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John Di Sebastiano

EVP, Sales
ebpSource Ltd, UK
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Ahmad Shareza Bin Abdul Rahman

Head, Virtual Banking
Maybank, Malaysia
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Background

The online banking in Malaysia just 9 years old.
Now experiencing rapid adoption.

80% of people who go online in Malaysia do so to
perform some form of online banking.

balance inquiries,

fund transfers

bill payments
As broadband and internet penetration in the country
grows, so will online banking.
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Motivation

Maybank recognized that real revenue could be made
to support a business case.

Maybank takes online bill payment seriously today
and it contributes significantly to our fee based
Income.

As the news got out and other banks discovered this
potential, more players got involved.

That's when we started looking at EBPP to protect
our turf.
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Case Study:

Bank of America performed several studies that determined that online banking customers
are more profitable than other customers, and exhibit reduced attrition with EBPP use

Increases in Bank of America Balances and

Accounts if Customer Uses Online Banking, 2005 e While online banking itself costs Bank
50 of America money, customers who use
45% O After 9 Months online banking are more profitable
O After 19 Months overall:
B After 31 Months )
y 1 38% — Significantly increased loan
0 Increase
over Non- @ balances
Online Banking 310 £ .
Customers = — Increased number of loans, deposit
balances, and number of deposit
249 )
] =\\f accounts
20 - g 3 .
16% g e Bank of America also determined that
5 online banking reduced customer
11% Brc .
. 109 0 9%9% attrition:
— Use of EBPP was correlated to
additional decreases in attrition
0
Loan Number of Deposit Deposit Source: CRM Buyer, “Bank Sweetens Paying Bills Online”, February

Balances Loans Balances Accounts 20th, 2006; CRM TOday, November 22nd, 2005; BAI, “Not so Sthky')",
February, 2004
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Web Channel-Bills

My Bills Home

Please click on [view] to view your monthly bills and details

Your Current Bills

Telekom Malaysia LEE POH THOE Z291085-267-0208 RM224 .65- Miew
Berhad
| Tenaga MNasional Bhd TAN LEE WAH 01210022731210 10/02/2009 RME9.15 View Pay
B piIGI WILSON SZETO - 0146526571 5.19116.36 01/02/2009 RMO.00 View Pay
TELECOMMUNICATION
SDN.BHD.
1 v

Biller Registration Status

_ Account Holder Account Number Registration
Date

Tenaga Masional Bhd 01210020880200 01/01/2009 Pending

Bills History
Name Account Bill | Due | Payment | Total Bill | Summary | Payment
Number Date | Date Date

‘ Sréled'Page v

@ Coming Soon V¥ Due Soon B Due Now & Has Payment / Paid

maybank2u.com



The Future

The Internet alone isn't enough to ensure
customer profitability. Other channels such:
ATM
Mobile Phone
Call center

We believe the EBPP potential can be
significant.
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ATM Payment System
SAMA/SADAD Saudi Arabia

July 2008 New York
United Nations Public
Service Award

The Best
Governmental Project
in the “Service
Improvement” category
for West Asia region.
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ABOUT SADAD | PAY BILLS WITH
|

SEARCH ¥ PARTICIPANTS SITES

SADAD | BANKS & BILLERS | MEDIA CENTER | CONTACT US | SADAD SERVICES
1 1 1 1 1

There are several ways to pay bills with SADAD using ATM, but the maost comman ways
are either by paying your bill through your bill number, or by viewing your profile

Paying a New Bill by Bill or Account Number:

Step 1of 8

Insert your card and enter your FIN
using the ATM keypad




Siam Commercial Bank

Alert and Pay..

Poll by ASIA MONEY

Magazine Ranked
SCB #1 In:

The Best for Internet
Banking Services

The Banker

Technology Awards

Commended in the
Innovation in New Service

Channels category
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Account Summary Check transactions and Account Balance  Credit card details & unbilled transactions Stop C

SMS Alert

fou have already activated the SMS Alert(s) for the following details,

Alert for Account/ Credit Cord
number

Aecount / Credit Card o

Alert details
Hobile ghone nurmber
preferred language

Alert type

Balance summary
Deposit/Transfer-in
Withdrawal/Transfer-sut
Payment

Minimum amount : 5,000 Baht
Minimum amount : 3,000 Baht
14/07/2008 15:24:38
Mext 2 business days

Transaction date
Eftective date

debited from the account/card you activate the 51
SMS. Alert profie vl be effechive n e next

atyy (4 Siam Commercial Bank waz named The Banker Technology Awards 2006 for "new channel
services' by The Banker, U¥.-based leading financial magazine. The award is for the SCB Electronic Presentment

and Payment [SCB ePP) zervice software project successfully developed and implemented by SCB Business Cash
Management Group [SCB BCM).

Apart from being one of four Asian leading banks among 25
financial insttutions whose prajects winning the awards, SCB is
the first and only Thai banks receiving this prestigious
award which marks the bank's technology achievement on a par
with international standard. Mr. Charamporn Jotikasthira,

SCB Executive Yice President [an fight] attended the
award ceremony recentl taken place in London, UK,


http://www.youtube.com/watch?v=Jih5-jI3WRQ

The Future?

facsbook _tre e s Y- °

“Blogging and social-
network sites such as
Facebook and Twitter
are now the fourth-
most popular online
activities, eclipsing e-
mail and growing twice
as fast as any other
category...”

Nielsen Online March 2009
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Facebook's growth in global audience

‘, 4 3735
|3

18 _i-! 35 49 50-64

The tofal time spent on Facebook has increased

hange in fotal minutes between Dec. ‘07 and Dec. '08
Alintenet | 18%

Member communities . 63%

K Apphations | (2] O % NIAN CARTER/THE GACBE AND

Global Faces and Networked Places Social networking's new global footprint. mure o

A research report released yesterday by Nielsen Online points to a gigantic boom
in the popularity of ‘member community’ sites, especially among 35- fo 49-year-olds.

Member community growth is twice that of the most popular sectors

Global

achive

reacl

. 0
1 Search 85.9%
2 General inferest portals & communities  85.2% 83.4% 1.9%
3 Software manufacturers 73.4% 72.0% 1.4%
4 Member communities 668%  614% 54%
5 E-mail 65.1%  62.5% 27%

Music is a major difference in discussions on Facebook and MySpace
09

2 W Facebook [ MySpace
25
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Questions? =

ahmadshareza@maybank._b’ ANV e
+60 (03) 2074 7356~

-
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jdisbastiano@ebpsource.ct
+15194749759
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