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Agenda

What is New mBank? Why?

2. How it works?
» Advice & Selling
» Core banking
 ,Cool stuff”

3. Change is (mostly) in the mind




What is

,New” mBank?
-




“New” mBank: 11 major digital financial innovations

Gamification » State-of-the-art user

P2P payments interface .
Facebook integration » 2nd-gen personal finance
management

» Video banking
» Google-like quick search

REAL TIME
MARKETING

» 2nd gen mobile application: user interface, LBS,
selling, deals, PFM, P2P
» Mobile payments




Completely redesigned online banking
delivered in just 14 months (>200 new features)

Project process

Core team: ~200FTEs
at peaks: ~300FTEs+

Exploration and
Innovation
ELENET

e Trends

e Benchmarks

e Experience
from mBank

Design
development

Creative » Navigation and

concepts

model AI design

e Multiple UX

User Experience « Designing

strategy

« mBank
personas

e User scenarios

o Interaction
points

e UI/UX
for navigation

perception
analyses

e UX concept
tests

" Over 400 final UI/UX models

(over 1700 draft models)

tests

the interface e GUI design
e Eyetracking .

Interactions
and animations

71% BRE Bank’s customers in 2013

mBank PL
29M

Multibank
0.6 M

mBank CZ mBank SK
0.44 M 0.16 M




,New” mBank with optimistic launch trajectory (I)
1,5 min customers with access, 1/3 of transfers

Customers 2,9 - 100 Transfers in
with access New mBank
[M] . [%]

Jun Jul Aug Sep Oct




,New” mBank with optimistic launch trajectory (ll)
Initial sales +29%

Sales index In ,Old” mBank In New mBank

[#]
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avg. 129
avg. 100 I

| 87 | I I I I I
0 I I I
-4w -3w 2w +1w +2w +3w +4w

1w

Time before/after launch

week
Index: sales of # products to 220k customers, including standard [ ee s]

banking products (accounts, deposits, loans etc.)




,New” mBank with optimistic launch trajectory (lll)
Growing global recognition

Paris
Digital & Mobile Excellence

3 #1 of 130 projects
Most Disruptive Innovation

New York E f m O #1 of ALL 330 projects

rmovgg}g & e 2013 1568 premiere banks
BEST B " Innovation gg OCOU”” fes
OF projects
SHOW Awards

The Financial
Services Club

200053008 I e TechCrunch @
QOO IKoy v i1OLQCION

THE WALL STREET JOURNAL. sliblols
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You Have Mail!!

e

-~
Check Reorder

GO TO important information about transactions concerning vour account!
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ACCOUNT SUMMARY
As of 07/15/908

Note: There may be other accounts not shown here on which you may be a signer. Please call us at

1-888-478-9282 for further information

Deposit Accounts

At NCArate

My Checking
My Interest

NXXXXXXXXX10001

Checking

S Mimoney. bak - Microsolft Money

Currert Balarce Date Opeced

$8,911.20 07/15/1998

CMgeRiess

(_ Affiliates

o B

_ Information

Rate Sheot
Mortgage Calculators

Program Disclosures

ate The Maortons

|

FAQ's with Real Audio

4

PMlﬂlmmmmlm

ALoan Rates ;

Rates were last updated on January 20th 1997 at 930AM PST
Loin our maiing sexvice 1o become 4 Rate Navigator,

: N Disclamer
Checking Type Rate  Points APR.
My Money Market XXXXXD 30 Year fixed Conforming 7875% |0625% 8027%
My Savings T = e 30 Year Fixed Jumbo 8250% |0250% 8364%
My CD NXXXXX b— er. 15 Year Fixed Conforming 7.500% [0.375% |7696%
: ¢ 15 Year Fixed Jwmbo 7875% (0625% 8.115%
:3 o { LYSALBIM!.‘.!A&HMM 7.500% 0.500% 7.635%
o Withont you thewe mo ax - e | N pr——
Tax Information: Click here to 4 [
”, e Account menu — [—— 5
s 5 Welcome, Media Editor-Reporter! 2
el D"“"' Window Heb 2. Then. Your last visit was: 12/02/199 at 1248 p.m PaciSc Tume 2376 ? Payto [—Ll
et com/onkne/web_demo him termect N
SU N Payto AccountNo I
Pus UBANK eard: 4333no000000341 {
ou easily configure the service by using the following form: PBus .
s
Notify Me Configuration
Notify Me Service configuration for checking 5645 . P
Current Account Balance: $2178520 . & P,
&P, .~ o .~ () .
A g—
Please specify the criteria for notification: &Py . o
Balance falls below Balance rises above =
r sl r s
a D
e Edt View Go Bookmaks Qotions Diectoy Window Hebp & Fle Edt List Report Options Window Help
g Netste: [hito 90 com/pe demo/downlood, = - Account: [Credit Card [~] View: [All (by Date) ""P
Download Your Account History 2l[  chage | credt | Transter | ~ oL m n
T
® Save time and manage your money easily Version 97.05 Web Banking
® Newl Download your f into Miczozoft® Money 97
® Download £ into Quicken™, M  ® Money or a spreadsheet program One Thousand and no/100
Date range for MASTERCARD 5410-3707-5194-xxxx Pay To: E Reports
From MM/DD/YY) [05/05/96 Memo:
— e = E—
INCOME. List of Categoras
File format

O Ouielean’

Investment Income

Other Income

Tansacton Summary for each Category



Personal Banking Business Banking

Current Account As of 09:36 your cleared balance Is £17,201.11C

Recent Transactions Recent Transactions

Manage My Accounts
Manage your personal bank accounts

2 New Messages

Borrowing
Loans & Mortgages

) Logged in as Steven Woods

Savings & Investments

Products & Analysis

Insurance
Property & Family

£271.94 will be debited tomormow

1st January 2012 - 31st January 2012

Logout

Date Type
30th January VIS

Make A Payment
Direct Debits

Standing Orders 30th VIS

Savings Account 30th January VIS

Online Saver 30th January vis

30th January VIS
My Credit Card

30th January VIS
30th January VIS

30th January VIS

DEMO VERSION Tomss spomeni (D

Your cenmicate expires on 1212.201,13:30 @ & @
ducts for & = Renew  Change password  Log out YINA
- Motfcaten
o eng -
Current balance ’
Current avalable batance (chizer b
@ Dumited ovesd MyAccount (CZX) "
35-2201070227,0100
Quick Inks
» Payment order ‘oria Bl
3
wunku O
> Emered orders
{bank code* Amount: Toading
ibawa 8 s = e transactons | =
stant syrbed (D Spechic synb > Mobile 10p-up Numer racht
» Transaction Mstory —
a30 12 caye T 001140 201
HlofScaton sutesy imunikat do r:
D > Account detal 55 1140 201
[ sus = Ciech =) 11 1140 201
_
Depot & Wertpaplere Vorsorge & Finanziorung Service & Kontakt R ——
WESTYCYINE
PostBax  Verwaltung CHUNEK MAKLERSKI
esasment Umeatse
-y Remezan : ’
engeneetong Ratariry
ovtage p—— -—- @ 95677795 @ E-manus
L bere ang Taapsar
Seufinan

OVERVIEW OF ACCOUNTS Transaction hi

CARDS

HISTORY

A
Transaction history
Account statements
SERVIS 24 transactions
Non-posted transactions Processing date
Multiple payment history
0 Posting date
Advces Transaction reference number
» 27.3.2012
.)0:3'-"3 N SINGLE PAYMENTS
i STANDING PAYMENTS
MOBILE PAYMENT S » 12.3.2012

PAYMENT TEMPLATE
DIRECT DEBITS

EINVOICES

AUTHORISATIO!

3, 620
™

4.7

TRANSACTIONS FOR CO-
N

ACCOUNTS SAVINGS LOAN

Osobni (Osobni k
27.1.2013 . 25.2.201°

» 28.2.2012

» 28.22012

» 28.22012

» 2822012

uvaly plikaz-dhrada 3

Zoplaceso
Pojsing

trvaly pfikaz-ihrada 2

Jorek pro meminky

za platbu 2/do

escrp
2a polozky

postovne

ji

Message for payee

za vedeni Osobniho 4l - 109,00 CZK

né banky pol- 1 /200KE 2,00 CZK

Cancefiation

Constant symbol
Specific symbol
podnikate 1 000,00 CZK

2090909099

687,00 CZK

242148879

5.00 CZK

-9,50 CZK

Wpisoda iada A (V. 1/1

Description Paid out
PAYPAL *EBAYEUROPE 10.20
1234567890987

PAYPAL *EBAYEUROPE 1020
1234567890987

PAYPAL *EBAYEUROPE 10.20
1234567890987

PAYPAL *EBAYEUROPE 10.20
1234567890987

PAYPAL *EBAYEUROPE 10.20
1234567890987

PAYPAL *EBAYEUROPE 1020
1234567890987

PAYPAL *EBAYEUROPE 10.20
1234567890987

PAYPAL *EBAYEUROPE 10.20
1234567890987

PAYPAL *EBAYEUROPE

ce (as of today): 2 $1,057.82

BANK OF AMERICA CREDIT CARD Bill Payment

t Trnsfr 1D:2933195231

JPMorgan Chase D 1
Z CO...

N:MICHAL PANOV

:SLPAYMENTS
INDN:PANOWICZ,...

AFT PROTECTION FROM

40128857949

Monthly Maintenance Fee

Paid in

Amount included in Available Balance

¥

®

Balance (£)
17,201.11C

1720011 C

1720011 C

1720011 C

1720011 C

1720011 C

1720011 C

1720011 C

17,201

Keep the Change®:

bf 10/18/2012 (view statement

New e-Bills « Lo

Open an Account

Servic
Enroll Dispute

-165.00 1,057.82
1,200.00 1,222.82
-423.00 22.82

400.00 445.82

-12.00 45.82



Meanwhile Digital Life Has Become SO MUCH MORE

Mobile

Intuitive Ao

Apple

Recommendations for You in Books

- o =% Contextual
Interactive ~= Sedpiirs

Vv Amazon
Mint S
Simple and Usable Web, Seductive Interaction Design...
Mobile, and... > Stephen P. Anderson

> Giles Colborne  Paperback

Beautiful GOUS[(’, ‘ mbank | Inte”igent

mbank kontakt
mbank logowanie

SpOtIfy mbank wptatomaty

mbank sesje

Google










Bank = Banco = ,,Bench” = ...Branch




All digitizable, except... advice & selling

Digital (al)ready

pin, token, user
name/login

Authentication

electronic
documentation, scan,
pdf

,,Wet” Signature tan, pin, token,
verisign

atm, cards, bitcoin,
electronic transfers,

mobile, payments

Advice & Selling
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Advice & Selling: costs banks a fortune

annually

by 30 biggest banks alone

branches: 177°000 in EU, 93’000 in US

Source: Accenture, ECB, WSJ

) =
DO



Yet BIG challenge: decreasing traffic and transactions

Which will require 50
reduction in teller staff by 2015 0/0

Source: Novantas LLC, FDIC. Brett King




3000 branches closed in US 2009-2012

Source: Capgemini
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Because
we

don’t have
THEM




Old & tired ,,transactional” online banking
poor replacement for branches

mBankzg' serwis transakcyjny
wersja demonstracyjna

» Wyloguj sie JAN WIRTUALNY

X Wisdomodd

» Oferta dla Ciebie Data otrzymania Temat

» Whnioski 3
07-08-2010 Odrzucony przelew

s 06-08-2010 Od I i bycia FI _

-U8- rzucone ziecenie nabycia

» Karty = 3

> Kredyty [ Wszystkie wiadomosci ]

» Inwestyge 3

» Loka

37 ¥ Dostepne rachunki

» Ubezpieczenia
Numer rachunku

» Emerytura 3

» Telefonia mBIZNES Konto 03 1140 2004 0000 3902 0147 1111

: ’ ; » Przelew jednorazowy P Historia operacjii  » Odbiorcy zdefiniowani  » Przelew do ZUS ~ » Przelew podatku

» Operage do potwierdzenia :

» Ustawienia i konfiguraga MBIZNES MAX 03 1140 2004 0000 3902 0147 2222

» Kontakt z mLinig » Przelew jednorazowy P Historia operacii ™ Odbiorcy zdefiniowani  » Przelew do ZUS ~ » Przelew podatku

mBIZNES MAX walutowy 03 1140 2004 0000 3902 0147 2121

» Przelew jednorazowy » Historia operadii » QOdbiorcy zdefiniowani » Przelew do ZUS » Przelew podatku

The original idea was to replace branch transactions, decrease costs, offer basic products.
Not to engage, build relationship or offer complex products.




We're challenging
the branch issue:

We digitized
Advice
& Selling

l'c
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Advice & Selling

Algorithmic
« Low liquidity: selling loans

 Advice on life events: travel
insurance

* High liquidity: selling deposits

Remote advisors — online branch

« High liquidity: complex investmgnt

advice




Humans communicate MORE with EYES than words

“words”
CONTENT

“tone of voice” 0%
HEARING

Albert Mehrabian
“body language”

SEEING
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Core banking

« Account management

Transaction history

« Transfers and payments
* Deposits

« Loans(1)

* Product store

* Notifications

« Settings & preferences

P

(1) Scope of Phase 2
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,,Cool stuff”

* Merchant funded offers
« Facebook integration
 P2P payments

« Gamification




The priority level of innovation

Where do innovation and product development rank among your
company’s top strategic priorities?*

India South America China Europe

m2009 ®2010 ®2012

100

8

o

6

o

4

o

2

o

o

Source: 2012 BCG Global Innovators Survey




Key barriers to innovate

100%

80%

60%

40%

20%

0%

Do you have Doeg/olue r;?]\ée Do you have
innovative ideas? peop environment
resources to do . "

this? to incubate”

Source: 2012 BCG Global Innovators Survey







Because

WE

1
changed :



We were just like most other banks: PRETTY SILOED

CROSS

UI/UX ¥ : : SELL
,. \\\
\

A REVENUE

"...
W 11
3

“
BACK-END ( Y
DES|GN
. ROI
HCI 1 HTMLS5 ‘

i\f
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UX IT BUSINESS




We were just like most other banks: PRETTY SILOED

\ 28

\

\

REVENUE |

BUSINESS




Rooted in habits (and joys) of past and.... present

m Bankg' serwis transakcyjny
wersja demonstracyjna

Wyloguj sie

» Wiadomosci

Wi W,

s SONS, AGh SRR SR SR S S

vz

Oferta dla Ciebie
Whnioski

Rachunki
Karty
Kredyty

Inwestyge
Lokaty
Ubezpieczenia
Emerytura
Telefonia

Operage do potwierdzenia
Ustawienia i konfiguraga
Kontakt z mLinig

@)
P
@

mBank

JAN WIRTUALNY

¥ Wiadomosci

Data otrzymania Temat

07-08-2010 Odrzucony przelew

06-08-2010 Odrzucone zlecenie nabycia FI

[ Wszystkie wiadomosci ]
v Oferta dla Ciebie (2]
Zapraszamy do skorzystania z produktdw tylko dla najlepszych Klientdw - szybko i bez wychodzenia z domu }
- = mLOKATA nawet 6,25% w skali roku - oferz wazna do 2012-10-31 - Kliknij i ulokuj srodki wptacone po 4.10 br ...
v Dostepﬂe rachunki = Oszczedzaj z MLOKATA - oferta wazna do 2012-10-31 - Kliknii i ulokui rodki ...
= Z programem mSaver oszczedzasz wydajac - oferz wazna do 2012-11-06 - PrzeidZ do wniosku symulacyinego i sprawd? jak to dziata...
Ni i W i )"
"umer rachunku Wiecej w zaktadce "Oferta dla Ciebie
Zamknij E
mBIZNES Konto 03 1140 2
Data otrzymania Temat
» Przelew jednorazowy P Histi| 23102012 przerwa w dostepie do mBanku
22-10-2012 Zyskai do 4,5% w skali roku. Ulokuij swoje srodki - bez ograniczeri 1
mBIZ“ES MAx 03 1 140 20' 15-10-2012 Zmiana Requlaminéw mBanku
e W i \ P Hi Wszystkie wiadomosci e L
Przelew jednorazowy Hists Fosliadomoseit
v Dostepne rachunki ol
Numer rachunku Saldo Dostepne srodki
eKONTO 61 1140 2004 0000 3002 3677 3549 1,00 PLN 1,00 PLN
» Przelew jednoraz: » Przelew wiasny P Historia operacii  » Odbiorcy zdefiniowani

eMAX plus - rachunki 09 1140 2004 0000 3502 5437 2853 0.00 PLN 0,00 PLN
» Przelew wlasny P Historia operacii  » Odbiorcy zdefiniowani

eMAX plus - karta kredytowa 61 1140 2004 0000 3902 5921 7938 0,00 PLN 0,00 PLN

» Przelew wiasny P Historia operacii  » Odbiorcy zdefiniowani

Suma 1,00 PLN 1,00 PLN







We needed to change to deliver a BIG job

Team of 200
30M Euro budget Break silos:

Just 14 months

1.6 million lines of code

50k test conditions

200 innovative features Freedom &
Accountability:

1700 screens

4 million customers

3 countries

All products & services

Corporation not startup Core value:

Collaboration




Break silos: creativity flourishes on diversity,
commitment on inclusion




Dedicated location: fresh start for teams
and unequivocal focus




Freedom & accountability = Ideas....
Organized in coherent direction

Status of work
Priority projects
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Non standard motivation:
e.g. grass-roots ,,Say Thanks”
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Collaboration: x-functional teams
with balanced decision-making

v




End result: new degree of collaboration
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