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Physical banking

establishment Web & Mobile services

]

Up to 100 years ago Up to 10 years ago

e

Flexible, virtual,
easy to modify
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Long-term, in-person,
with minor changes
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e

In-person, phone,
online
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When companies go all in on digitization, the complexity of IT
architecture increases.

Digital iz low on agenda M Digital iz high on agenda

Mumber of point-to-point Quality of business- Mumber of services
connections’ process documentation, reused
1 =low, 5 = high

BE& 3.2
+43% 2.7 55 I
46 | -35%
% |
Al findings generatad a p-valua of lass than 0.05, which indicatas a high level of confidancea
n the results.
Source: Enterprise Architacture Survey, a joint survey from MoeKinsey and Henlay Business School,
Feb 2016



Deso 33558 Jlamuy Jo3 (slaosg s so Leiziune EA 05,5 55 O
b e 39 (45 U Hsb o oledbl (655U ladind g 5 SscwS o olblayl g sbwl

oliminl (g3 paeliyy 4 |y (65 g3 5 ple) 5 IS e 35 el J32m3 5l Jaol pugale pblie cruaS o b Jleiis) 4 lag Lol @
..A.L‘b..)u.o

35S (gilaslely sSugyanagy |y Oleas 9 &Yoo wiileil (yieS (Sausw w azed b cwl (Seo
i oalel Sl ol gl eSS pi S ol L O
REWSUITE o &1 IRY (0 (a\.:>-.a\ EA 03)5 4_>uT J\ JSB‘?""S Qb.;.fb) LQuLO)LuJ dloyd ¥ )\ o 93 ®

Silero glajizo sl Wb (ol adyl plnae 5 Jele plmae (Jlazon o3 So Culibse sl 35age 51 ©
a0 drwgs |y 39> Sloylw lhlese (030 o 9 gyld slacu s ¢ wi s YL ves> slaes i yuly Sleylaw




LB Jan g alpl gund b Jlajlin s)lasn

EA O e EA Olmae O
L 5 LS, slac,lge + (oBiigyd Gldoc b ols 03u50) (632040l b e 955) jum ot 3yg0 50 aadgl iSls @
Blashigy Oldec slop) aS (laatiumw bwgd oud aaded (435 5 Bur S0 50 oo Cdud (limae 9890w () © SeS ¢
HB9uS g oleMbl (655L0 (ladind o Souy (6)Sed Cusds

8y a5 an (639U by S EA slaJus 1S53 yuoss ©
(83 3350 9 38 90S Jae Glaslaiin) Jlosos 5515wl @
13S0 Jae plesla b (59 Gaonids Laslgy JS 5u andsl paled ple) 3115 (5500 40325 45 (g i yo (slaalnds

plss laaoby 5 Laoals ((g3lene Olyss plooy 5o 1) (63563 Cunsy (6190 (slamSe 4 45 (55Ld (lls sladae
DY (0

Sl 28300 ©yauitd 9 Laaialys sl Jolis 4 Jom3 31 ouds (saiscngdgl ol s Sy @




Aoy 53 (SISl s S \ Y
JEosws Jg>u

OLiags Jlazan Jgod jie 50 ol i 9 LSS b 42 5s©@

V2 51555 ol 39 nels

}3..w QYW 33 &)3%.30
L DBS JUisus 3lw (s3luloly g La oyl égu@%do

Lloyw syl IS yoss Lwsls x DBS

)M\c)‘ub)b.w\\'f“)\WLg\yAPI\‘oJ\Wo (Y'\O\—Y'\?>Q J 2 L.S-"Ju_’ i u‘ . )‘
<! 3388 Hadae V/A ) w—wo

(YY) oles Sob o yigo 0leae U

i HEEgE




Jbiaa Joad Jalpo

L3 I 4o Jeo gl DBS suds ol g5 il

090l 0 dazwo (asleylu . . )
oy8aen Hlojlo SO U ol s

S8 9wS colbls slaa yoil

Solx sleas by S (ol ol
3 a—il slaoyluliwl 5o yb 31 g 0yla!
Lgd o Sialen jSug> slasislys

WS g0—wS S yidio CaeSl> (gilwaiadlys
Sadgiame jo @Sli) oledbl (55500 5
a1y Y (b ol Sloseas (KPI
(Gaensls) sl

9 Hlbsuy iola L jlS (g9 drwys
Ay poss |y cudad

o bdee SiaSin)sS (gilwpye ®
)\539.“5 o)\S‘Lon 4.:\.: 6.’ J\.‘?-g\

I5>s0 hol )9S s °

) i sla el culaa

‘_b‘ & .-S‘_C‘ T ‘L’D-‘)b &Lﬁ ..! .
Oleilw JS jo p81ys Olaasl-#ladul o

sl (6 8031a0) (gl ile—ie S)luiel 0ylS °
JBasoa ),

B85S L

5 (TRO) wldac 5 (55515385 Azl

L;LQJ_>\3 \_aT&O L;Lme.u QJ)S Gmeiod

as 235018 sl we 4o oS
L;LQJ__>\5 6\.J.c..:>- }\ ‘03}_<T&O prp—-
5339 9 (S e 4oy

ol gilwayloliunl g (gilw Shie
oils solene Gob 3l psiie g3)1S



T&O yojlu

CEO
[_ ks T T Tty T iy el s e g - — — 1
l_ — | — — — l
Wealth Technology
1| country Institutional Consumer Treasury ent | | &Operations ||
|| CeOs Banking Banking Heneeen T
- e eam am am s - \:E‘T
L--i---------------- \‘~:,~-‘
P Customer
Country T&O b S . Innovation
Heads S ‘~~‘\ o
\\\\ \\\ \“\ I
A N N ~~s - - -
\\\ \\‘ ~\\ \\\\ l- - L e, L l |m -
N » el structu
L " T IMU‘!OI'\*\\ Operations Technology i & Procurement
5. - ~. Banking 1 |
% R \\\ i e ey [FE
\ ~ -~ = e
N A b 08 P G I p———
\\ ‘\ .. r I
. “\_ Consumer«
% * . Banking \| Operations Tacs—gy :
\ N
Y ~
. h l — e e e e n ewm e | -l
;. \\ i LI L X EREXETF
N . I "
N Treasury \' Operations Technology '
Y
\
\\\ ' - e e e e e e e e e
\ Lt ettt et l
Woalth\\\ [ i
Management | Operations Teshmo [




19

Plan

X Confluence

¥IIRA

ijbu DevOps p

Scan & Test

Release

Amazon EC2

d ild
Code Bui
App Security Pipeline
. [ForTEY
QFIShEYe sonarqQube Sc2 (Static Scan)
ANSIBLE oo
c3 ] Sc1 i={oc)) == Nlexus 1Q Server
8 Crucible cn Cl2 . CI3  Cloud
ca Sc4 (= &1
(Dynamic Scan)
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Subversion g ALM MICRO
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Performance . i
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@ Jenkins ZZPHYR Csntis g36ee Release Automation
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Business Business Business Business

Platform: Platform: Platform: Platform:

Consumer Institutional Treasury Wealth
Banking Banking Management

Enterprise Shared Platforms:

* Customer Data

* Customer Servicing

* Payment

* API Development, Emerging Technologies, etc

Enterprise Support Platforms:
* Core Banking

« HR

* Fmance, etc

Enabling Platforms:

* Delivery enablement

* Technology Infrastructure

» Access management, cybersecurity, etc




Sl Jooud HS 9 s J9o0

L Cuo 5 1 03wl

>3 5 0asialys je b 4y aS Slyide slajls 4 ue.sfmg@
wdgaly (s

00l (il gl Jlomao Oloas b ogas )1k b yidie u»@

Pl Ob ke g1y andie sLbSSL L ae\ib@

Jleso o wled bles 31 i o.:lb.}’..»\o

Jlamsa Jogsd w—"ﬂ‘o

o5 3550 slaigys inlys(D

& P AL wl—@)o

5L ‘;\sjuuo

2 le LD LI Sy SOUL g

s Y« - g (Sydio Hguduo V)




Jliaa Joad alps g 2laal

Jlosou Jeoo sl Jossa Je0 laal

SO i gy slanislys ygugs O $1aS0L Hleulacwil g Jhymis oliel O
. Jsoy

a> LS aolya audgs O

33 aslsd slanoTys s i lay s O Sldios oL ylie 5] Cewas O
BETERRHESI




Joad Ja psid sl und D) i S0 alawl

Head of commercial Chief innovation officer
banking division Innovation center

Digital Multichannel CX and CRM Innovation
factory team

1)
=
Zz
=
=
<
=

Audit,
Organization HR & Change Planning

i management S o
unit g & Privacy & Control

SUPPORT UNITS
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LLOYDS
BANKING
GROUP

Lloyds Bank, Bank of Scotland, Halifax, Scottish Widows
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@ Commercial servicing

Commercial
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The product owner

Product CX design Digital Feature
owner lead technologist team
The head of customer elivery lea
Business Compliance Legal Business journey design Selvernyiead
architect roll-in team ﬁ
Q L -JLi a a
Ops Branch Call Model office team Source: Forrester/Lloyds Banking Group
center
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Customer value

Improved multichannel
experience

* Improved multichanne! path to
purchase and onboarding
+ Filled product-availability gaps

« Enhanced multichannel
processes across channels

Improved branch experience

From fixed “one size fits all”
process to a process where we
determine appropriate service
level to serve our customers

Improved digital experience

From self-serving model with
process “dead-ends” to smooth,
straight-through multichannel

KPIs

Multichannel

Customers can get what they
want, where they want
(branch/digital) (%% vol.)

Branch
Customer interaction time for
simple needs (min)

Branch
Customer interaction time for
complex neads (min)

Branch
Mumber of customers who re-
quire a second appointment (%6)

Digital
Customer who applied and got
a need met (% path to purchase)

6 oo oo QP“ am

Loans

Basaline

85

52

52

16

18

Target

g9

25

35

85
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