking yayginlasiyor.
» Tirkiye’de 1 Temmuz 2020 tarihinde yiirtirliige giren Bankalarin Bilgi Sistemleri ve Elektronik
Bankacilik Hizmetleri Hakkinda Yonetmelik adl yonetmelik ile;
» Bankalarin uzaktan kimlik tespiti yapabilecegi,
» Yapilacak kimlik dogrulamanm belirli kosullar saglanmasi kosuluyla tek bilesenli kimlik dogrulama
ile yapilabilecegi,
» Acik bankacilik servisleri araciligryla sunulabilecek hizmetler ve bu hizmetlere iliskin usul ve esaslari
belirlemeye BDDK nin yetkili oldugu diizenlenmistir.

(@ fivor © sme= GObank
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Blockchain Teknolojisi’nin Bankaciligi Olas1 & Mevcut Etkileri

14 Ways Blockchain
Will nsf king

g o B B K 8% ma €
R R0 S $ 0 3
Interbank Remittance Smart Contract Crypto Record Sharing Clearing & Loan Regulatory  KYC/AML
Transactions Enforcement Banking & Storage Settlement Syndication Technology
= ®
1= OPL o=
Regulatory Trade Data Increasing Serving The
Transparency  Unbanked

Reporting Finance Security



Miisterilerimize Ulagsmak Yollar1 Degisiyor, Gelisiyor...

Reklam ‘@' Mugteri
(ATL/BTL) Temisilcileri

Calismalari (Subeler)

Mobil/
internet
Sube

Musteri
Kontak
Noktalari

4

Katalog

Call
Center/
Tele Satis

\
a



Datanin Artan Onemi




Segmentasyon ve Miisteri Deger Yonetimi

*Yas
+Cinsiyet
*Gelir
*Birikim

Demografik

+Ulke
Cografi . Seh]r
*Yogunluk

*Yasam tarzi
*Sosyal smif
*Faaliyet/ ilgi

* Ayricaliklar
eSadakat derecesi
eKullanim

* Mezuniyet
* Evlilik
* Gayrimenkul Alimi

Doniim

Noktalar:

« Fiyat degisimi hassasiyeti
«» Onem verilen degerler

« Para transferlerini nasil
Teknolojik gergeklestiriyorlar?

Tercihler * Sosyal medya kullanimi
« Teknoloji kullanimi

* Yardim almay1 tercih
ediyorlar m1?

* Sube ziyareti ne siklikla
yapiliyor?

« Uriin sahipligi

Kisisel

Tercihler

35



Segmentasyon ve Miisteri Deger YOnetimi

BUILDING PERSONALIZATION AT SCALE
BEGINS WITH RICH DATA

Data Foundation

Measure and embed Assemble rich real-time
learnings in existing view of consumer
systems engagement

End-to-end
Distribution personalization
growth factory

Decisioning

Test and learn in Mine data to identify
an agile way across consumer signals
to act on along

vehicles .
consumer journey

Design

Source: McKinsey © December 2018 Digital Banking Report



Is Modellerinde Segmentasyon ve Onemi

Ciro Bazi Segmentasyon Birikim Bazi Segmentasyon

r Kurumsal r Private Banking

r Ticari

Affluent+ (QNB First
Plus)

Kredi Kartlari

r Affluent (QNB First)

Enpara.com

r Orta Boy isletmeler

r Kitle

isletmeler

[ Kiiciik Boy

Kurumsal ve Ticari Bireysel




Miisteri Yasam Dongiisii (Customer Life-Cycle)

Sadakat

Farkindalik

(Loyality / WOM) (Awareness)

Tavsiye Kazanim

(Referral) (Acquisition)

Kahcilik Memnuniyet

(Retention) (Satisfaction)

Donlsim
(Conversion)

Kalicilik (Retention)

Karsilama
(Onboarding)




Miisteri Kazanmak ve Kaybetmemek... Iste Tiim Mesele Bu!

It costs five times as much to attract a new
customer, than to keep an existing one

Mliisteri Deger YOnetimi
(Portfolio / Retention

Management)

Sadakat Programlari, aaaaa

Etkin CRM Kullanimi vb.

44% of companies have a greater focus on
customer acquisition vs. 18% that focus
on retention

Miisteri Kazanim

Aksiyonlari
(Acquisiton Management)

Cengel Uriin & Hizmetler,
MGM, Kampanyalar vb.



Tesekkiirler
SEQNB | ...ve Sorular?

E-mail: feyyaz.bicak@qnbfinansbank.com
in| : Feyyaz Bicak

¥  feyyazbicak

: feyyazbicak




