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“Right now, a Masai warrior
on a mobile phone in the
middle of Kenya has better
mobile communications
than the U.S. president did
25 years ago.

It he's on a smart phone
using Google, he has
access to more information
than the U.S. president did
just 15 years ago.”

Peter Diamandis, author of
“"Abundance”




Processin g Power I Today’s smartphones are what used to be considered supercomputers

1969 1985

Apollo Guidance Nintendo Entertainment Cray-2 Apple iPhone 4
Computer Systems Supercomputer

7 ~ /_L.L.u_l.u_l.l_.l..L.l.u.LL \ " w‘\ /7 N\

2 MHz e CPUSpecd = 1.8 MHz 1.9 e GFLOPS = ' 1.6 |

4 KB « RAM = 2 KB 244 MHz ® CPUSpeed ™ 800 MHz

N J/ \ J \

Experts Exchange, Processing Power Compared



Processing Power | Today’s supercomputers
2015 2000 2015 2010

GFLOPS 1.6

Samsung Galaxy S6 PlayStation 2s 1 GHz dual-core CPU Speed 0.8 GHz single-core
| 512 MB b RAM 512 MB
34.8 ) GFLOPS = " 62 (GPU) | & . .

1.5 GHz quad-core +
2.1 GHz quad-core

3GB = RAM = | 32 MB

= CPUSpeed = 0.3 GHz single-core

Experts Exchange, Processing Power Compared
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8 exciting technologies that will change banking (and the world)

SMARTPHONES
ICT

ARTIFICIAL INTELLIGENCE
ROBOTICS

INTERNET OF THINGS CRYPTOCURRENCIES
SENSORS & BLOCKCHAINS
VIRTUAL AND BIG DATA &
AUGMENTED REALITY ADVANCED ANALYTICS
BIOTECH & NEUROTECH

3D PRINTING
NANOTECH




Mobile Devices
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A RTI FICI Al_ By 2020, the average person will have more

conversations with bots than with their spouse

Gartner Assumption, Nov. 2016

INTELLIGENCE




Apple Siri, the early days...
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Apple Siri, the early days...

wi__Verizon & 10:22 AM . Vordoon @ 11:55 PM 17 0 100%3

¢ | am going to jump off a
bridge and die %

é¢ | don't want to live
anymore %9

OK, then.

| found 4 bridges a little ways
from you:

Bridge of Faith Upscale

La Bridges Berendo

Bridge Consultants Inc

Sotiris Syrmakezis



Apple Siri, mature version...

wi_ Verizon & 10:20 AM ¥ 085 wt_Verizon = 10:20 AM

This suicide prevention center
looks pretty close to you:

What can | help you with?

¢ |I'm going to jump off a
bridge

If you are thinking about
suicide, you may want to speak
with someone at the National
Suicide Prevention Lifeline.

They're at +1-800-273-8255.
Shall | call them for you?

N« Yes

e

)
—

Sotiris Syrmakezis



Artificial Intelligence | Artistic Style Transfer

Computer Vision Foundation, Image Style Transfer Using Convolutional Neural Networks, 2016



Artificial Intelligence in Medical Diagnosis

The smartest thing on the planet today is neither man nor machine; it’s the
combination of the two

Cancer diagnostic errors:

Human [ 5.5%
A I
Human + Al I 0.5%

Combining artificial intelligence with a human pathologist can
boost the accuracy of cancer diagnosis to nearly 100%

Source: https://www.livescience.com/55145-ai-boosts-cancer-screen-accuracy.html via Daniela Rus MIT CSAIL

Sotiris Syrmakezis
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SmartAirConditioner .

j'  m
palln. SmartBlind :
| SmartFridge ‘
~ . I | i

3 ° E

4 “If you think that the internet has changed your life, think
NEG & Of Thlng S again. The IoT is about to change it all over again!”

Brendan O’'Brien, Chief Architect & Co-Founder, Aria Systems

@)

SmartHUB




The Internet of Things is on our body

£

& WATCH

Activity

EXERCISE

Sotiris Syrmakezis



The Internet of Things is in our homes

Sotiris Syrmakezis



The human body is the next computer interface

Sotiris Syrmakezis



By 2022, a blockchain-based business will be worth $10 billion

Gertner Prediction, Nov 2016






Millennials § technology

60%
50%
40%
30%
20%
.|| 1 11
_
Play video games IM / Chat Download Use Social Media Watch TV Online
Music/Video

B Millennials B Gen X ™ Boomers

Sotiris Syrmakezis Goldman Sachs | Our Thinking | Macroeconomic Insights | Data Story: Millennials, 2016



Millennials: the largest generation in history

77

61

15-35 (Millennials) 36-50 (Gen X) 21-70 (Boomers)

Sotiris Syrmakezis Goldman Sachs | Our Thinking | Macroeconomic Insights | Data Story: Millennials, 2016



Aging population...

Life expectancy at birth total years

(OECD Countries)

ST g

67,9

1960 Today

©

Population over 80 years on total
(World and selected Countries in %)

2011 | 2050

Sotiris Syrmakezis OECD, Economic Outlook and Interim Economic Outlook, Sept. 2016




Millennials and Banking

53% 1in3

don’t think their bank offers are open to switching banks
anything different than others in the next 90 days

33%

believe they won’t need
a bank at all

Sotiris Syrmakezis “The Millennial Disruption Index”, Viacom Media Networks, 2013



D I G ITAI. “It’'s no longer the big beating the small, but the fast

beating the slow.”
TRANS FO RMATI O N i ngricePsegr‘gon, ClO, International Hotel Group (IHG)




Digital Transformation...

...Is like teenage sex:

- Everyone talks about it

- Nobody really knows how to do it

- Everyone thinks that everyone else is already doing it
- So, everyone claims they’re doing it

Dan Ariely (paraphrased)

Sotiris Syrmakezis



New business models disintermediate existing ones

Largest taxi company / no vehicles

UBER

Most popular media owner / no content

€l

Pty Most valuable retailer / no inventory

Global trade starts here*

& Largest accommodation provider / no real estate
airbnb

Sotiris Syrmakezis



The sha ring econoMmy (+ the reputation economy)

Traditional

Sharing economy adstion
rental sector

sector

Peer-to-peer
lending and
crowdfunding

Equipment

rental

=

S

B&B and
hostels

@

Book rental

x1.4

Online
staffing

x22.3

L

Peer-to-peer
accommaodation

Car rental
Car sharing @
DVD rental
Music and
video streaming Sharing economy sectors [Jf§ ] Traditional rental sectors

Sotiris Syrmakezis PwC, Sharing Economy: sizing the revenue opportunity



The economics of Digital

Growth rates will plummet. To survive, companies must be first movers.

Percentage-point change in 3-year revenue growth

You’ve grown
comfortable with
a steady state
of revenue growth

Sotiris Syrmakezis Why digital strategies fail, McKinsey & Co., Jan 2018



A perfect storm enables the emergence of startups

Accelerated Pace of

Customer Uemand Technological Evolution

Barriers of Entry VC Funding

Financial Services Analysis, CapGemini, 2016



Startups jump out of every corner

European unicorns landscape

Sotiris Syrmakezis
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FinTech startups jump out of every corner

Sotiris Syrmakezis
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450+ FinTech startups in Israel alone
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New banks enter the market: the Challenger Banks

_ TANDEM
Alderm: re N 2 6

,f;ﬁ Wm
Tinkoff Bank . EISH% ~ '
(6 fidor o

BANK

pppppppppppppppp 702 widiba Tide

( j//‘ SIMPLE M mohnese

monzo * Atom bank

oe BABB
@ Savings Bank OakNorth s
Bank
digibank
ETRO ﬂg*% w g by DBS
— Hampden&zC.
i e CivilisedBank

2010 2011 2012 2013 2014 2015 2016 2017 2018

Sotiris Syrmakezis



FinTech scene in China and SE Asia

€L

Alibaba.com “ Tencent iR

WeChat

Global trade starts here™

WeBank
% B %

AV E
Y g R Py
B E R E T @ MYbanI( E

Sotiris Syrmakezis
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Case Study: The UK Challenger Bank Precedent

UK Bank Consolidation Over 60 Years * Low customer satisfaction
» Worsening client relationships with SMEs

Barclays
Martins

Wochich e Lack of investment in technology
Lloyds

C&GY

* High regulatory requirements limit banks’ operations

Bank of Scotland

Halifax
Leeds Permanent

RBS

National Provincial

Isle of Man
District
Westminster
Lombard

\
National Commerc ial —> * BARCLAYS
National —\
Midland ?%
Provincial
Burnley vg
Alliance _»h‘ R BS
Leicester The Royal Bank of Scotland
Bradford
Bingley h 4
—>
Southern Coop HSBC <A>
Northants \ \
Leicestershire H
Portman & SGnthder
Derbyshire
Cheshire
Dunfermline > ﬂ Nationwide’
1957 1964 1971 1978 1985 1992 1999 2006 2013

S t. . S k . Sources: PwC, Deloitte, Greek press.
OTIris Syrmakezis Note: (1) Stands for Cheltenham and Gloucester.



Case Study: Banks consolidation in Greece

The Greek Banking industry resembles that of the UK: via M&A, the market has become the most concentrated in Europe

Greek Bank Consolidation Over 20 Years » Asset quality

Eurobank » Capital adequacy issues

Interbank
Bank of Athens
Bank of Crete
Ergasias Bank

Telesis Investment Bank
Dorian Bank

Unit Bank

Hellenic Postbank

Aspis

ABN Amro

Standard Chartered Bank
Proton Bank

Omega Bank

National MortgagL\{SBargE

National Housing Bank
ETEBA (Industrial Credit Bank)
Probank

e ow customer satisfaction

e Lack of investment in technology

R . obanic

First Business Bank
Co-op Bank of Peloponnese

lonian aéjlp(Q)EIaBr%inﬁ
Emporiki Bank

Investment Bank
Citi

Riraeys Bank
Credit Lyonnais

Nat. Westminster
Chios Bank
Macedonia-Thrace Bank
ETBA

ATE

Millenium Bank

Bank of Cyprus
Hellenic Bank

Marfin Bank

Egnatia Bank

Bank of Central Greece
Popular Bank

Geniki Bank
Panhellenic Bank

NATIONAL BANK
OF GREECE

i

Vi

> . ALPHA BANK

/

/

PIRAEUS BANK

N

i

1996 2000 2004 2008 2012 2016

Sources: PwC, Deloitte, Greek press.
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Challenger banks: 5 Raisons d’ étre

Shift in Demographics

Smartphone and Mobile Banking Penetration
Customer Confidence in Banking

Geography

New regulations

Sotiris Syrmakezis



Digital customer onboarding

10:00 PM

UMSATZE
2.861,78 €

aktueller Kontostand

Donnerstag, 20 November 2014 +1.826,06¢

P Lufthansa - 90,00
&

@ BMW AG +2.000,00

@ Starbucks Berlin

‘ Apple iTunes St... - 0,99

Mittwoch, 19 November 2014 - 201.48¢

e Spotify Music Unlimited - 9,99
spotty

@ Urban Outfitters - 210,00

T

cesee 10:00 PM 100% -

10:00

Donnerstag, November 20

@ NUMBER 26 ¢
Du hast am 20.11.2014 um 9:30
eine Uberweisung in Héhe von
1.500,00 € von BMW AG erhalten.

 entsperren



Personal Finance Management

41 AM

£1,426.89

Pret A Manger

£3.35

Sotiris Syrmakezis

e ¥ o4

Spending

a Transport

Holidays

Eating Out

Genera

Lroceries

£4

Entertainment

N
@)

—

1:20 PM
Spending
January

£1,760 n

Merchants
Spen y

£315.00

£196.75

£133.50

£100.00

£91.70

£84.59



Card lock/unlock & notifications

09:47

Wednesday 1 November

Ole Mahrt

ole@monzo com

Press hometo mlon!.)q‘u‘:
L , B -
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Control, savings, P2P payments, ...

941 AM

Overdraft

Your Overdraft

£400

9 New sofa

£300.00

Daily view of your account in October

8 £125.00 £15.00 N
Your Balance

£2517.41 £1,266.73

1 Rof

Today (13 March, 2018) Paid with Starling
2

Today (01 November 2017)
5

8 One Off Payment

More Information 0




Partnerships: disrupting the notion of competition itself

i 1 ( @Afidor
e @ | ~yorr
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/17 ~ \ / . ' e
TransferWise e ™ e ARLING
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N 2 6 “/Transferwise | wirecard bank

O vaamo
Fintechs cooperate to

create larger challenges

draisin.




Tech giants disrupt banks...

‘) Google wallet

R
i
PAy

_J =) A—

amazon pay P PayPal

Sotiris Syrmakezis



Digitize or Die

Rank Fortune 5002

Company] 2000 | 2015 [e-
’
S 284 5

- 29

Google - 40

Morgan 30 82

@ 37 363

MOTOROLA

Kodak 124 -

Sotiris Syrmakezis

.

Unicorns by industry
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o .

Internet Software _ 22 o Dropbox Al  Atlassian
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-~
Healthcare - 10

theranes Intarcia
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Mobile Software & Services . 5 's "'Jmpef
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“Banking is essential. Banks are not.”
Bill Gates, 1994



“In the future,
BBVA will be a software company”

Francisco Gonzalez, BBVA CEO, Mar 2015



Indications that maybe you are doing it wrong

1. Feature-obsessed: “Our product should have this, this and that feature.”

2. Relentless Copycats: “Look at this feature that the competition has. We have
to have it, too.”

3. Authority bias: Beware of the Hlghest Paid PersOn in the room (“The boss
says that this feature is a killer”)

4. Over-optimistic roadmap. No MVP. “Since we can’t hit the deadline, let’s
phase out the most important features that will take the longer to
implement”

5. Cool tech as a guidance: “That tech is hot these days. Let’s build one,
anything, as long as we do it first!”

Sotiris Syrmakezis



Adopt digital strategy to business strategy

BUSIRESSISUALESY,

Digital strategy.

Governance

Sotiris Syrmakezis



Digital Transformation Components

G Customer experience Operational excellence
Capability map

Business case

Sotiris Syrmakezis



Digital Strategy | Vision

Digital strategy

Sotiris Syrmakezis



Digital Strategy | Our mission

Find your Northern Star

it has to be:

Big
Bold
Expansive
Future-proof

Sotiris Syrmakezis



Digital Strategy | Customer Experience & Operational Excellence

Digital strat Customer experience Operational excellence
Igital Strategy strategy strategy

Sotiris Syrmakezis
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Inside-Out vs. Outside-In

MAth

New Platform
(customer-centric)

Sotiris Syrmakezis

Existing Systems
(product-centric)

A Backbase concept

Outside-In
Customer enablement

Inside-Out
Web/mobile enablement



Customer Experience Strategy | Mobile-15t
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Processes

Take care of the processes
that affect the experience

Sotiris Syrmakezis



Execution

Sotiris Syrmakezis

Culture

Organization

Technology




The ever-present organizational structure question

Strategy Governance Description

Embedded in Embedded in Embedded in All strategy decisions made in

busi it busi it : . distributed, local teams
usiness uniis usiness uniis business units independeni of one another

Decentralized

HQ makes all strategy &
tactical decisions, giving local
teams little to no leeway to
adjust execution

Centralized Centralized Centralized Centralized

HQ makes most strategy
Embedded in decisions & allows local teams
business units to adjust decisions and

Federated Centralized Combined

execute within specs

Sotiris Syrmakezis Forrester Research, Evolve Your Organization Structure To Promote Digital Maturity



Execution

Culture

New Methodologies

Sotiris Syrmakezis



Design Thinking

Learning about the brainstorming and Returning to your original
audience for whom you coming up with cre- user group and testing
are designing ative solutions. your ideas for feedback.
| >. > / > > /
.< S .< .\< .
Redefining and focusing your Building a representation of
question based on your insights one or more of your ideas to

from the empathy stage. show to others

Sotiris Syrmakezis



Design Thinking ® Service Design

Service design is the approach through which we
understand the whole ecosystem to choreograph a
seamless and compelling experience



Service Design

CURRENT-STATE BLUEPRINT IDEATION
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)
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Agile methodology

HOW SPOTIFY ORGANIZES ITSELF

same skills

Tribe Tribe
s ~N
S 8 8@ & & S 8 8@ & &
Chapter: A grouE __(E_l"-_E_IEE_B_r___..-‘ ‘ ‘ ‘ Chapter ‘ ‘ ‘ ‘
of people with the —

Squad: A Chapter '.‘
selfforganizin

Mmini-startup that

has autonomy to _—}—m—"

decide on the work
to be done; the
organizational
building block

/

Squad Squad Squad Squad

I N

Squad Squad Squad Squad

Tribe: A collection
of squads that
work together in
related areas

&

1
1
[
L]
i
1
1
|
1
1
I
]
1
]
]
I
1
i
1
1
1
1
[}
1
1
]
1
1
1
1
1
1
L oY e

&

Guild: An interest
group that anyone
can join

>y

EXAMPLES OF POTENTIAL TRIBES AT BANKS

—
CUSTOMER EXPERIEMCE TRIBE

Scope: Starts with the first point of
contact with a potential customer
until a product is chosen

Typical staff composition: one-third
technology, two-thirds business

Example: Omnichannel marketing

.

~\

ENABLING TRIBE

Scope: Enables squads in other
tribes to work independently by
providing systems, applications, and
architecture

Typical staff composition: Heavily
weighted toward technology

Example: Building an omnichannel

Source: Spotify.

technology infrastructure

Mote: P = product owners, who lead product development sprints.

—

CUSTOMER SERWVICE TRIBE

Scope: Starts when a product is
chosen and extends through
fulfillment and management

Typical staff composition: Two-thirds
technology, one-third business

Example: Mortgages




Lean or Design Thinking or Agile?

Work in short cycles
Hold regular retrospectives
Put the customer at the center of everything

Go and see

At the end of the day your customers don’t care whether you’re agile, lean
or practice design thinking. They care about great products and services

that solve meaningful problems for them in effective ways.
The more you can focus your teams on these things the better their process will be.

Sotiris Syrmakezis



Start thinking like a disruptor

Focus Experiment Choose
on unmet customer with new business speed
needs models over perfection
Think Face Be ruthless
like the about

an ecosystem player

non-believers

your liabilities

Innovate

the
adjacent possible

Maximize

the use of existing
technology

Place

a few selective
big bets

Sotiris

Syrmakezis
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DIGITAL TRANSFORMATION
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Thank youl!



