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DIS Clalmer The information in this report is provided on an as-is basis. This document is produced

by Twimbit per date of research and writing (April-July 2023) and is subject to change.
It has been prepared solely for information purposes over a limited period to provide a
perspective on the market. All the data is derived and estimated by Twimbit analysts via
primary interviews and publicly available information. Projected information, analyses
and conclusions contained in this report should not be construed to guarantee future

performance or results.
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Growth opportunities for
App-based banking in Singapore

Twimbit CX Banking App Benchmarks 2023
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Average time spent oninternet -
6 Hrs. 59 Mns (Jan, 2023)

Total internet users - 5.81 Mn (Jan, 2023)

Number of cellular mobile connections -
9.22 Mn (Jan, 2023)

UPI transactions - About 74 Bn transactions
amounting to approximately 2 Th Singapore dollar
(FY 2022)

Source: Meltwater, datareportal, twimbit analysis

# of neobanks - 5 neobanks in year 2023

Number of e-wallet users - Almost 4 Mn i.e. 70%
adoption rate of e-wallet users

Internet penetration - 96.9% in FY 2022

Online banking penetration - 73.91% in FY
2022

twimbitl
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Twimbit App CX
framework

Twimbit CX Banking App Benchmarks 2023
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Twimbit CX research methodology

Shortlisted the 4
Singapore retail
banks with a digital
savings account

Opened real accounts
to evaluate account
opening, customer
onboarding and
customer service
experience

We defined 12 key
success metrics and 55
sub-parameters

Each factor was
evaluated on a scale
of 1-5, measuring
responsiveness

Weighted scores
were given to identify
Singapore’s top retail
digital banking app

twimbit



Twimbit 3Es framework assesses the performance of a digital business
by evaluating its efficiency, engagement, and ecosystem.

Twimbit 3Es score

What is the

outcome? How is o

the performance? Twimbit 3Es score Engagement Ecosystem
Measured on the process to regiester, Measured as monthly transaction users Measured on non-core business
purchase or get help (depending on industry) over total users revenue against total revenue
Banking Digital
® Mobile appexperience Total online transaction/active users Non-core business revenue
e Customer onboarding
e Customer service Total registered / potential users Total revenue

> twimbit




Seamless

app
experience

Increase retention

Increase user engagement

or acquisition

Increase revenue by integrating

third-party services

Data collection to understand

customer behaviour for new R&D

Enhanced customer experience

App orchestrates embedded experiences

Continuously optimizing the app experience can enhance user engagement,

strengthen customer relationships, and ultimately boost revenue

Digital Efficiency Value

Measure the success of efforts to boost efficiencies in account
opening, purchasing products via digital channels, performing
transactions, interacting with the bank digitally, and closing

the account.
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TDEX score of Singapore’s top 4 banks

Twimbit CX Banking App Benchmarks 2023

twimbit



Top 4 banks to ace digital app experience in Singapore

TDEX score Score 1-5

01 ™ trust
02 ##uoB
03 ®DBS

()4 &) ocBC Bank

twimbit
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Twimbit TDEX score

A diagnostic framework to evaluate the digital experience of a company

Mobile app experience Customer onboarding experience Customer service experience
® Mobile application availability and capabilities ® Discovery journey ® Customer support channels
® App activation convenience ® Clarity of products or services ® Time taken to response to query
® App security and privacy ® Ease of account opening ® Self-service potential: FAQs

@ Activation convenience ® Self-service potential: IVR

@ Debit card application

twimbit
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How digital banking apps are performing?

Mobile app experience DBS OCBC Trust UuoOB
Mobile application availability and capabilities 5.00 3.67 5.00 4.33
App activation convenience 3.67 4.33 4.67 4.33
App security and privacy 4.17 2.92 4.17 4.17
Customer onboarding experience DBS OCBC Trust UuoB
Discovery journey 4.06 3.13 3.75 4.38
Clarity of products or services 3.66 2.58 3.98 4.07
Ease of account opening 3.81 3.46 3.50 3.35
Activation convenience 4.00 2.00 3.50 1.50
Debit card application 2.17 2.17 5.00 2.17
Customer service experience DBS ocCBC Trust UOB
Customer support channels 3.50 3.50 3.00 4.50
Time taken to response to query 1.85 2.25 2.85 2.05
Self-service potential: FAQs 3.33 2.91 2.29 4,16
Self-service potential: IVR 1.40 1.40 1.00 2.00
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Mobile app experience
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Mobile application availability and capabilities

Mobile app experience DBS OCBC Trust UuoOB
Mobile application availability 5.00 3.67 5.00 4.33
and capabilities
Area of improvement
Evaluating criteria DBS OCBC Trust UOB
Availability of App Vv Vv 4 Vv
Ease of locating app on </ Slow </ Moderate
Play store/App store
App loading time Vv tAopErg?AC,lé;erCts Vv Web app

Introducing the
OCBC Digital app

Bank
the way
you live.

o

Deposit accounts for all your

banking needs

Open an account
within minutes

e

OCBC banking app
redirects to browser

Redesigned
to meet your
daily needs

twimbit
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App activation convenience

Mobile app experience DBS OCBC Trust UOB
App activation convenience 3.67 4.33 4.67 4.33
Area of improvement
Evaluating criteria DBS OCBC Trust UOB
Efficiency of banking No clear utility before No option to apply Does not allow
app activation a/c sign-up, no option for other banking N4 language selection
(first screen CTA menu) for language selection, products apart
unable to apply for other from a/c
banking products apart
from a/c
Numbers of steps taken to
register/sign up on App v/ v/ v/ 4
Time taken to register/
Vv Vv Vv Vv

sign up on App

1:06 R

Apply products

= 10] Ex &

Dl
Cadi cands - L e

THERE'S A CARD
FOR EVERYOME.

-

LI0E Prafemed L0E Abgolute
Platinism Viaa Cand Cazhback Card

UOB provides complete
information about different
banking products

and earn higher
interest.

Trust bank differentiates b/w sign up &
sign in and provide option for language

selection

twimbit



17

App security and Privacy

Mobile app experience DBS OCBC Trust UOB

App security and Privacy 4.17 2.92 4.17 4.17
Area of improvement
Evaluating criteria DBS OCBC Trust UOB
Type of authentication
asked during the journey < < < <
Ease of authentication Vv After the a/c Vv V4

opening process

uoB

Set up online banking

Create a username and password. Use them to
log in to both Personal Internet Banking and
UDB TMRW

Setting username and pass-
word for accessing UOB TMRW
during the a/c opening process

DBS and Trust bank biometrics
setup after the a/c opening process

twimbit
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Bank to ace “Mobile app experience”- Trust Bank

Choose a language

English

1 | = )y« O/ . T w
I..__,' L) LU = | o0 Savineg =

and earn higher' |
interest.

Greater savings with Trust. Confirm plus chop.

Get started

Ease of using app in different Clear CTA differentiating new
languages user to ‘Get started’ and already
user with ‘Log in’

1%
savings

Fee-less

Apply for savings account

Clear CTA to apply for credit card
or savings a/c with important
information and option to know
more

Create a Passcode

Creating a passcode to access
Trust app during the a/c opening
process

twimbit
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Customer onboarding experience

Twimbit CX Banking App Benchmarks 2023
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Discovery journey

Customer onboarding DBS OCBC Trust UOB
experience
Discovery journey 4.06 3.13 3.75 4.38
# UOB B BDES E_
—_— ey i i . At a Glance
iqt interes r 195 with One ey
Account | o
& A
Twa simple steps to maximise inferest on your Hexible -
Savings ) O -.._-._.-- sy el o GADL Pl _.. :
| sowrron |
Minimal or no visual cues or images or just wording DBS website layout with navigation option on left
Area of improvement
Evaluating criteria DBS OCBC Trust UOB
Clean but oversize No clear

Ease of browsing
information (Web)

4

whitespace, minimal
visual cues, No clear
navigation guide

navigation guide

4

Ease of browsing
information (mobile app)

Clarity of a/c
sign-up not equip
with navigation
guide

Clarity of a/c
sign-up not equip
with navigation
guide

4

Apply for a
with Myinfo

a5y 85 & clicking a button!

Continue with Myinfo

Clarity of a/c opening with defined next steps

by Trust bank and UOB

(v)Basic details

()Account details
@Persnnal details

Employment details

twimbit
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Clarity of products or services

Customer onboarding

experience

Clarity of products or services

Area of improvement

Evaluating criteria

DBS

DBS

3.66

OCBC

2.58

OCBC

Trust UuoOB

3.98 4.07

Trust

UOB

Information about saving
account (steps, document
requirement, min. balance,
discount and offer, fees
and charges)

No information
about a/c opening
steps, fees and
charges

No information
about a/c opening
steps, cross-product
benefits

No information

about fees and
charges, cross-product
benefits

No information about
a/c opening steps,
cross-product benefits

Information about other
banking products
(description, CTA to apply)

4

N/A as app
redirects to
browser

Product comparison and
clarity (website)

Only highlight
key features

Only highlight
key features

Time spent on
understanding the
products

4

4

11:06 A

Apply products

[ Rewards | |__Rebates ) \ Tran

WT5A

UOB Preferred LOE Absolute
Platinum Visa Card Cashback Card

Wave, chck and be 1.7% cashback

rewarded 10X LINIS

UOB provides complete
information about different
banking products

204 wll T

Cpen Accounk

DEE Muliiplier &coaunt
akiyEyings &ooouni
-:"l:lﬁB. SAYE Aofini
Py SOt

Fioad D el ALcin

DBS product comparisons

twimbit
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Ease of account opening

Customer onboarding DBS OCBC
experience
Ease of account opening 3.81 3.46

Area of improvement

Evaluating criteria DBS OCBC

Trust

3.50

Trust

UOB

3.35

UoB

Document requirement Signature + Singpass

Vv

Vv

In-depth information of
document verification

< 7 clicks

< 7 clicks

Auto-fill

Vv

Vv

Ease of doing KYC

4

4

No. of steps involved in
verification process
(KYC + document verification)

DU I N N AN
IS S

6-7 clicks

= @ T

’ NRIC
Lngapae CF oen

Fl rairs
Date of birth Gendar
MALE

-Jaunln- of birth Mationality

SINGAPORE SINGAPORE

Henderfol adirery

“ Pmpil'lrlypi
CONDOMINIUM

Pobie o

Emad address

By tapping Nat', you sgres thit we may use the
informiation aboee to contact you about this applcation

& Torma.uob.com — Privats

UOB auto-fetch information
from Singpass

BDBS + singpass

Let's make this fast
Lowy i B0 P Sngpass sLoounl S0 we can
deraily you ingtamly via Myinla Lesm moens
With Myinfo, we can

& Veriy your identity

Hie ol U oo parteaCules senurely

X
8

Vel you SigN up Much SooNeT

CONTINUE WITH SINGPASS

DBS offer option to continue
with or without Singpass

OCBC FRANK Debit
Card
v

Card details

Customise your card

Mame on card

Choose card design (For FRANK cnly)

Upload your signature

Each image should not exceed 2MB (for jpg or .png)
ar SO0KE (for .pdf)

[ 1 :

OCBC require customer
signature with Singpass

twimbit



Activation convenience

Customer onboarding DBS OCBC Trust UOB
experience QDEBC Bank Debit Card Application
Activation convenience 4.00 2.00 3.50 1.50

trus .

Your Debit Card application
is being reviewed.

Your savings

account and o SSEEEEES

card are Thank you. We have received your

application and will get back to you soon.
Area of improvement

S Add to Apple Wallet

Evaluating criteria DBS OCBC Trust uoB

Number of steps taken to < < 8-10 steps 8-10 steps
activate bank a/c (total steps)

Speed of account approval/

Get started r » - =]
Time taken to activate bank </ More than N4 More than
i i i a day a day
account i.e. accepting/making Instantly activated bank No defined wait time for
payments, bank transfers etc. a/c by Trust bank OCBC a/c activation

twimbit
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Debit card application

Customer onboarding DBS OCBC Trust

experience

Clarity of product or services 2.17 2.17 5.00
Area of improvement
Evaluating criteria DBS OCBC Trust uoB
Debit card option Only Only Only

physical card

physical card

physical card

Ease of applying for
debit card

No virtual card
but clear CTA for
physical card
application during
account opening

No virtual card
but clear CTA for
physical card
application during
account opening

No virtual card
but clear CTA for
physical card
application during
account opening

Time taken to activate
virtual card

N/A

N/A

N/A

trust

Your savings
account and debit

card are

B8 Add to Apple Wallet

OCBC offering range of designs Trust bank offering virtual debit card
to customise physical debit with instant activation and feature to
card track your delivery card

twimbit



Bank to ace “Customer onboarding experience”- Trust Bank

#2 KYC with Singpass #3 Singpass information

#1 Open savings account

9:52 &

4 Singpass

Myinfo

(o) Apply for a Option to apply for
with Myinfo Myinfo

25

11%
savings

Fee-less

Apply for savings account

Clarity of other banking
products

02

This page shows
comprehensive
information about the
savings account

03

Clear CTA to apply for
an account

7

P
L)

It's easy as a clicking a button!

Highl

Instant

Continua with Myinfo

o1

Information about
document requirement
and debit card

02

Using Singpass to
retrieve personal
information

singpass O1

singpass retrigves parsonal data from
relevant government agencies to pre-fill
the relevant fields, ma king .'_1igi'.u'
ransactions faster and more conveniant

This digital service, TRUST-CASA-ONLY, by
Trust Bank Singapore Limited, is requesting
the following information from Singpass,
for the purpose of form filling.

» NRIC/FIN

* Name

* Alias Name

» SEx

» Nationality/Citizenship
* Date of Birth

» Country/Flace of Birth
* Residential Status

» Registered Address

* Pass Type

* Pass Status

» Pass Expiry Dote

+ Ermeil

» Mebile Mumber

Information
auto-fetched

twimbit
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Bank to ace “Customer onboarding experience”- Trust Bank

#4 Steps to start account

#5 Advisory

#6 Virtual card

o1

Number of steps to
sign up

Application

About you

Please check the details we have from Myinfo

are accurate

02

Personal information
auto filled

| hold multipla nationalities 03

an account

Continue

Clear CTA to apply for

Advisory from the Singapore Police
Force - Warning

sy continuing, you acknowledge that v e read and agrea
toa NEe anove

Your savings

account and debit
card are

Add to Apple Wallet

View card details

CTA to continue Get started

o1

Instantly activated
a/c with ready to use

virtual card

twimbit
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Customer support channels

Customer service

DBS OoCBC Trust UOB
experience
Customer support channels 3.50 3.50 3.00 4.50
Contact us
o
may have.
@ - Where can | find the latest
m(;? - Customer support options o Chatbot TIA by UOB
on UOB app
TMRW offers
|E| Sencd
Area of improvement
Evaluating criteria DBS OCBC Trust uoB
Email, Hotline, Live-chat on
app or website (real human No live-chat No live-chat No email, N
interaction), Social media on app on app no chatbot

platform, Conversational Al

28

Contact Trust for urgent matters

Talk to us vi

Speak directly to our Customer Care Team 24/7

Live chat on Trust Bank app

A0 A

-

Securad Maikos

& Thasnk il B SO0 Sl

Credit pand & Pidwards anguiny

il e DEEEMIGOETD
s r A | Al e

! 5E

Thask you Bzr your smail
haar Ml T i

Secured mail from OCBC

twimbit



Time taken to respond to query

Customer service DBS OCBC Trust UOB
experience
Time taken to response to query 1.85 2.25 2.85 2.05

[Eexy! Thank youl

§ B

The
A SR R DR R

R R P R

u Z X C ¥ B N M =
Area of improvement o @ space
. . . = |_|:| Siurt raw chai
Evaluating criteria DBS oCBC Trust UOB
Email g/]éorheohhén g"g;]eohhé‘” No email g/léoLeoLhrin Social media customer support reply by OCBC Trust bank live chat
and Trust bank with agent

Hotline Vv Vv 4 Vv

) \/ More than
Live-chat response N/A N/A 5 minutes
Social media platform More than \/ More than More than
(exc[ude auto-rep[y) 15 minutes 15 minutes 30 minutes

. Chatbot not able Chatbot not able
Conversational Al to refer connect to refer connect N/A <
to live agent to live agent

twimbit
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Self-service potential: FAQs

Customer service DBS OCBC Trust UOB
experience
Self-service potential: FAQs 3.33 2.91 2.29 4.16
Area of improvement
Evaluating criteria DBS OCBC Trust uoB
Clarity of FAQs < N2 Vv 4
Visual cues N N yr?l;,’ i\f’v‘é%g”es <
Limited number No visual aid No visual aid No visual aid

Answer clarity

of answers

contain visual aid

only wordings

only wordings

only wordings

Customer support call
to action available
on FAQs site

No CTA for
call/chat

No CTA for
call/chat

No CTA for
call/chat

4

||||||||

a2 8

Contact us

Start with 1op ranked kalp lepics

Haad mon hada?

Trust bank FAQ section UOB FAQ section

.......

twimbit
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Self-service potential: IVR

Customer service
experience

Self-service potential: IVR

Area of improvement

Evaluating criteria

DBS

DBS OCBC

1.40 1.40

OCBC

Trust

1.00

Trust

UOB

Basic functions available
such as balance check,
account information

4

4

Not available

4

Can purchase add-on
value added services

Not available

Not available

Not available

Not available

Speech recognition
and Al-enabled

Limited
advertisements
and public
announcement

Limited
advertisements
and public
announcement

4

4

Personalized

IVR functions based on
customer phone number
and past IVR, Speech
recognition and Al-enabled

Not available

Not available

Not available

Not available

Account Information

= Enquire on balance of current
andfor savings account as well
as credit cards

= Enquire on recent transactions

= Enquire on cheque status

= Request for new cheque book
or stop cheque payment

= LNIS Rewards Redemplion

= Change Telephone PIN (TPIN)
L]

Features

&

SMS One Time Password Telephone Pin (TPIN)

(OTP) Yau £an 3l JECEds yous AcEount

ACoess your account information via information using access code and

Phone Banking by entering your MAIC Telephaone PN,
or cand number together with a ane-

time passaord sent via SM5 o your

regitered mobile number. i

UOB phone banking features

E€\

Other Services

» Acthvate new card

» Enablefdisable overseas
magnetic stripe

» Request for Fee waiver

= Report loss of cards

twimbit
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Bank to ace “Customer service experience”- UOB

Customer support

<

Contact us

Contact us

% Local

@ QOverseas
65 E Fd
Email us

@ UOE Email

@ Send trouble logs

o1

Various
modes of
customer
support
under one
section

FAQ

Frequently asked questions

Q. Type a keyword to get started

Frequently asked questions

| forgot my usermname. What should | do? >
| forgot my password. What should | do? >
How do | change my mobile number? 2
What exactly is a digital token? ?
Why should | set up my digital token? b

What should | do if | suspect | was scammed

>
or that my account was compromised?

o1

Type
qguestion

02

Visual aid to
hint user to
click arrow

Live chat

UOB DIGITAL ASSISTAN

“lease tap on the Login button and enter
four NRIC or card number

- **1‘*_"'{:2[.]

?lease tap on the OTP button and enter the &

Digit One-Time Password (OTP)

"lease wait while | connect you to a service
representative,

four current gqueue position is 9
four current queue position is 8
four current gqueue position is 7

four current queue position is &

o1

Queue
number to
connect with
customer
service
officer

Email

' customer.service@uobgr...
¥ To: I

Auto Acknowledgment Email:
#External# Virtual card enquiry

Thank you for your email.

For reporting of scam [ fraud
transactions, you may call us at +55
52550160 (24-hour) for immediate

assistance.

/e are unable

cCount-

and will a

be informed that we 1
email or phomn

o1

Auto
acknowledge email

twimbit
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Analyst recommendations

Twimbit CX Banking App Benchmarks 2023

twimbit



34

Deep dive into TDEX score for Trust Bank

B (rust

TDEX score

Mobile app
Customer onboarding

Customer service

3.61

4.61

3.95

2.28

twimbit
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Improvements for Trust Bank

o1

Customer onboarding experience

e Define clear account opening steps before starting the journey

® Allow for biometric verification during the account opening process
® Offer proper navigation guide on website for ease of browsing

e Allow signup for account opening on the website

® Allow non-users to browse products

® Provide both email and SMS OTP options for users

® Reduce number of account opening steps to 6 from 9 steps

O2 Customer service experience

® Provide separate FAQ section within the app instead of redirecting to the browser

® Provide CTA for call/chat with customer support agent in FAQ section

® Offer visuals or meaningful icons in FAQ section

® Provide clear CTA to send an email to customer service on website

® Introduce an AI-Chatbot on the website and app

® Provide FAQ section with timestamp to let users know about the updated information

® Offer personalized IVR functions based on customer phone number and past IVR behaviour

Monoy Rewmneds About Help

W trust

™ {rust

‘Why was my application for the credit card unsuccassful?

Can | really select any repayment date for my credit card during my application?

When will my credit card statement and repayment dates be?

The dates ars courted from the Bivance date of yoar digial card. Vi ficat eradit card slatersent date will ba in
b i 265 darys.

142 days aned your St repaymest date

will

Fer exampla, ¥ you sigoed up oo 1 March 2022 and chode 1o make ispaymants evary 2908 of the manth, your P! datament will be asued &n 9 Apsil 7023 and

wour first repaymant date weil ba 24 Agril 2022,

Wi can wirw posat ciodil card slabemerd sl ippayesent dates in a low easy sbegs:
L Log bn to your Trust App
2. Ga 5o Maney'

2 Select "Stalements 19 see your payment due date and met statement dabe

™ frust =
Frequently asked
questions
Gewrsl  Crfisand  Swig

Wiy don't | gee my busmrt
transaction on my spp after +

tapping out from the bus/ mrt
gantry?

| weodald ik to apply for & Trust
supplemantary card. Whare can +
| gat ana?

Contact us

Start with top ranked help togics

Head more halp?

twimbit
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Deep dive into TDEX score for UOB

it UOB

TDEX score

Mobile app
Customer onboarding

Customer service

3.52

4.28

3.09

3.18

twimbit



Improvements for UOB

O1 customer onboarding experience

e Allow a/c opening journey within the app instead of having a web-app
® Define number of a/c opening steps and document requirement before starting the journey
e Allow option for language selection in app

e Allow biometric verification to access the app during the a/c opening process successful
® Provide side-by-side customizable product comparison Dear LEE HONG TENG,

® Reduce number of a/c opening steps to 6 from 9 e have openad your:

® Offer instantly activated account with ready to use virtual card P

Start using your account(s)

O2 Customer service experience

® Provide separate FAQ section within the app instead of redirecting to the browser :

Apply products

Contact us
® Reduce query response time via email, chat, social media 0 B & S .
® Provide FAQ section with timestamp to let users know about the updated information R i \ Qe
® Offer personalized IVR functions based on customer phone number and past IVR behaviour A @ oo
Frequently asued questsons @ uos r"""_

E Samel Srrashile logn

UGB Prefermed LA smokate
Mmmum VisaGard  Cashbach Card

twimbit
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Deep dive into TDEX score for DBS

BDBS

TDEX score

Mobile app
Customer onboarding

Customer service

3.45

4.28

3.54

2.52

twimbit
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Improvements for DBS

o1

Mobile app experience

e Define a/c opening steps and document requirement clearly before starting the
journey in app

® Allow option for language selection in app

e Provide information and option to apply for other banking products like cards and
loans in app

e Allow biometric verification to access the app during the a/c opening process

O2 Customeronboarding experience

e Layout all account features with detailed information at first step (minimum balance,
fees and charges etc.) within app
® Allow users to browse products even if they are not a customer
® Auto-fetch details from Singpass like name, occupation and tax residency to reduce steps
® Provide side-by-side customizable product comparison to help user evaluate the best account
® Offer instantly activated virtual card during the process

(O3 Customer service experience

® Provide customer service email on website i.e. accessible by all

e Offer a comprehensive updated FAQ section with visual aids in app
e Offer live-chat customer service and Al-chatbot in app

e Allow purchase of add-on value added services on IVR

»

singpass =

Downicnd appe lrom the olficiol app slores

o i Hid 0
Crsl i DM TV OO0 CHMPOODT 15
pril: Tachnokeey hosney” balon

1

Leg in with Singpass

o ag

T

Documents Reguired for
Account Opening

Refer o the
2 before you proceed

Apply for a personal
eMySavings Account

Existing DBS Cusbomers

Herew Cuntamars

Apply for a joint-alternate
eMySavings Accou ey | hei o

A

App SeltngL

Make our card yours

B rprdl il b ] B

£ DBS Hew & suppont am

r@ -
L
Good Maorningl - -

Welcome to DES Help & Support

L= ]

=
=3
=

twimbit



Deep dive into TDEX score for OCBC Bank

&) ocBC Bank

TDEX score 2.94
&) ocBcBank
| - @
Mobile app 3.64 B Tow caniue SR N

help you today?

FIND A DOCTOR APPOINTMENTS ME

Find a doctor

Customer onboarding 2.67

E Consult a doctor via video
Customer Service 2 52 - Skip the clinic visit, see the next
° available doctor, Download
Digital MCs and have medication
delivered to your door,

Find a General Practitioner 5

<& 0
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Improvements for OCBC Bank

o1

Mobile app experience

e Allow a/c opening process within the app instead of redirecting to browser

e Provide information and option to apply for other banking products like cards and loans within app
e Eliminate the need to re-login by reducing app loading time

® Allow option for language selection in app

® Allow for biometric verification during the a/c opening process

O2 Customeronboarding experience

® Define account opening steps and document required before starting the journey in app

® Layout all account features with detailed information at first step (minimum balance, fees and
charges etc.) within app

® Provide customisable account comparison on website

® Eliminate step like uploading signature

® Offer instantly activated account with ready to use virtual card

® Auto—fetch details like occupation and mother’s name from Singpass

O3 customer service experience

® Provide clear CTA for customer service email on website not just a secured email platform
for only customers

e Upgrade FAQ section with visual aids and CTA for customer support within app

e Offer live-chat customer service and Al-chatbot in app

e Allow purchase of add-on value added services on IVR

View Accounts
Transfers & Payments

Invest

Apply

Manage Your Financial OneView
Track and Manage

Documents

Card Services

Cheque Services

Profile & Settings

Secured Mallbox

internet.ockoc.com th

&) ocBC Bank Db Card Applicasion

DCBC FRANK Diebit
Card

How would you like to apply?

Use Myinfo

Cnly Tor Singaporeans and Singapore

= wrgran

<

Get more for
your money
with the 360
Account

P Salary

o [y}
]
%, Grgw Ji¥]
PR
= Credit Card Lagout ¥ |
ALL CARDE
1.k CCBC 386 Credit Gard "
U Cradt Canta
OCBC TITANILIM
REWARDS BLUE )
Crodit Cards
OCBC TITANILM
REWARDS PINK b
Credil Cards
OCBE NXT Credit Card %
s Criedil Cards
Frank Credit Card 3
Grod# Cards
OCBC 00.M VISA CARD
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Best practices from peer region

Twimbit CX Banking App Benchmarks 2023
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Case study O1

Indonesia’s best digital banking app
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Bank to ace digital banking app experience in Indonesia Jago

—

Create your debit card to ease your
transactions

Create a customised
debit card

dJ

& Create Debit Card

Personalize Your Card

Please create a card name and choose the type
ol card that suitable for your needs,

Your card name

Input card name

M will rot b gainted on the ard
Carc’s name can only contan alphabets. number. and underscoe

Card type

- Jage Digital Card

= Jago Physical Card

Next

Personalize your
card — name, type

Please Name Your Card

Jago Digital Card

Select the name to be printed

Select the name to be printed w

MNext

Virtual card name
selection without need
of manually entering name

Gewlnner
Lock Card Histary Settings
Card is linked to this Pocket Change

Card details and services

Instantly activated debit card

twimbit
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Bank to ace digital banking app experience in Indonesia Jago

Set PIN

o1

Consistent colour
palette

o1

Asked during a/c
opening process

Activate fingerprint

®

Activate fingerprint

Activate your fingerprint for faster login
and transactions.

o1

Set up biometric
verification (optional)

Jago instant a/c activation

Congratulations,
GEWINNER S C SRANTO
SINAGA!

You're officially a Jagoan and can use
all of our features.

o1

Clean, neat with
optimum white space
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Case study 02

India’s bank that ace “Customer
onboarding experience”

B
Bank of Baroda
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Bank to ace “Customer onboarding experience”- Bank of Baroda

#1 Open a digital savings account

pen a digital savings

ccount

Apply in 4 easy steps

Instant verification via PAN and Aadhaar

Paperless submission of details online

Hazzle-free completion of KYC on video call

©-0-0-0

Add funds and enjoy digital banking

B3 SILVER Account

s
Workd Explore benefits
[T

@ Comphmentany & MONTHS subsciplsan

01

Clearly states 4 steps
a/c opening journey
with document
requirement

02

Provide comprehensive
information about dif-
ferent types of a/c’s
with cross-product
benefits

#2 Information about type of saving account

#3 Account opening process

General information

Open Digital Savings Account
on the go using your Aadhaar
Number

Can be opened by any Individual
above 18 years of age

No hidden costs for using various
features offered under savings
account

Quarterly Average Balance - NIL

Basic offering

Get bob World app = an instant
Mobile Banking solution to meet
all your Banking needs

Complimentary VISA Classic
Wirtual Debit Card for e-Com

o1

Provide information
like hidden costs,
QAB, virtual card etc.

bob 2z

World
(1] z) a) 4)
Basic Details PAN E Aadhaar Addiess & Perzonal Detail
Branch Selection Mominathon &
Additional
Services
0% Completed
Emall Address * ‘
—

+97 Mobile No linked to Aadhar *

123456 J

| | | am not a minor

|:| I am a resident Indian

D I am not a politically exposed person
D | am net an exisiting customer

FATCA Declaration

| am a Tax resident of India and

o1

Number of account
opening steps clearly
mentioned
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Bank to ace “Customer onboarding experience”- Bank of Baroda

#4 Auto-fetched details

#5 Additional services

#6 Account opened

€ Apply
bob 2 ;.
World

1._ Py o ‘-.

asic Details PAN £ Aadhaw Address B Perzonal Detasl

Branch Selection?

50% Completed

Profile

XEC-EXXE-1309

12 - 01 - 1953 MALE

Address

148001 SANGHRUR

o1

Option to go to
previous step

02

Display % of journey
completed

03

Auto-fetch Aadhar
details and address

|
< Apply

Vo ade gl Gone! Plegie (s

10 read o Ul 10 Serve youl Beter

Additional Services

fal i

Internet barking

&

(2]

Vtual Detwt Card

2 T LerasEas youd wondd lae

Mgkie Banking

Wirtuad Db Cang

o1

Auto-selected
additional services
like UPI, virtual card
etc.

02

Informs about virtual
debit card during the
a/c opening process

UNJIAB

CONGRATULATIONS !

URN: 2023051101798986
Your Account opening application is
submitted successfully. Please click on
‘Complete your Video KYC" icon
mentioned below for completing your
KYC verification to activate your account

Complete your Video KYC

The Video KYC slots are avallable only between 10,00 AM 1o

2100 M on all working days as per the list of holidays in the
Stote of Gujara

o1

Instant account
opening

02

Clear CTA to proceed
for video KYC
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Case study 03

Indian banks to ace customer
service experience
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Best examples for ‘customer service experience’ from Indian banks

0F Al 3013

Walcorme 1o Bank of Baroda Video
Calling Solution

This Coll is Tor infprmabion pUIpose
anly. Wi donT ask your parsanal
infarmations ke P, Possward, OTP,
CWY, Acocount no etc

Please salect your area of
infarmtion

Digitol products (BO8 workd BF

BHM BConnect debit card)

BOB video chat with
human interaction

Pre-approved alfers | | Porfolio smement (Private Ranking chents) | | Fasg

Becharge | | Apply image Debit Card | | Mome Loan Tax Cestificate

Tench Caerly Dot bk PIH sl i

| arm soary, | anm undable 1o hielp you wath this currently. | am still
learning and will note this guestsan for my Uraning. You can resch
ot 10 wE on 1860 266 2666 or 1860 266 0811 (for 811 Customers
Onity) for more help. Standard call charges as applicable

(LR}

Related Questions

He'w 1o cpen NPS sccount from Katak Maobile Barking applicatan®
How do | open national pension system sccount innet banking &
1 am using iPhone , want 10 open kotak 811 account, bt | do not

find any option using mobile banking app to open this accouny, ¥
what 1o 3o

‘E} Gix 1 Hislpy Cdnites

(LR}

o

L]
[x)

Kotak Al-chatbot - Keya

Voice option to
communicate with chatbot

Pranch /ATM
Fu'pc.lk with us @d’)

Reach Us
Here

Chat With Agent

Connect Via emuail E

Do you want to

Axis bank multiple customer

support channels

% Escalate your Complaint?
II% Escalate 1o Nodal Officer ¥
ﬁ Eacalate 1o Principal Nodal Officer »

Axis Bank is now on WhatsApp!
@ View Account Balance
. See Fixed Deposit Summary

. Get CC Outstanding Amount

. Check Pre-Approved Offers and many more...

Send us a ‘Hi' on 7036165000 for
all your banking needs

SIGN-UP

Clear CTA to sign-up for WhatsApp banking

twimbit
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