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K&H - KBC csoport

e

3.5m clients clients

585 branches branches
100bn EUR loans EUR loans
131bn EUR dep. EUR dep.
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KBC adatvezerelt stratéegia & H

donts okosan

,hext level in powering our business with data and analytics”

the reference Digital
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Valtozo elvarasok K&H

ddnts okosan

Valtozo ligyfélviselkedés, elvarasok, technoldgiai kornyezet

Piaci insight — gyors digitalizalddas és mobilitas

CX mara mar fontosabb, mint az drazas - know me - guide me - wow me!
Real-time & testreszabott ajanlatokra van szilkség (one size fits none)
E2E digitalis értékesitési képesség az uj standard

Mgital

Banking Artificial

Intelligence
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Banking Converging Technologies
Ondine

Banking

III I'c rson
Banking

Big Data

Social
Analytics

Networks
Smartphones

Hranches
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Uj megkozelites

Push

» ERTEKESITESI KAMPANYOK » SZOLGALTATASI LEADEK
v » TERMEKFOKUSZ » UGYFELFOKUSZ
“>’ » AD-HOC AJANLATOK » TOBB PONTOS UGYFELUTAK
g » SZTENDERD AJANLATOK » SZEMELYRE SZABOTT UZENETEK
© » FIOK FOKUSZ » OMNI-CHANNEL
< » MANUALIS ES OFFLINE » AUTOMATIZALT ES VALOS IDEJU
» MODELLEK ALTAL VEZERELT » AI ALTAL VEZERELT
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»proactively anticipate and fulfil our customers’ needs, L

LM fo Iya m ata supported by an AI-powered, fully automated and straight- MEM

through, omnipresent lead lifecycle management process” Bris ckosan

@) @ EHFE

Real-time ~Analytical
insight és Brain”
Adat gylijtés, szandék scoring és
tarolas, detektalas, insight-ok
feldolgozas profilozas, (journey fazis,
signal/trigger preferenciak,
azonositas motivaciok)

2 i

~Orchestration” Személyre szabott
omni-channel és instant
kampany / interakciok a
journey kommunikacids
priorizalas, pontokon
vezénylés (touchpoints)

Interakciok,
~Viselkedés"”,
tobb
csatornan
megélt
tigyfélélmény

»Big data” Triggerek & Kontextustol fliggo Real-time
adatfeldolgozas események ajanlasok/modellek interakciok
real-time elkapasa real-time illesztése lebonyolitasa
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Analytical brain task:
Contact the right customer, at the right moment, with the right offer, via the right channel

Timing & preferred channel in combination Right time (which day Prioritize based on impact
Optimize channel usage based on cost +moment during day) on lifetime value (ideal for
Focus on human channels capacity to contact customer K&H)

Final check for contact
policy (irritation avoidance)

Prioritized list of leads
for execution

Trigger catalogue

Gatekeeper

Measurement and
Which products are relevant ? Which channel does feedback loop
Audience-"journey” ,pairing” the prospect/client
(propensity models integration and prefer most for Triggers/leads’ performance
harmonization / combination of communication/sales? evaluation
triggers to gain insights on Adaptive model recalibration
actual life situation) Content adjustment Orchestration fine-tuning
,Phase” determination (personalize message /
content according to the
buying motives of client)
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Rendszer szinten K&H

donts okosan

Communication Hub Marketing and Sales Automation Frontend personalization

* Manages messaging and interactions in email, * Supports customer journey-based * User-centric personalization for the web
Frontend SMS, ebank and push channels (web& mobile) messaging and interactions and mobile frontends

Layer

* (Exponea components) * (Exponea components) * Both batch and near-time actions

TRADITIONAL MODELING & ANALYTICS BRAIN

* Regular ML/Data Science models (batch data ingests) Near time transaction labeling, intent detection and recommendations
Analytics * Campaign targeting done in batch mode (+channel, timing, personalization optimization and orchestration)
* Transaction labeling and rule-based triggers for lead generation Data will be mainly sourced from the Business Data Lake
Layer : ] : . o :
* Monthly/Weekly/Daily-run models for affinity scoring, next-best-offers ML models trained and served either in batch or (near-) real-time
and such in operation Drives the Communication Hub and other frontend systems

Oracle Data Warehouse Business Data Lake

* Traditional, robust, integrated central DW for structured data A new system to be established to support Lead Management

* Contains long history on many dataset Primary storage for digital footprint and unstructured data (logs, emails,

* Provides raw and derived data, refreshed daily complaints, claims)

* Holds data for both banking and insurance customers * Also holds replicas of structured transactional data and customer profiles
for fast (near-time) access, modeling and predictions

Core Banking systems Digital footprint

* Manage most master and transactional data for the bank * User activity from the bank web and mobile frontends (K&H Group)
Source * List of systems include: * Available data includes user logins, app/site usage and transactions
Layer * T24 (account and transactional data), * More detailed activity data coverage to be evaluated (data volume,
* CMDB (customer info), difficulty, and business value) to decide on processing and storage
* other subject-specific systems External/3™ party data sources may also be used




DS kornyezet

Real-time
transactions

Streaming
gateway

Real-time
digital events

Transactions

DWH Batch

gateway

Master data

Dedikalt host-ok (dev, test, prod)

Szoftver komponensek - Python, Bitbucket integracio...
Sherlock prototipus - szerveres verzid

Brain komponensek modelljei

Adat integracié (adatforrasok, near-time)

Rendszer integracid (Exponea, Apollo, Kate)

>
>
>
>
>
>

Components in the Interim Python Working Environment (IPWE)

Real-Time Trigger

Sherlock intent detector store

Batch Lead

360° Profiler .
intent detector generator

Comm
gateway

Components in IBM Modeler & CADS

Channel Propensity Timing
preference models optimization

Micro- —
CLTV models Segmentation renestration

L.

donts okosan

Kate
Voice/text chat

11



"Sherloc k" Python alapu strukturalt cimkézoé eljaras

CONTAINERSHIPS

Scope

> POS, P2P signal-ok fogadasa és feldolgozasa
(multiprocessing, képzett cimkehierarchia parquet fileokba, adatszolgaltatd API)

> profilok update-elése real-time mddon (asynchron cache profiler)
> metrikak kiszolgalasa (CRM és CJ lead-ek elballitasa)
> Brain ,intent detection” megoldas Al-ositasa

Jovotallo megoldas
> modularis

> hatékony

> skalazhaté

> konfiguralhaté

Szeparalt

> ,motor” (IT kontroll) és szabalyrendszerek (CRM team)
> valtozaskezelés és release menedzsment
> dev-test-prod mikodési kornyezet

12



Uzleti KPI-ok

-~

Improved stability of lead supply
chains

Improved lead quality & channel
fit by smarter models, measured
& monitored continuously

SORE:

Faster lead delivery by automating
more touchpoint interactions

&

Cheaper model deployment

More recurring journeys up &
running

Addicionalis bevétel

Bevételndvekedés stabilitasa

Eldrejelzések pontossaga

Lead2Sales sebesség

Piaci pozicio

M(ikodési megtakaritasok

Csokkeno inaktivitas

célzott elérés, fenntarthatd értékesitési és CX javulas
marketing direkt hozzajarulasa az értékesitési szamokhoz
tervezhetdség, jol becsilhetd teljesitmény

- kllénbo6z06 fazisokba [épd ligyfelek szama adott id6 alatt
- a ,marketing qualified leads” havi mennyisége

atlagos értékesitési ciklus id6igényének csokkenése

javuld reputécid, lojalitas, Ggyfélbazis (MS), megtartas,
hosszu tavu lgyfélérték novekedése

automatizalt értékesitési funnel akciok és utankovetés

passziv Ugyfél kezelés (szolgaltatasi/aktivizalasi fékusz)
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Koszonom a figyelmet!

edit.devenyi@kh.hu

% . .
it Adatelemzdk klubja (Data A...

P Customer Experience Manag...

al Intelligence and Bu...

rvard Busines

& Artificial Inte igence, Deep L...
#h Data Mining, Statistics, Big ...
& Data Mining Professionals

Show mare s
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https://www.linkedin.com/in/edit-d%C3%A9v%C3%A9nyi-29602a38/

