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Delivering Customer Experience

Moving from fulfilling an activity towards delivering a service

Understanding the — . ‘ .
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Delivering for the
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e Rapid releases
e Proactive responses

e New to Bank
e External
¢ |[nternal




Understanding the Customer



New to Bank Targeting

111!

Re-marketing

0
o E
osE
X L
@ S

Key Performance Indicators Cross-Seil

1 N

Affictes Connectors
Native Acs

Emalificabeling > 4 Context Ads

Nu g
Video Services Websile
A - Landing Page ‘
h Ansia= SEGMENTATIO

Accounts
COA

Website Analytics

Sep-2019

* 20,92,983 unigue website
visitors

* 1,08,559 leads generated
through multiple digital sources

* 43,107 certified leads processed
by business

e 35.59% visitors came to our
website through display

* 30.06% visitors came to our
website directly

* 21.64% visitors came to our
website through search engines
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Know the External Customer

e Expressed intent rather than
usage models

* Track success and failure trends

* Track transactional performance,
not just infrastructure
performance

e Continuous real-time tracking
and response, avoiding the call
rather than responding to the call
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Internal Customers

* Track what your internal
customers are doing on P R e Gt

Balance as of
136,778 28,548 637 ies5 103.07Cr 31.16Cr
Accounts Accounts SK Variar

internal sites. )

* Not just infrastructure — track
usage, performance and
preferences

------

.“?‘.’i."!".‘!";.;
y
S

111111111111

* Apply the same techniques as
external, but integrated with o |
identity and function = T B

Overall Average Ticket Sizc
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Proactive Service

Know whats going wrong, in real time
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Crash-free statistics

Event trends
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Fix Fast, Release Frequently

Shorten incremental releases to weeks, fixing small things each time and keeping track of installation events

v
Status as of 11:03:26 AM GMT Boards / Uninstall v @ A Set conversion event
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Users Crashes )
2'792 13 513% 2,646 of 51,566 Users Event Conversion

Users per minute

App Uninstalled 100.00%

70m 80 Biki: il i il App Launched 78.04%
3 - o Hll “l “l“l |||“ i e e e
App Launched 28.64%

StreamView —

App Launched 21.01%
App Launched 16.77%
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