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OTP Bank needed to create a hyper-personalised digital experience for their retail customer
in Central Europe to increase product uplift & cross-sell

Objectives Market Opportunity

Position OTP Bank at the forefront of a fully owned Al-powered retail
banking digital ecosystem

An uplift and redesign of the customer ‘go to market’ & retail banking
proposition

ENGAGE, EDUCATE & EMPOWER mass retail/affluent customers who
want to take control of their finances using Al-powered
recommendations

A combination of intelligent propositions, seamless embedding
within product ecosystems, and smart servicing and experiences
for an overall experience that sets the Al OTP Bank apart from
traditional incumbents
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Key Elements

Initial demographic Credit Cards & Loan Behavioural Personas
segments Product Groups Motivations

r “\1“‘ , 1a
: ; Age 35-49
Age 35-49 above average income
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Success Criteria: much higher engagement and upsell

OTP Bank Initial Targets: the bank was ambitious and even started with setting up high initial targets to be
achieved with the new ABAKA solution

. ABAKA return on investment: despite these high targets, the ABAKA solution
outperformed on all KPIs with the response to product recommendations being 4
times higher than the defined target
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(minutes) weekly users via action
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Al-Next Best Action

nudge

Personalised
Content

Product
Recommendation

Upsell action

otpbanka

Odabrano za Vas

Dobar dan, Sigurno da Zelite samo
najbolje za svoju porodicu bez...

Mi Vam moZemo pomoci da dodete do novca za svaku
priliku. Saznajte vi:

Dobar dan, da li Dobar dan, Da li vam
biste voleli da... da jedva...

] @ Q
ZaVas Ciljevi Znanje

@ otpbanka

4 Znanje

Pomo¢ u novcu

od oTP pre 20 dana

Cak i u slugaju da imate zadovoljavajuca primanja, ke
kredit vam moZe pomodi da sebi priustite dodatni

luksuz koji bi u€inio vas Zivot prijatnijim.
Luksuz na dohvat ruke

Kes kredit moZe vam omoguditi da sebi i svojoj
porodici priutite dodatni luksuz ili ne3to sto ste dugo
Zeleli, a trenutno niste u situaciji da sebi priustite.
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Saznajte vise
Bg @ Q
ZaVas Ciljevi Znanje

@© otpbanka

Kes krediti

Kes kredit vam omogucava da dodete do
dodatnog novca brzo bez obzira da livam je
potreban za planirane ili iznenadne potrebe. Uz
tacno definisane uslove otplate, kes kredit
predstavlja jednostavan nacin da bolje
upravljate svojim novcem.

Bitne pogodnosti

+ Otplata u jednakim mesecnim ratama
+ Fiksna ili varijabilna kamata
+ Mogucnost pozajmice do 2 miliona dinara
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Pozovi me!

Zelim da me kontaktirate putem
e A

Izaberite swrhu povratnog poziva ™ -

Zeljeni adresar e-poite ™

otp.test.mid-career.1000043@mailinator.co

Unesite svoju peruku

[0 eristajem da podelim svoje podatke sa agentom

Posalj

Omnichannel

Digital App
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Outstanding Customer Satisfaction

Customer Survey based user responses

BrandPositive Engaging

65% 76%

Accessible Informative

90% 32%
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OTB Bank's return on investment

For a target customer base of 180,000 digital users, on credit card and lending products, for 5 years period

Income effect (acquisition and upsell effect, € 1.7 million
including customer churn)

Income effect (cost efficiencies, FTE reduction) €300,000

Investment and expenses €550,000
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OTB Bank's return on investment

For a target customer base of 180,000 digital users, on credit card and lending products, for 5 years period

€1,45 million 338%

Profit in 5 years

ROl in 5 years




Our Expertise
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PRUDENTIAL S/

Listening. Understanding. Delivering
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ST. JAMES’S PLACE
WEALTH MANAGEMENT
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Gold
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El BANKING 7~
crosoft Partner TECH AWARDS

B® Microsoft

Best Smart Banking Tech Solution
2020 (Highly Commended)

< INTEL" Al BUILDERS ~

Accelerating Al ecbéys_ten‘! innovation with Intel® afchitecture
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Best Al-Driven Financial
Services Platform

2020
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ight Channel

Contact ABAKA to find out how; ==& "= -
contact@abaka.me
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