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PROCESSING
POWER COMPARED

Visualizing a1 trillion-fold increase in computi ngperforma ce.




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

1969

Apollo Guidance Nintendo Entertainment Cray-2 Apple iPhone 4
Computer Systems Supercomputer
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2 MHz o CPUSpeed = 1.8 MHz 1.9 « GFLOPS = 1.6 |

4 KB « RAM = 2KB 244 MHz ® CPUSpeed *® 800 MHz
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Experts Exchange, Processing Power Compared @m
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8 exciting technologies that will change banking (and the world)

SMARTPHONES:
POCKET SUPERCOMPUTERS
FOR EVERYONE

INTERNET OF THINGS

VIRTUAL AND
AUGMENTED REALITY

INTELLIGENT AGENTS

ARTIFICIAL INTELLIGENCE

CRYPTOCURRENCIES
& BLOCKCHAINS

BIG DATA &
ADVANCED ANALYTICS

REAL-TIME INTERACTION
MANAGEMENT

&) Eurobank



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

Gertner Prediction, Nov 2016



Al: chatbots in action today

] esesn ATAT @ 7% oM 00N .-

S Ho

r

N

Mostercard KA -

How much did | spend on

restaurants n Sept

Let's see. You spent
$649,32. | searched for:
Category: restaurants
Date: between 09/01/2016
and 09/30/2016

Want to see the
transactions?

Show my offers

KEF)

Go Greek with 8 Three-Course
Lunch for Two at Kefi
SAavor lavors of the Medasrranean

with @ 3 course § N at Mardattan's

essee T 09:41 ¢ 3 100% B 4
DBS Bank >

< Home (3) Typically replies in minutes Manage

-0

@

No need, thank you. By the

way, can you please pay my
mobile bill?

Sure. How much?
Let's confirm. You'd like to

pay SingTel your mobile bill
of SGD50, right?

7N
~r

Sotiris Sirmakezis

®e000 Verizon T 10:46 AM 10 % 2% >

Kasisto KAl >

Typically replies in minutes

< Home

_ |

What can you do for me?

| can tell you about your
accounts, help pay a person,
search your transactions, and
answer questions. And I'm

@o always learning. Try me.

What is my balance?

Great question. You have
$2,941.78, and you owe
$403,319.84. Shall | break that

@ down?
J

You have:
$2,941.78 in your Wells Fargo
CHECKING (1743)

You owe:
$395,632.78 on your Wells Fargo

LAARTAAAE (TAAAY

Manage

e}

r\




Mobile Devices | Pocket Supercomputers







Smartphone users

82% 1In3

consult their phones have purchased from a
on purchases they're company or brand
about other than the one they
to make In a store iIntended to

because of information provided In
the moment they needed it

“How mobile has redefined the consumer decision journey for shoppers”, July 2016, Consumers in the Micro-Moment, Wave 3, Google/Ipsos, U.S., August 2015,
ThinkWithGoogle.com n=1291 online smartphone users 18+

Sotiris Sirmakezis w



Complaints by bank customers

60%

of complaints about banks online

are about non-digital experiences
like bank visits and phone calls

5%

of all emotive conversation around non-digital are
negative

. . Analyzes 31,237 conversations around bank services on social media. Experiences
Sotiris Sirmakezis . . , . m
were segmentation using Brandwatch's Rules and Categories features.



Smartphone users

It's less important for
a customer to be present in the bank branch

than for

the bank to be present
wherever and whenever a customer needs it

Sotiris Sirmakezis w



Millennials @ technology

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

B Millennials B Gen X ™ Boomers

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






Millennials: they are developing a “healthy lifestyle”

Your definition for Healthy? Population over 80 years on total
(% respondent) (World and selected Countries in %)
46%

43%

World

29%
24%
2%

14% 4%

Millenials Gen X Boomers
Not falling sick Exercising
Eating Right 2011 [ 2050
Goldman Sachs | Our Thinking | Macroeconomic Insights | Data Story: Millennials, 2016 OECD, Economic Outlook and Interim Economic Outlook, Sept. 2016

Sotiris Sirmakezis w



Millennials: the largest generation in history

77
61
15-35 (Millennials) 36-50 (Gen X) 91-70 (Boomers)
Sotiris Sirmakezis Goldman Sachs | Our Thinking | Macroeconomic Insights | Data Story: Millennials, 2016



Millennials and Banking

53%

don't think their bank offers
anything different than others

1in 3
are open to switching banks
In the next 90 days

33%

believe they won't need
a bank at all

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



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

o] ing the slow.”
TRA Ns FO RMATI O N eahngEricePsegr‘:on, ClO, International Hotel Group (IHG)




The Sharing €eCoNOMY (+ the reputation economy)

Traditional

Sharing economy adition
rental sector

sector

Peer-to-peer
lending and
crowdfunding

Equipment
rental

@ B&B and
Online hostels
staffing

Xx22.3

@

Book rental

Peer-to-peer
accommodation

Car rental

=

DVD rental

Car sharing

Music and
video streaming Sharing economy sectors |  [Jl] Traditional rental sectors

Sotiris Sirmakezis PwC, Sharing Economy: sizing the revenue opportunity

x1.4



New business models disintermediate existing ones

Largest taxi company / no vehicles
UBER

Most popular media owner / no content

€L

KR i Most valuable retailer / no inventory
@ Largest accommodation provider / no real estate
airbnb

Sotiris Sirmakezis



Digital inflection point is imminent

Percentage indicating their industry has already reached its point of disruption or will
within the next three years

4%
PRIOR TO 2010

i 47%
24%0 believe their traditional business model
2010-2016 will be obsolete by 2020
56% l
2017-2020

36%

1 Gﬂ/ 0 of non-digital respondents hold this view
BEYOND 2020

Sotiris Sirmakezis Analytics Services Survey, Harvard Business Review, December 2016 w



Disruption considered “very likely” for some industries

Percentage indicating how likely it is that their industry will be disrupted by digital trends

I, 7

Communications/media

I, 2

Financial services

I 54

Technology

I 51

Professional services

I, 413

Education

I 41

Retail

I 36

Healthcare

I 6

Government

I o7

Manufacturing

Sotiris Sirmakezis Analytics Services Survey, Harvard Business Review, December 2016 w



Business models replaced, innovation necessary
Rank Fortune 5002

Company| 2000 | 2015 [e-
L4
S 284 5

Google

Murgaﬁ

@

MOTOROLA

Kodak

Sotiris Sirmakezis
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“Banking is essential. Banks are not.”
Bill Gates, 1994



Cardless ATM transactions by Wells Fargo, 2017

Cardless ATM
access... -




A perfect storm enables the emergence of FinTech

Accelerated Pace of

Customer Demand Technological Evolution

Barriers of Entry VC Funding

Financial Services Analysis, CapGemini, 2016




Tech giants disrupt banks...

‘) Google wallet i
pPAy

®PAY  sumsuncpay
' PayPal

&) Eurobank




The “Uberization” of banking

71 NUMBER26 BANKACCOUNT MASTERCARD SUPPORT BLOG LOGIN

Introducing banking as
it should be

Simple, fee-free, and everywhere

Now available in Greece. Currently available only in English.

DIESLZEIT Forbes T TechCrunch DIEGWEL] Sigaramncis W@EE. co.ux

Your bank account just as
mobile as you are.

Banking everywhere

Take care of banking with your full-fledged bank account

Always fully informed

Receive realtime push notifications on all transactions on your bank

Sotiris Sirmakezis account.




N26 experience

Sotiris Sirmakezis

BAN:DESS 5123 0800 2622 4792 02 BIC:WIREDEMMXXX

u »))
4567

1234
12/15 Master

STEFAN T MUELLER
12345654321

" cssee T 10:00 PM

= UMSATZE

aktueller Kontostand

1 o 2.86178¢€

Donnerstag, 20 November 2014 +1. 826,06€

@ Lufthansa - 90,00
{
@ BMW AG + 2.000,00

@ Starbucks Berlin -8,95

‘ Apple iTunes St... - 0,99

Mittwoch, 19 November 2014 - 221,48e

% Spotify Music Unlimited - 9,99

Spotity

@ Urban Outfitters - 210,00

. <

sesee T 10:00 PM 100% -

10:00

Donnerstag, November 20

@ NUMBER 26 @20
Du hast am 20.11.2014 um 9:30
eine Uberweisung in Héhe von
1.500,00 € von BMW AG erhalten.

» entsperren




FinTech startups jump out of every corner

Sotiris Sirmakezis
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Challenger banks in UK

|

ETRO
BANK

{*y monzo

ZOPA
Clear.Bank

/7 N\
f / \ N
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| x'\‘:«.‘ l‘m |
) O
\\\ W //
e N\ & 4
N 7/
.

@ fidor bank

thinkmoney

STARLING BANK



450+ FinTech startups in Israel alone

Payments Trading & Investing /{Lending & Financing]\ /{ Blockchain ]\ /{ Exits ]\
B28 Algorithmic driven investment SM8s | Personal Public Blockchain

\ ipalf X . N
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FinTech scene in China and SE Asia

£

e By Tenceni i

WeChat

Global trade starts here™

NeBank TE NPAY.C OM
i?@%@& i LUl

ALIPAY L) g— .Pay
. B ERTT AT (nA
i3 2 R IET @A : MYbanlk E Mg{ﬁ Bﬂl

Sotiris Sirmakezis w




Fintechs cooperate to create larger challenges

N 2 6 %) vaamo

(raisin.

7/ TransferWise
wirecard bank

Sotiris Sirmakez is w



Digital disruptors grow much faster than incumbents

COMBINED VALUATION OF TOP GLOBAL FIRMS IN EACH CATEGORY

2011 2016 5-year
change
in value

S EEREEEEEE,

eNEER
4EEnEnm

iTn%% Irj{::I:]rs @ +79%
I ‘.........

| |
Sotiris Sirmakezis “The state of the financial services industry 2017”, Oliver Wyman, 2017

Top 50
Fintech firms

+169% .

.IIIIIIII.

eNEER

Top five
Tech firms

+140%




Regulation favours non-banking players

European
Commission

Payment Systems Directive (PSD2) & APIs
Green Paper on Retail Financial Services

Consultation on FinTech

Sotiris Sirmakezis



Manifesto for the impact of PSD2 on European Fintech

WebfinancialGroup TrustPay @ &6 MENIGA ”\b lNBONIS ? IESA checkit™ cardlay” @bUdgetm:,\;;)hi Klarna ﬁfw% Safeuo
derk suohoor [ -sié ™ e i e
ez P = FLEX FUNDING  finAP| e TR EEEES wiquet.com  (Mybankendiky ¥ siszame
a g lendrock -
I Jsavso i)fjwm g Bankin' BESEPA avanzanill
- r\ I eurobits (... D SetPay = = W ZignSec @ FINTECSYSTEMS
paySera §Trusty Pogatelia W fitonis |8O G francefintec
- s AFA 2gether
() Outbank . opti ‘D Linxo & Lendify 0 KoNTOMATIK collector bank @ @ Clearhaus me

Therefore, we request for the RTS to
be amended so that TPPs can identify themselves at the customer-facing online banking interface
and use Secure Authenticated Direct Access even if the Bank (ASPSP) provides a dedicated
interface.

Sotiris Sirmakezis w
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Greece: online usage

120%

100%

80%

60%

40%

20%

0%

Sotiris Sirmakezis

2012

53%
38% I

64% 66%

60%

2013 2014

49%
44%

2015

53%

72%

60%

2016

M access M daily access

Google/TNS/Hive/IAB, Consumer Barometer, 2016

WebID, Focus Bari, 2016

78%

I 69%

Q4 2016

100%

| 87%

Ages 13-44




Device usage

70%

60%

50%

40%

30%

20%

10%

0%

Sotiris Sirmakezis

66%
57% ou%
42%
33%
18%
13%
s 7% I
(v]
— B
2012 2013 2014

M use smartphone m use computer

Google/TNS/Hive/IAB, Consumer Barometer, 2016

62%

53%

24%

2015
H use tablet

&) Eurobank



First Source of Product Awareness During Pre-Purchase Research

3%

B Online

In Store

Via Phone

Sotiris Sirmakezis Google/TNS/Hive/IAB, Consumer Barometer, 2016 w



Social Media usage

4.8M users monthly

3.1 M daily users

85% mobile

5.5 M users monthly

2.5 M daily users

1.5 B views per month

Athens University of Economics and Business, HELTRUN, 2016

1.5 M users

1.0 M active users

1M users

500k active users



Greece: online banking penetration, 2005-2016

30%

28%

25%

20%

idu

15%

10%

1%

2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015 2016

Note: Europe; 2016; 16 to 74 years

B Share of all individuals ll Share of individuals who used the internet in the last 3 months

Sotiris Sirmakezis Statista, Eurostat w



Europe: online banking penetration, 2016
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Sotiris Sirmakezis Statista, Eurostat @ Eurobank



Greece: mobile banking growth

3,M - - 25, M
MiActive users —Monetary transactions —Logins '

25M -
20, M

2, M
15, M

15M +
10, M

LM+

500,0K -

0,0K -

Q1/13 Q2/13 Q3/13 Q4/13 Q1l/14 Q2/14 Q3/14 Q4/14 Q1/15 Q2/15 Q3/15 Q4/15 Ql/16 Q2/16 Q3/16 Q4/16

Sotiris Sirmakezis w



Greece: banking transactions per channel

2016 2019 (est)

B Branches
mATM

W e/m Banking
= APS

m POS

Sotiris Sirmakezis



Digital Banking Committee

PIRAEUS BANK @

Sotiris Sirmakezis

S\
Juyxpoves Enixeipnoeis, Z0yxpovn EAddéa

ALPHA BANK
cardlink -
>
accenture

{/a wallet

.“

_ IIIIIIII_IJIII
BERTRLE @ B1E0

4 i

NATIONAL BANK
OF GREECE



Digital Banking Committee

1/4

Accenture Digital Maturity Study

* Industry scores reasonable

e Ambitions are here

e Structural inhibitors

* Area to focus: customer experience & interaction

Sotiris Sirmakezis



Cardless ATM transactions by Wells Fargo, 2017

Cardless ATM
access... -




Cardless ATM transactions by Piraeus Bank, 2007




Perform banking
transactions on the go

® Information >
() Transfers >
(€ Payments >
(® Information >
@ Payments >
&Y Cash Advance >
% Fill Prepaid Card >

See the amount you have
gathered from your digital
transactions that contribute
to your tax-free balance

=:  Tax-Free Calculator S

1.329.74
EUR

HOUSEHOLD APPLIANCE STORES 39.32 %
2 Transactions 522.89 EUR

BILL PAYMENTS (PAYMENT WITH AC... 22.60 %
4 Transactions 300.50 EUR

JEWELRY, WATCH, CLOCK, AND SIL.. 11.28 %
1 Transaction 150.00 EUR

° EATING PLACES AND RESTAURANTS  10.60 %
4 Transactions 141.00 EUR

P2P & P2B payments by Eurobank

Send money
to friends or businesses
via mobile number, eMail,
Facebook or QR Code

The new mobile
payment service for
professionals &
small businesses

business

\ r; My Payments

N\
<\ New Payment
W

Ff? Settings

N

E5| QR Code
4




Person to person payments by NBG

Now, i-bank Pay is
everywhere!

You may pay through QR code in more than
40,000 spots that display i-bank POS or i-
bank Pay banners.

Pay all your i-bank Pay
Friends & nearby businesses

Favorites

e9

Contactless Bill

Eva
Payment

Mpletsas Kontoleon

All friends

¢

Kostas Helen
Mpotsaris Komninou Anastasiadis

Q& ¢

Sofia Anastasis Danaos
Kalari Leivadas Boulgaris

Get all your friend and
business payments into one
place

12:44 PM
)

Today

To Eonpecodki
g €370 :
d From Eda KovtoAéwv
@ for Dinner € 21 10

To Mdpiog Avactaotddng
EOROM .. 2027 for agesixt

Monday, 10/05/2016

@ B
Q@ e
@
O |[odea

To EAévn Kopvnvou

£1N

You can now split the bill
with your friends, instantly!

Split-the-bill >

=

b’ \vl s/::)llcksas u “
\ Marios

” Anastasiadis n



Digital Banking Committee 2/4

Collaborate to create infrastructure for Greece’s digitization

Sotiris Sirmakezis

Embrace digital themes

Innovative cross-organizational initiatives

Cooperate with the domestic regulators and authorities

Cooperation with the State should aid to this direction

Open dialogue with other Greek industries (i.e. Retail) to

unc

Col

create a national ecosystem

erstand their needs

aborate with other flagship Greek industries (i.e. Tourism) and

&) Eurobank



Digital Banking Committee 3/4

Explore and initiate infrastructural initiatives

* Interoperability between the Greek institutional banks and other
FS players

* Remote KYC initiative
 Explore blockchain technology
* Create a common mobile payment platform

* Login through e-banking

Sotiris Sirmakezis w



Digital Banking Committee 4/4

Address and remove structural inhibitors

Lack of continuity in the implementation of digital initiatives by

the relevant governmental bodies.

Sotiris Sirmakezis

Lack of an e-invoicing platform, designed and introduced by
the Government, is a major disabler towards the digitization of
the Greek industries.

Online connection of cash registers with the General
Secretariat of Public Revenues



.._ -
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We must become digital businesses



What is a digital business?

Digital businesses
continuously exploit digital technologies
to create new sources of value for customers and
increase operational agility in service of customers

Sotiris Sirmakezis w



Digital Strategy

Vision

Customer experience Operational excellence

Digital strategy

strategy strategy

Capability map

Sotiris Sirmakezis w




Digital Strategy | Customer experience & Operational excellence

Data & Insights

=)  disrupt (sub-) Digital Master:
markets Digitize your current
business model or
develop new business
models generating

profits based on digital
new business technology

models

Digital Connector:
Apply digital
technology to address
customers in a more
sophisticated way to
increase revenues and
profitability

Digital Connector Digital iVlaster

Digital Operator:
Decrease cost of the
existing value chain’s
primary functions (e.g.
R&D) as well as support
functions (e.g. HR)

External Focus
Customer

Digital Operator

Digital Customer Experience

Digitally enhanced

Digital Operational Excellence products & services

Enterprise

Internal Focus
&) Eurobank



Customer Experience Strategy | Mobile-1*t
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Embracing mobile as fhe platform,
lets the opportunitie row exponentially
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Execution

Culture

Organization

Technology

Sotiris Sirmakezis



Support fintech entrepreneurship

 Help teams accelerate their idea to a business plan
* |ncubate startups and grow them into companies
 Run hackathons and competitions, identify and attract talent

 Cooperate with universities

@ L ‘E/a wallet

Viva\est
An IDEA In Fintech

New ideas? We turn them into business!

Sotiris Sirmakezis



DIGITAL TRANSFORMATION
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Thank you!






Channels used to access banking services worldwide
in 2016, by frequency

B At least once a month WAt least once a year Never

50,0%

40,0%

Share of respondents

0,0%

Internet banking Branch Cash machine & ATM Call center Mobile/tablet banking Social media

Note: Worldwide; over 9,000

Source: Accenture; ID 560375


http://www.statista.com/statistics/560375/channels-used-to-access-banking-services-by-frequency/

Consumer Priorities for Financial Institutions

I Convenience
I Security

Analyzed 15,491 conversations about 41 Financial services institutions on Twitter
through segmentation with Brandwatch's Rules and Categories features.



Foot traffic in retail stores has declined by 57% in the past
five years,! but the value of every visit has nearly tripled.?

1 ShopperTrak 2015 holiday, U.S. retail sales. 2 MasterCard SpendingPulse 2010-2015, U.S. retail sales.



Many consumers aren’t brand-committed. Ninety percent
of smartphone users are not absolutely certain of the
specific brand they want to buy when they begin looking
for information online.

Consumers in the Micro-Moment, Wave 3, Google/Ipsos, U.S., August 2015, n=1291 online smartphone users 18+



You get a shot at your competitor’s customers. One in
three smartphone users have purchased from a company
or brand other than the one they intended to because of
information provided in the moment they needed it.

Consumers in the Micro-Moment, Wave 3, Google/Ipsos, U.S., August 2015, n=1291 online smartphone users 18+



your presence can drive brand awareness goals. Studies
have shown that you can increase unaided brand
awareness by 46% (or 6.9 percentage points) simply by
showing up in mobile search ad results.!And more than
half (51%) of smartphone users have discovered a new
company or product when conducting a search on their
smartphones.?

1 Consumers in the Micro-Moment, Wave 3, Google/Ipsos, U.S., August 2015, n=1291 online smartphone users 18+
2 Google/lpsos MediaCT, Search for Brands Industry Research Meta-analysis, 2013—-2015



0 61%

of smartphone users are more likely to buy
from mobile sites and apps that customize

_ information to their location.

Consumers in the Micro-Moment, Wave 3, Google/Ipsos,
U.S., August 2015, n=1291 online smartphone users 18+



]

8%

of smartphone users are more likely to buy
from companies whose mobile sites or
apps provide instructional video content.

Consumers in the Micro-Moment, Wave 3, Google/Ipsos,
U.S., August 2015, n=1291 online smartphone users 18+



Millennials and Banking

68% 70%

say that in 5 years, the way we say that in 5 years, the way we pay
access our money will be totally for things will be totally different
different

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



WeChat

What's Wechat?

WeChat is a smartphone application that consists of...

! AEROR R

Movie Ticket Bill payment Free calling Investment Social network

EQ+.+.+§+,)

Mobile payment User Review Group buying Taxi order Free messaging




Internet users and internet penetration rate in China

55
53
51
49
47
45
43
11
39
37
35

%

44.1

45.8 46.9

649
632
i

50.3

51.7

688

Jun 13

=@=|nternet Penetration

Dec13 Jun 14

CNNIC, June 2016

Dec14 Jun 15 Dec 15

B Number of Users ('m)

Jun 16

800

750

700

650

600

550

500

Online payment/mobile payment users and usage rate in
China, 2014-2015

%
60 70
60.5%

5 60
57.7%
46.9% 50

2014 2015

[ Number of Online Payment Users ('m)
I Number of Mobile Payment Users ('m)
@ Usage Rates of Online Payment (by all Internet users)
©® Usage Rates of Mobile Payment (by all Internet users)

CNNIC (Statistical Survey on Internet Development in China), Dec 2015



User engagement across Ant’s expanding ecosystem

Public Dining
Weta\re Ua Gaming
Financial % - : :
Services ) m Online Shopping
[
B2 B _
Ant Financial has penetrated into more Transportation
Campus 2 consumption scenarios in daily life ===
222 Transactions from Alibaba China retail marketplaces in 2015
take up less and less TPV of Ant Financial a.;@ Mobile
3 & Top-Up
Medical % ol #
. 0.0
Services o !. 225 Credit
etai : Red Packet/
g Stores Daily Hoysehold Money transfer
080V AR Services

Alibaba Group Investor Day, June 2016

The Rise of Fintech in China, EY & DBS, Nov 2016



Bank fees lost to digital payments in 2015

Total non-cash potential Total fees lost to
merchant fees (RMB billion) Internet / Mobile payments (RMB billion)
1200 [ Total fee losses due to
Non-Cash Spending
1000 B Fee losses due to 085 _
800 Card Spending Transaction fee
W Fee losses due to lost tci 3rd party
i i ayers
500 Online Spending play
400 247 ..
Remaining
200 transaction fee
.
2010 2015e 2020e 2015e 2020e

Assumes 0.78% transaction fee
Source: EuroMonitor, iResearch, Kapronasia Analysis, July 2016

The Rise of Fintech in China, EY & DBS, Nov 2016



CHIM A

THE WORLD'S LARGEST
FINTECH MARKET

i

'/
THERE IS A THEIVING FINTEGH
SCENE IN CHINA THATISN'T
TALKED ABOUT ENOUGH

PERFOAMARCE 32 BILLION

AND GROWTH IN Opha 110 v emekomn o~

wort via Tercents taCre

THE PAST YEAR e Sritasdamtid e onra USS 110 BILLION
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Percentage of banking/financial services customers using
FinTech services

Service type China India Singapore Indonesia Malaysia Thailand

remittances
Lending -

2% 2% 2% 2%

Personal
wealth 2% 1% 1%
management
Insurance 2% 1% 1% 1%
Highly Material Watch Emerging Remote possibility
Disruptive Threat list Threat of disruption

The Rise of Fintech in China, EY & DBS, Nov 2016
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Hypothetical banking future

. Banks lose market share

. Banks are dis-aggregated

. Financial services delivered
at lower margin

Core banking service are
added to non-fs offerings

Challengers acquired by
incumbents

All players position
themselves to add-value

MNumber of respondents = 25

Source: The Future of FinTech and Banking: Digitally disrupted or

reimagined? - Accenture



Key fintech trends

* Next-generation personal
financial management

* Peer-to-peer lending
and investment

= New digital lending

* Aggregator comparison
engine

= Mobile point-of- sale\

* Robo-advisory

* Social investing

* Crowdfunding

* Investment across
regions engine

Beyond banking /
Digital for

* Mobile payments
* International remittances

devices Retail value unbanked
» Other payment chain and mmagemant
processing Q
; Digital
Operations and
Payments infrastructure Insurance model
Virtual Small Capital
* One-stopshopfor ~ [o" ' and midsize and investment

businesses enterprises  banking

= Peer-to-peer corporate
lending and investment

* Next-generation lending
to small and midsize
enterprises

= Digital cash management

digital marketing

McKinsey&Company | Source: Panorama by McKinsey

reinventors

» Blockchain

» Application program-
ming interface ecosystem

* Payment infrastructure

» Big data base risk
assessment

» Anti-money laundering
and know your customer

= Artificial intelligence and
machine learning

= Cybersecurity

* Telematics

+ Social integration

* loT and connected
devices

* Prevention

* Next-generation
trade finance
Mext-generation

* Trading

* Next-generation
collateral management

* Trade analytics



Regulatory barriers to innovation

[T T R Py e R Ty P Y g oy ey T ey e e Ry Ry L e P P e T T e P T E ey |

In which areas do you see regulatory barriers to innovation in FinTech?

LRI AR LI J LI Rl L IRl LR Rl bl i bl Rl d bl bl Rl Rl Ll Rl Rl l Rl iRl Rl il sl lyiRbldRlalliyblillhyydd]

Data storage, Digital AML/KYC E-money/
privacy and identity busmess cyptocurrency
protection  authentication models
(crowdfunding,
peer-to-peer
lending)

PwC Global FinTech Survey 2017



Venture investing in fintechs

The payments and lending categories account for 72% of all venture funding
and 43% of total companies in the fintech startup sector

20.0 . 300
B VC Funding —- Count

18.0
16.0
14.0
12.0
10.0

250

100

Total Funding ($B)

50

Sotiris Sirmakezis Venture Scanner, Fintech Report Q1 2017
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BARRIERS TO FUTURE TRANSFORMATION

Percentage of respondents citing obstacles to digital transformation

N, 54

Organizational restructure challenges

. py

Resistance to change

[

Lack of key digital skills

I 36

Challenge of asset shift away from legacy

I 02

Cost/complexity of new cyber threat management

I 02

Regulatory constraints

I 01

Sensitive nature of data/business

18
Lack of right technology

8

Consumer/political disquiet

I 5

Lack of necessary market relationships
Analytics Services Survey, Harvard Business Review, December 2016



MOST IMPORTANT SKILLS FOR 2020

Percentage of respondents who cite how important each will be for their organization’s
success in 2020

® VERY IMPORTANT @& SOMEWHAT IMPORTANT

Ability to work with data and analytics

67 22
Ability to collaborate
53 31
Specialized data skills
47 34
Process automation
43 31
User experience design
39 4]
More knowledge of IT across the business
37 35

Mobile development expertise

36 36

Social media skills

Analytics Services Survey, Harvard Business Review, December 2016



The reshape agenda: strategic priorities for banks in
2017*

"
-
"

% ranking strategic initiatives 8,9,10 on a scale of importance

EY 2017 global banking outlook survey



The protect agenda: strategic priorities for banks in 2017*

Top three protect priorities - all banks

69%

Managing Enhancing Meeting capital,
reputational risk, cybersecurity/data liquidity and the
including conduct security leverage ratio
and culture risks requirements

G-SIBs Non-G-SIBs

* Enhancing cybersecurity/data security: 6% * Managing reputational risk, includeng
» Complying with consumer regulation isswes conduct and culture nsks. 68%
and/or dealing with remadation: 81% = Meeting capital, houshity and the leverage
ratio reguirgments: &
= Managing the threst of linancial crime: TES atio requirements: G1%
* Enhancing cybersecuntyldata securty: 60%

% ranking strategic initiatives 8,9,10 on a scale of importance

EY 2017 global banking outlook survey



The optimize agenda: strategic priorities for banks in
2017*

Top three optimize priorities - all banks

Byl

{ )
&

63% 56%

Optimizing Strateqgic efficiency Leveraging new
customer channels and cost reduction technologies for
(digitization and efficiency (e.q.,
focus on self-serve) robotic automation)

G-S1Bs Non-G-SIBs

* Optimezing customer channeds: 74% » Strategic efficiency and cost reduction: 62%
¥ Rationalizing physical footprint: 63% * Optimazing customer channels: 60%

» Strategic elficiency and cost reduchon: 62% + Leveraging new technologies Tor efhiciency
{e.9., robotic automationk S6%

% ranking strategic initiatives 8,9,10 on a scale of importance

EY 2017 global banking outlook survey



The grow agenda: strategic priorities for banks in 2017*

Top three growth priorities - all banks

mr &
6

3% 60% 40%

Recruiting and Investing in new Developing
retaining key talent customer-facing new products
technology

G-SiBs Non-G-SIBs

* Investing in new custamer-facing » Recruiting and retaining key talent: 64%
technology: 62%
) e k> Investing in new customer-lacing
* Recruiting and retaining key talent: 59% technology: S0%

* Developing new products: 35% » Developing new products: 41%

% ranking strategic initiatives 8,9,10 on a scale of importance

EY 2017 global banking outlook survey



Opportunities related to the rise of FinTech

70% B Expand products and sarvices
- B Incraase customer base

W Respond o competition fastar
505, B Reduce cost headcount

B Dacrease [T infrastructure costs
400, B Levarage existing data and analytics

Differantiate
30% B Improve retention of customers
20%
1049
0%

Africa

Eurcpe Latin America Morth America Oceania

PwC Global FinTech Survey 2017



EXCEPTIONAL CUSTOMER EXPERIENCE IS HIGHEST DIGITAL PRIORITY

Percentage of respondents who ranked the following as a priority for their organization

® 1=HIGHESTPRIORITY @©®2 @3 @ 4=LOW PRIORITY

10) 28 20 13
Create exceptional, highly relevant customer experience

24 26 25 25
Enhance operations for intelligence and speed
23 28 29 20
Transform existing products to be more information/services based
13 19 26 42

Transcend traditional products/business models

Analytics Services Survey, Harvard Business Review, December 2016



VOLUME AROUND CONVERSAT|ON

Sentiment Around Banking Experiences

= POSITIVE » NEGATIVE

MOB|LE BANK|ING/BANKING APPS WEB BANK|NG HON-D|GITAL BANKING

60% of complaints about banks online are about non-
digital experiences like bank
visits and phone calls

Over three-fourths of all emotive conversation around
non-digital

are negative, with customers frequently complaining about
negative banker interactions

and extremely long waittimes.

Analyzes 31,237 conversations around bank services on social media. Experiences
were segmentation using Brandwatch's Rules and Categories features.



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

1% 33%

would rather go to the dentist than believe they won't need
listen to what banks are saying a bank at all

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



Opportunities related to the rise of FinTech

* Expand products and services

* Increase customer base

* Respond to competition faster

* Reduce cost

* Decrease IT infrastructure cost

* Leverage existing data and analytics
* Differentiate

* Improve retention of customers



Digital transformation

DISCOVER: Set the ambition for the business

1. Where the business should go?

DESIGN: Create a plan for digital transformation

2. Who will lead the effort?

3. How to “sell” the vision to key stakeholders

4. Where to position the firm within the digital ecosystem

5. How to decide during the transformation

DELIVER: Execute the transformation plan, allowing for ongoing adaptation and adjustment
6. How to allocate funds rapidly and dynamically

DE-RISK: Increase the transformation’s prospects for success
7. What to do when

“Scaling a transformative culture through a digital factory”, McKinsey & Co, April 2017



Building a digital culture through a digital factory

Act like venture capitalists

Get creative to attract top talent

Build ‘squads’ of working teams

Model collaboration in your workplace

Build with clear purpose

Invest enough for impact

Develop a change-management plan to incorporate the new product into the business
Measure the change

Find leaders with the right combination of skills

“Scaling a transformative culture through a digital factory”, McKinsey & Co, April 2017



Demand aggregators: differentiate by
providing all-encompassing experiences
that remove friction for customers, centered
on their needs and goals

Component suppliers: differentiate by
crafting efficient products that plug in to a
range of customer experiences, inside and
beyond current industry boundaries

Platform providers: differentiate by
providing platforms that underpin and over
time broker services between many players
across emerging digital ecosystems.

“The state of the financial services industry 2017”, Oliver Wyman, 2017



and streamline activities with data-driven
iInsights and customer self-service preferences

with the objective of eliminating unnecessary
activities and interactions that are no longer relevant to
digitally-savvy customers

software for activities where
computerized eciency and
consistency can drive step-level
improvements
activities with

machine learning algorithms
and artificial intelligence
applied to rich data sets

PEOPLE RESET HUMAN CAPITAL
MODEL TO EMPHASIZE

AGILITY AND RAPID

LEARNING

Internrate diffarant dicecrinlhinac

REDESIGN BUSINESS ARCHITECTURE
FOR SIMPLICITY AND LEVERAGE

Converge business, technology and operations into
integrated definition of capabilities

Create taxonomy with protocols for flexible assembly and
recombinations of key capabilities

“Utilitize” common capabilities across

activity sets for eciency and

eectiveness

Externalize non-core capabilities

to refocus internal resources on

most value-adding activities

“The state of the financial services industry 2017”, Oliver Wyman, 2017

RETHINK GOVERNANCE
FOR SPEED AND
SYSTEMATIC INNOVATION

Compartmentalize
management attention and




Barriers to future transformation

Organizational restructure challenges

Resistance to change

Lack of key digital skills

Challenge of asset shift away from legacy
Cost/complexity of new cyber threat management
Regulatory constraints

Sensitive nature of data/business

Lack of right technology

Consumer/political disquiet

Lack of necessary market relationships



Most important skills for 2020

Ability to work with data and analytics
Ability to collaborate

Specialized data skills

Process automation

User experience design

More knowledge of IT across the business
Mobile development expertise

Social media skills



Banks “embrace” the startup ecosystem

Sotiris Sirmakezis

10%

j—

20% JY ABN-AMRO c"ﬁ‘
-9, W.EGON OBA&CIAYS HSBC 4X» /20%
CItl] & SBERBANK
& Santander

woos »  BBVA ¥ ABNAMRD
AR B

‘TINY B

COMMERZBANK

43%

Acquired FinTech companies

Set up venture funds to fund FinTech
companies

Startup programs to incubate FinTech
companies

W Partnering with FinTech companies

Launched own FinTech subsidiaries

&) Eurobank



Adopt digital strategy to business strategy

Digital strategy.

Governance

Sotiris Sirmakezis




BANKS THINK PEOPLE THINK

ABOUT HOW THEY

ABOUT HOW THEY
CAN GAN BENEFIT




BANKS THINK

PEOPLE THINK

ECONOMIC VALUE PERSONAL VALUE




BANKS THINK

PEOPLE THINK

AL R 3R ABOUT HOW THEY'RE
THEY OFFER
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BANKS JUSTHAVETOBETTER

(not your ordinary segmentation methodology)






Customer EXperienCE Strategy | Typical vs. future online banking session

Product management

ASIS [kl

Execute payments Data interaction



Customer Experience Strategy | Give customers quality time

02.06.15 Ms. Smith -1000,00 EUR
202131537032KDC-174201310100




& Your culture is your brand.

TONY HSIEH
CEQO, ZAPPOS.COM




Responsive Design

Sotiris Sirmakezis

1024+

FIRST BANK

of NC, SC, and VA @ wein

Personal

Business

Online Banking

What goes into your
monthly mortgage
payment?

Mortgage  Wealth

FIRST BANK T

About Us

Mortgage

Insurance

Online Banking

N
MANAGE YOUR MONTY r RESOURCES FOR

& comau @ wanon (RS Oniin

mall Business

Insurance  AboutUs

GET STARTED

g5 READYTOBUYA
* Hor E‘.
P58 Ownershig

MANAGE YOUR B §= rssources foR
MONEY

G

TI BREA

75% 5% Insurance
Principal
& \nte?es( 20% Taxes

GET STARTED |

READY TO BUY A
HOME?

MANAGE YOUR
MONEY

{ome onl

RESOURCES FOR
Small

767-480

Upto 479
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Millennials: they spend more on experiences

I

Travel

Entertainment

Experiences
\

Dining

—

Grocery

Retail
Other
Millennials Non-Millennials
Average annual spend per customer $20.0K $24.8K

Sotiris Sirmakezis JP Morgan Chase & Co. | State of the US Consumer | Barclays Global Financial Services Conference, Sep 2016 w



Digital Banking Strategy

Digital
Banking
Strategy

End-2-End
Digitization J

Continuous
Innovation

Advanced
Analytics

Digital |
Expeﬁences}J

Digital culture / HR

Digital marketing

J
J

Touch-point digitization

Product digitization

J
J

Process digitization

Customer Experience
Management

Digital Channels

Self-service Banking

Branch Network

Lean

Agile Development

Design Thinking J

&) Eurobank )



European Banks’ digital readiness

* Retail banks have digitized only 20% - 40% of their
processes

* 90% of European banks invest less than 0.5% of their
total spending on digital

=>» Poor digital offerings

The rise of the digital bank, McKinsey, 2014 w
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Customer Experience Strategy | Mobile-1*t
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Embracing mobile sthe plqﬁorm

lets the opportuniti row exponentially




Customer Experience Strategy | Mobile moments

AIRLINE EXAMPLE BASED ON USER TIME

Flight
-2h e +2h
- 2 days
ange |
reservation Departure time Food order transporation

Lounge access Movies

View reservations Navigation Upcoming

d =
Upgrade WI-Fi reservation

Courtesy: Husson, Forrester, 2015
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Customer Experience Strategy | Today’s limited interactions are not enough

Interactions/month




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 Maximize Place
the the use of existing a few selective
adjacent possible technology big bets

Sotiris Sirmakezis w



Digital Organization | enter * grow * go CoraHla

INNOVATIVE
‘ YOUTH

ENTREPRENEURSHIP

cgg PROGRAM

enter.grow. go

New ideas? We turn them into business!

Sotiris Sirmakezis w



Beyond Hackathon

The 15t Regional FinTech Hackathon in Greece

Ce

24-26 June, 2016

17 teams, 3 prizes

BEYON
HAGKATH

AT

% @Eurobank]

A 0




Inside-Out vs. Outside-In

Qutside-In
Customer enablement

New Platform
(customer-centric)

Inside-Out

ST TG R Web/mobile enablement

(product-centric)

Sotiris Sirmakezis A Backbase concept



Empowered customers have given rise to a new era

1900 1960

1990 :]i

2010 &B Beyond

o OO0 00>

Age of manufacturing Age of distribution
Mass manufacturing Global connections
makes industrial and transportation
powerhouses systems make
successful distribution key

Sotiris Sirmakezis

Age of information
Connected PCs and
supply chains mean
those that control
information flow
dominate

A concept of Forrester Research

Age of the customer
Empowered buyers
demand a new level of
customer obsession



