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DlSClalmer The information in this report is providedon an as-is basis. This documentisproduced by

Twimbit per date of research and writing (June-September 2023) and is subject to
change.It has been prepared solely for information purposes over a limited period to
provide a perspective onthe market. All the datais derived and estimated by Twimbit
analysts viaprimary interviews and publicly available information. Projected information,
analyses and conclusions containedin thisreport should not be construedtoguarantee

futureperformance orresults.
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Growth opportunities for
App-based banking in Malaysia
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Malaysia has over 29 Mn smart phone users

Over 30 Mn internet users in Malaysia

The average timea user spends onthe internetis
8.1 hours per day

In 2022, Malaysian users downloaded
over 1.25 Bn apps

Malaysia to achieve a digitaleconomy valued at
USD 70 Bn by 2030

Source: Statista, Datareportal, Bank Negara Malaysia, twimbit analysis,

Over 15 Mn digital payment users

1.7 Bn E-wallet transactionsdonein 2022

Over 1.7 Bn mobile banking transactions

Malaysia is the world’s 5th fastest growing
real-time payments market, with 1.4 Bn real-
time payment transactionsin 2022

Transaction valueinthe neobanking market to
reach USD 18 Bn in 2023

twimbit
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Twimbit App CX
framework

Twimbit CX Banking App Benchmarks 2023
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Twimbit CX research methodology

Shortlisted the
8 Malaysian retail

banks with both digital
and physical 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
Malaysia’s top retail
digital banking apps

Limitation and challenges: Twimbit's primary objective is to recognize the leading retail digital banking apps. However, ourteam of analysts has observed that only limited banks in Malaysia provide end-to-end digital account opening
processes. In light of this, our approach is to prioritise banks offering digital account opening procedures, while also considering a select number of major banks that still rely solely on physical processes.
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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 the Twimbit 3Es score Engagement Ecosystem

performance? Measured on the process to regiester, Measured as monthly transaction users Measured on non-core business
purchaseor get help (depending on industry) over total users revenue against total revenue
Banking Digital

e Mobile appexperience
e Customer onboarding
o Customerservice Totalregistered/ potential users Totalrevenue

Totalonline transaction/active users Non-core business revenue

twimbit




Seamless app
experience

Increaseretention

Increase user engagement

or acquisition

Increaserevenue by integrating

third-party services

Datacollectionto 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.

twimbit
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Twimbit CX Banking App Benchmarks 2023

The Digital Experience (TDEX) score of

Malaysia’s top 8 banks
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Top 8 banks to ace digital app experience in Malaysia

TDEXscore Score 1-5

01 bl CIMBBANK
02 J.\ ALLIANCE BANK
O 3 % Hong Leong Bank
04 rize

05 @) Maybank
06 a» AmBank
07 O
08 BANK(SLAM

1| twimbit
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Twimbit TDEX score

Adiagnostic framework to evaluate the digital experience of a company

Mobile app experience Customer onboarding experience Customer service experience
® Mobile application availability and capabilities ® Discoveryjourney e Customersupportchannels

® App activation convenience e Clarity of productsor services e Iimetakento responseto query
® App security and privacy e Ease of accountopening e Self-service potential: FAQs

e Activation convenience e Self-service potential: IVR

@ Debit card application

twimbit



How digital banking apps are performing?

Mobile app experience CIMB Alliance Hong Leong Rize Maybank Ambank BeU Bank Islam
Mobile application availability and capabilities 4.17 3.89 4.17 4.17 5.00 5.00 4.17 4.44
App activation convenience 3.33 2.33 2.00 2.67 2.67 2.67 3.00 2.67
App security and privacy 4.17 3.33 2.08 5.00 2.08 3.33 4.17 3.33
Customer onboarding experience CIMB Alliance  HongLeong Rize Maybank Ambank BeU BankIslam
Discovery journey 3.91 3.91 3.13 3.75 3.13 3.59 3.28 3.59
Clarity of products or services 3.65 3.28 4.40 3.00 5.00 4.67 2.83 2.78
Ease of accountopening 3.88 3.58 1.17 3.12 0.94 3.73 3.42 1.02
Activation convenience 3.50 2.50 1.50 3.00 1.75 2.00 2.50 1.75
Debit card application 4.25 3.56 4.75 4.00 4.44 3.06 3.06 4.75
Customer service experience CIMB Alliance  Hong Leong Rize Maybank Ambank BeU BanklIslam
Customer support channels 3.50 4.00 5.00 3.00 4.00 3.00 3.00 3.50
Time taken to response to query 3.45 2.50 3.20 2.20 0.85 1.25 2.20 3.25
Self-service potential: FAQs 4.38 2.70 4.58 2.28 2.91 2.29 2.70 2.29
Self-service potential: IVR 4.50 5.00 3.00 2.50 5.00 3.00 2.50 3.50

twimbit
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Mobile app experience

Twimbit CX Banking App Benchmarks 2023
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Mobile application availability and capabilities

Mobile app experience CIMB Alliance Hong Rize Maybank Ambank BeU Bank
Leong Islam
Mobile application availability
e e 4.17 3.89 4.17 4.17 5.00 5.00 4.17 4.44
Area of improvement
Evaluating criteria CIMB Alliance Hong Leong Rize Maybank Ambank BeU BankIslam
A separate app A separate app A separate app A separate
o from the \/ from the from the \/ \/ neobank app \/
Availability of App bank’s mobile bank’s mobile bank’s mobile from traditional
banking app banking app banking app bank app
Ease of locatingapp on
Play store/App store v/ v/ Vv v 4 Vv V Vv
App loadingtime < Slow < < < < < Moderate

twimbit



Learning for CIMB and Hong Leong Bank from Alliance Bank

CIMB

Welcome to

PJCIMB

APPLY

Convenience has never been Y I a4
this simple. Just open a CIMB <
Savings Account-i with your
MyKad right now!

’

o

Hong Leong Bank

Welcome to

ENTER YOUR NRIC

Both CIMB and Hong Leong Bank require customers to download an additional app
to register fora bank account (CIMB Apply & Apply@HLB app)

16

Example: Alliance Bank

All-in-one app:
Both for account registration
and mobile banking

A ALLIANCE BANK

THE BANK IN YOUR POCKET

For allianceonline mobile banking loginfactivation, tap
Login/Activate button below.

LOGIN/ACTIVATE

| want to apply for:

twimbit
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App activation convenience

Mobile app experience

App activation convenience

Area of improvement

Evaluating criteria

CIMB

3.33

CIMB

Alliance

2.33

Alliance

Hong
Leong

2.00

Hong Leong

Rize

2.67

Rize

Maybank

2.67

Maybank

Ambank

2.67

Ambank

BeU

3.00

BelU

Bank
Islam

Bank Islam

Efficiency of banking app
activation (first screen CTA menu)

No language
selection, unable
to apply for other

No information
about account
before registration,

No information
about account
before registration,

No language
change option,
unable to apply
for other services

No language
selection, unable
to apply for other
services,

No information
about account
before registration,
no language

No information
about account
before registration,
no language

No information

about account

before registration,

no language selection,

services no language no language
selection selection, unable to no permissions selection, unable selection, unable to unable to apply for
apply for to apply for other apply forother other services
other services services services
Numbers _Of steps taken to <6 steps <8 steps <8 steps >8 steps <6 steps <6 steps <6 steps
register/sign up on App
Time taken to register/sign up < <1 hour <1 hour <5 mins <1 hour <1 hour <

on App

twimbit
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Learning for Bank Islam from CIMB

BankIslam

PRODUCT SELECTION PRODUCT SELECTION.

Check your account selection Check your account selection

Only provides the different types of Investment and Deposit Accounts.
There are no elaborations foreach account type

Example: CIMB

CIMB provides a clear description of features, benefits, eligibility,
requirements and profit rates before account opening

Features & Benefits

=

Perks On Octopoints

+ Points Galore
Level up your transactions and invite family
and friends to earn OctoPoints!

+ Instant Rewards
Redeem your instant e-Vouchers using
OctoPoints with your CIMB Clicks app.

+ Goodbye Annual Fee
Annual fees waived, cause we care

Eligibility

« Individuals aged 18 years and above
+ Malaysian citizen with MyKad only

+ Joint, minor trust and miner account not
allowed

« Each customer can only apply for one (1)

OctoSavers Account-i
Protected by PIDM up to RM250,000 for
wcoole damacibtae Waide e RIRLMN. oo ocheviee

Apply Now

Requirements

+ MyKad

+ Minimum initial deposit of RM20 via FPX
transfer from your other bank account

+ CIMB Clicks registration

Profit Rates

&

Profit is calculated daily and credited
monthly, Based on Shariah concept of
Tawarruq.

+ First RM3,000 (0.00% profit rates p.a)

+ Thereafter RM3,000 (0.30% profit rates
p.a)

Fees & Charges

« OctoSavers Account-i, glick here

Apply Now

twimbit



Learning for Bank Islam from Hong Leong Bank

BankIslam Example: HongLeong Bank

On the first screen after opening the app,
thereis onlya CTA tosign up/sign-in _ , _
(this step is unclear here), can only select First-timeuserscan et R A
T a language after signing up. immediately select their

BANK(CISLAM | QO preferred language upon sign-up
-

LANGUAGE

What's your preferred language?

Bahasa Melayu

English

kP

Welcome to GO by Bank'Isiam

twimbit
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Learning for CIMB and Bank Islam from Alliance Bank

ciMmB

Welcome to

PJCIMB

APPLY

Convenience has never been % , 4
this simple. Just open a CIMB <

Savings Account-i with your \

MyKad right now!

Done thi$hgdot e? Re:
R as

New CIMB users can only apply
forits OctoSavers account on the
CIMB Apply app

Bank Islam

BANK(ISLAM | O

>4

> 10 GO Dy Bankisiam

Users can directly apply fora
Bank Islam account on the app.

Example: Alliance Bank

Users can also apply for
personal financing and
credit card services within
the same app

A ALLIANCE BANK

THE BANK IN YOUR POCKET

Hi!

For allianceonline mobile banking loginfactivation, tap
Login/Activate button below.

LOGIN/ACTIVATE

| want to apply for:
€]
@ =>
SavePlus Pursonal Cradit Card
Account Financing

twimbit
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App security and privacy

Mobile app experience CIMB Alliance Hong Rize Maybank Ambank BeU Bank
Leong Islam
App security and privacy 4.17 3.33 2.08 5.00 2.08 3.33 4.17 3.33
Area of improvement
Evaluating criteria CIMB Alliance Hong Leong Rize Maybank Ambank BeU Bank Islam
PIN-based OTP and OTP and OTP and OTP and OTP based OTP and
Type of authentication sign up PIN-based PIN-based \/ PIN-based PIN-based signup PIN-based
asked during the journey not available signup signup signup signup not available signup
not available not available not available not available not available
After the
Ease of authentication N N accountopening 4 Vv Vv 4 Vv

process

twimbit



Learning for Maybank and Hong Leong Bank from BeU

Maybank Hong Leong Bank
12:00 a 4G 4 11116 !l ¥
5 B2 HIBICONIE Gt

Login with Password

ENDS 13 OCT 2023
l win RM2,500 Cashback

when you transfer fund overseas

Log into Maybank and HLB via password or biometric verification

22

Example: BeU

Loginto Beu via a 6-PIN code

-

Nice to see you again, Minyi!

OJCIOK
DEO®®:
-HOIOION

)
e

(=

Forgot Passcode?

twimbit



Bank to ace “Mobile app experience” - BeU

#1 Start Page/ Opening screen #2 Getting started #3 Set MPIN
2:30 o = ED 2:31 o = E
Minimalistic and « Intuitive and natural « M aqiseu D Setting up app passcode
easy-to-digest |r_1ter.- guide to retrieve T ——— duringtheaccount
face makes logging in Em | customer information | | openingprocess
or signing up a seam- — 9 () | — 1 o

less process
Hi, I'm Agil. Welcome to Be U! Enter the 6 digit verification code sent

toni -\ il.com. If you

Let's get you started! do not receive this email, please
check your spam folder.

What should | call you? ‘
U | 568168 |
Now, let's create a 6-digit passcode

BANK(ISLAM number to keep your account safe.

D § g

LOGIN

-
qiwlejrjtiviujtijolp

2 space |

twimbit
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L -

Customer onboarding
experience

Twimbit CX Banking App Benchmarks 2023
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Discovery journey

Customer onboarding
experience

Discovery journey

Area of improvement

Evaluating criteria

CiMB

391

CIMB

Alliance

391

Alliance

Hong
Leong

3.13

Hong Leong

Rize

3.75

Rize

Maybank

3.13

Maybank

Ambank

3.59

Ambank

BeU

3.28

BeU

Bank
Islam

3.59

Bank Islam

Ease of browsing
information (web)

Inconsistent
color palette,
typography and
visual style

Clean but oversize
white space

, inconsistent color
palette

No navigation
guide

No navigation
guide

No navigation
guide

No navigation
guide,
inconsistent
visual style

No navigation
guide, website
with oversize
white space

No navigation
guide

Ease of browsing information
(mobile app)

Vv

Minimal or no
visual
cues/images

Not available
on the app

Not available

on the app

Not available
on the app

No navigation
guide on app

Not available
on the app

twimbit



Learning for BeU from CIMB and Alliance

Hello

Application stotus
Your account activation
is in progress

Did you know?

Be U Qard Savings Account-i is the first
digital account in Malaysia that
requires zero balance maintenance.

BeU

Let’s get you started!

First up, 1D veritication

1D verification
Your info will o ancryptod and storod securaly. it wi
only ba used 1o verilty your kiantity,

Progress bar available, however does notillustratea clear overview of the whole journey

26

Example: CIMB and Alliance

A quick overview of
all steps needed

<
k= CiMB

Account

Creation

@ D Contact De

[l 8 Yo

®

©

An indication of where users
are at (Step 1 of 6)

pc: Verify Identity
1ot$ Next: Enter Personal Details

Your personal data and account security is important to us.
Follow these two steps to protect your account. Please
have your MyKad on hand.

Step 1
Record a selfie video which may
take up to 30 seconds.

Please ensure: >

¢ Take off your face mask
* Stand in a place with good lighting
* Properly dressed

Your information is protected and will only be used for your
interaction with the Bank.

twimbit
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Clarity of products or services

Customer onboarding CIMB Alliance Hong Rize Maybank Ambank BeU Bank
experience Leong Islam
Clarity of products or services 3.65 3.28 4.40 3.00 5.00 4.67 2.83 2.63
Area of improvement
Evaluating criteria CIMB Alliance Hong Leong Rize Maybank Ambank BeU Bank Islam
f . b . No information No information No information No information No information No information
Informationa OdUt saving about discounts about discounts about steps, \/ \/ about steps about steps, about discounts
account (steps,- OEU[nent and offers and offers, min. discounts and discounts and and offers,
(erqUIrer?eng, rr#n fa ance, balance, fees offers offers eligibility, fee
IScount and ofier, fees and charges) and charges
and charges)
Information about other No information No information No prod.uct No information
banking products about other about other N4 conlwparlson N4 N4 < about other
(description, CTA to apply) banking products banking products (on 3{ c;rl]e)product banking products
’ available
. Not able to
Product comparison and customize Not able to Not able to No product Not able to No product Not able to
clarity (website) customize customize comparison \/ customize comparison customize
comparison, comparison, comparison (only one product comparison (only one comparison,
description only description only available) product description only
highlight key highlight key available) highlight key
features features features
Time spent on understanding 3 - 4 minutes 3 — 4 minutes N N4 < < < 5 minutes

the products

twimbit



Learning for CIMB from Maybank

OctoSavers Savings Account-i
Individuals aged 18 years and

Double

e Profit Rate

Find out more

AirAsia Savers Account

Individuals aged 18 years and
above

A &

airasia
ints
po Rate

Interest

Find out more

Key features are highlighted for easy visibility. However,

Savings Account-i Plus
Individuals aged 12 years and

EcoSave Savings Account-i

Individuals aged 18 years and
above

Find out more

Find out more

users are unableto customise the products they want to compare.

Note: Maybank is the only bank with the customisable product comparison feature out of all 8 banks we evaluated

Example: Maybank

Users can choose products they want to compare;
with detailed description of each product

Compare Savings Accounts

Compare Savings Accounts and find the best Savings Accounts for you

A\
«

-\ WS

split-tiered interest rates

MINIMUM DEPOSIT

RM50to RM250

BENEFITS

» High split-tiered interest rates

‘WHO CAN APPLY

Individuals, clubs / societies, associations and joint accounts

‘ DISCOVER ’

APPLY NOW

A Shariah-compliant savings account with no service and
maintenance charge

MINIMUM DEPOSIT
RM20

BENEFITS
Earn Treatspoints with Visa Debit
No service or maintenance fees

'WHO CAN APPLY

For all Malaysians and permanent residents only

‘ DISCOVER ]

APPLY NOW

twimbit



Ease of account opening

Customer onboarding
experience

Ease of account opening

Area of improvement

Evaluating criteria

CIMB

3.88

CIMB

Alliance

3.58

Alliance

Hong
Leong

1.17

Hong Leong

Rize

3.12

Rize

Maybank

0.94

Maybank

Ambank

3.73

Ambank

BeU

3.42

BelU

Bank
Islam

1.02

Bank Islam

Document requirement

IC + personal +
professional

IC + personal +
professional details

IC + personal +
professional details

IC + personal +
professional

IC + personal +
professional details

IC + personal +
professional details

IC + personal +
professional

IC + personal +
professional details

details + extrastep by bank  + extra step by bank details + extrastep by bank + extrastep by bank  details + extra step by bank
In-depth |nformat|9n of >12 steps >12 steps < 5 steps >12 steps <5 steps >12 steps < 9 steps <5 steps
document verification
_ Not available, Not available, Not available,
Auto-fill < < done at the < done at the < < done at the
physical branch physical branch physical branch
Auto-save information Not available, No auto-save Not available, No auto-save Not available,
\/ \/ done at the done at the \/ done at the
physical branch physical branch physical branch
) KYC done at KYC done at KYC done at
Ease of doing KYC N4 physical branch physical branch v Vv physical branch
No. of steps involvedin
verification process 4-5 steps 4-5 steps 4-5 steps \/ \/ 6-7 steps
(KYC + document verification)
29 Note: ‘Extrasteps by bank’: Banks with physical verification process that requires additional steps like signature, thumbprint, or staff verification via mobile app and phone call
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Learning for Rize from CIMB and Alliance

Rize Example: CIMB and Alliance

Option for customerstoresumeapplication

Verify Identity

STEP
1016 Next: Enter Personal Details

y R

Your personal data and account security is important to us.
Follow these two steps to protect your account. Please
have your MyKad on hand.

Hang in there!
powered by ﬁ;{:‘::::

We're reviewing your account. We'll get back
to you soon!

Step 1
=) Record a selfie video a

: Step 2
: Scan your MyKad >
1 more attempl left

Resume Your Application

y I3 QUr utmost poiority, Please provide your Nft

Number Lo continue
Your information is protected and will only be used for your

interaction with the Bank.

[ Login ]
e S

Left the app when account review is in progress;
was required torestart the whole process whenreturnto the app

Continue Application

twimbit
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Activation convenience

Customer onboarding

CIMB Alliance Hong Rize Maybank Ambank BeU Bank
experience Leong Islam
Activation convenience 3.50 2.50 1.50 3.00 1.75 2.00 2.50 1.75

Area of improvement

Evaluating criteria CIMB Alliance Hong Leong Rize Maybank Ambank BeU Bank Islam
10-12 steps >12 steps 10-12 steps >12 steps 10-12 steps >12 steps >12 steps 10-12 steps

Number of steps taken to

activate bank a/c (total steps)

Speed of account approval/

Timetaken to activate bank N Under 6 hours Under 6 hours % </ Under 12 hours Under 6 hours %

accounti.e.accepting/making
payments, bank transfers etc.

twimbit



Debit card application

Customer onboarding CIMB Alliance Hong Rize Maybank Ambank BeU Bank
experience Leong Islam
Debit card application 4.25 3.56 4.75 4.00 4.44 2.56 3.06 4.75
Area of improvement
Evaluating criteria CIMB Alliance Hong Leong Rize Maybank Ambank BeU Bank Islam
Debit card option < < < < N < N <
Debit card . Debit card Debit card Debit card Debit card Debit card Debit card
Ease of applying for debit card application is % application is application is application is application is application is application is
mandatory mandatory anextra, distinct mandatory mandatory anextra, mandatory
step with distinct step
no clear CTA
Steps taken to activate
. . 5-6 steps - - -
ohysical debit card P 5-6 steps \/ \/ \/ 7-8 steps 5-6 steps \/
32 Note: We have used virtual cardimages from web to protect confidential info of the focused group user
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Learning for Malaysian banks from Axis bank (India)

All banks in Malaysia do not offer virtual cards Example: Axis Bank (India)

. . .
Instant activated virtual debit card

ster Debit Card Application
40f8 Next: Sign Application

< &

Be U Visa Debit Card-i

Do you need a physical debit card?

dkokok kokkk kkkk 'IOO5

-oiwr

wr [ as {) MyDebit Yes No

VISA

Debit

Freeze card
* Protect your debit card at your own time

Change PIN

Reset your debit card PIN

Security
Manage additional protection for your debit card

Limit

Set and manage your debit card limit

000

Able to change physical debit card No virtual card option, but customers
settings on app; but no virtual can still perform transactions without
card option needing a physical card for some

twimbit
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Bank to ace “Customer onboarding experience” — CIMB Bank

#1 Opena digital
savings account

Welcome to

PJCIMB

APPLY

Convenlence has never been kY I ’
this simple. Just open a CIMB ¥

Savings Account-i with your \
MyKad right now!

~ /1 '“.. '

Done thl?r‘e? EZ(‘:“J_«U )
~W

o gr;n’rﬂore
-&.\:v

#2 Information about
type of saving account

#3 Account opening

#4 Overview of

Features & Benefits

=

Perks On Octopoints

+ Points Galore
Level up your transactions and invite family
and friends to earn OctoPoints!

« Instant Rewards
Redeem your Instant e-Vouchers using
OctoPoints with your CIMB Clicks app.

+ Goodbye Annual Fee
Annual fees waived, cause we care,

Eligibility

* Individuals aged 18 years and above
* Malaysian citizen with MyKad only

+ Joint, minor trust and minor account not
allowed

+ Each customer can only apply for one (1)
OctoSavers Account-i

Protected by PIDM up to RM250,000 for

ek dunsalbos Wa odaus NN hoesliiine

Apply Now

=] Application Form

About you
We need a few details to open your account,

Personal Details

Permanent Address \z)

Mailing Address

rour detnt card will be sent (o this adddress

+ Add Another

Race

|00

process steps needed
< STEP3/ S <
B cimB

Account
Creation

@ Contact Details

#5 Account opened

= Ke{¥]:]
Account
Opened #& o=

Congratulations on successfully opening an
account with us! We are glad to have you onboard
with us. Enjay all the perks and benefits that come
along with this account.

Your CIMB Account Number

Your CIMB Clicks 1D:

What comes next?

/TN
-.(;/ Receive CIMB Debit Card

Your Debit Card will be mailed to you
in 7-14 working days 1o the address
below:

Mailing Address:

twimbit
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Customer service experience

Twimbit CX Banking App Benchmarks 2023
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Customer support channels

Customer service CIMB Alliance Hong Rize Maybank Ambank BeU Bank
experience Leong Islam
Customer support channels 3.50 4.00 5.00 3.00 4.00 3.00 3.00 3.50
Area of improvement
Evaluating criteria CIMB Alliance Hong Leong Rize Maybank Ambank BeU BankIslam
_ _ _ No live-chat, No No live-chat No No live-chat and No live-chat and No conversational
Email, Hotline, Live-chat chatbot only conversational and conversational  conversational conversational conversational Al features, limited
onapp or website supports Al feature < Al features Al features Al features AI features presence on social
(real human interaction), categorized media platform
Social mediaplatform, response

Conversational Al

twimbit



37

Learning for CIMB from Hong Leong Bank

CIMB

{14 @ CIMB Malaysia &

He"O CIMB 10:16 AM <

. Hello! Welcome to the official
CIMB Malaysia WhatsApp
account!

You may try out these quick
services available to you via
WhatsApp:

Reply 1: Check rates

Reply 2: Check application status
Reply 3: Watch how-to videos
Reply 4: Find CIMB ATM/Branch
Reply 5: CIMB Clicks related
Reply 6: Apply for Products
Reply 7: CIMB Deals

Reply 8: Contact us

CIMB’s Whatsapp chatbot provides
categorised responses, reducing without
allowing customersto connect to live agent

.........................................................

Please note that live chat is not
supported right now. More about
CIMB Malaysia WhatsApp here:
https://www.cimbclicks.com.my/

Note: BeU, Rize, Alliance, Ambank, Bank Islam and Maybank do not provide chatbots as a customer support option

Example: HongLeong Bank

¥ HongleongBank  —— — B3

¥ HongLeong Islamic Ban

Chatbot provides natural language response
with the optionto connectto an agent when needed

What are the minimal requirements to apply
for a HLB Basic savings account?

3:54 PM

-
—

To open a Savings Account/-i with
Hong Leong Bank or Hong Leong
Isiamic Bank, here are your
requirements: 1. Must be 18 years
and above.

2. Individual must be a Malaysian
citizen or a permanent resident or
non-permanent resident.

3. Accountholders can be single-
named or joint.

—Fras AN . - o

o

)3 HonglLeong Bank
3¥ HongLeong Islamic Ban

.

e —

Am | able to apply for this account online?

3:56 PM

To assist you with your enquiry on
the requirement to apply for Hong
Leong Bank or Hong Leong Islamic

Bank products and services, please
type "Chat Now" to connect to our
Senior Specialist.

3:56 PM

.

—

twimbit
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Time taken to respond to query

Customer service CIMB Alliance Hong Rize Maybank Ambank BeU Bank
experience Leong Islam
Timetaken to response to query 3.45 2.50 3.20 2.20 0.85 1.25 2.20 3.25
Area of improvement
Evaluating criteria CIMB Alliance Hong Leong Rize Maybank Ambank BeU BankIslam
: More than Within More than No response More than More than
Email 36 hours 36 hours 36 hours \/ 36 hours \/ 36 hours
Hotline Within No one Within
Vv Vv 3 minutes v picks up 5 minutes 4 Vv
. . . More than More than . More than
Social media platform Vv No reply 15 minutes 30 minutes 30 minutes 5 minutes 30 minutes Vv
Chatbot not
Conversational Al able to refer No chatbot Vv No chatbot No chatbot/hard No chatbot No chatbot No chatbot

connect to
live agent

to locate on app

or website

twimbit
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Self-service potential - FAQs

Customer service CIMB Alliance Hong Rize Maybank Ambank BeU Bank
experience Leong Islam
Self-service potential: FAQs 4.38 2.70 4.58 2.28 291 2.29 2.70 2.29
Area of improvement
Evaluating criteria CIMB Alliance Hong Leong Rize Maybank Ambank BeU Bank Islam
Clarity of FAQs < < < < < < < <
Answer clarity Limited Limited number Limited No visual No visual No visual Limited No visual
(Visual aids and cues) visual cues of answer contains visual aids aids only aids only aids only visual aids aids only
visual aids wordings wordings wordings only wordings wordings

Customer support CTA
available on FAQs site

4

No customer
support CTA
on FAQ site

4

No customer
support CTA
on FAQ site

No customer
support CTA
on FAQ site

No customer
support CTA
on FAQ site

No customer
support CTA
on FAQ site

No customer
support CTA
on FAQ site

twimbit



Learning for Rize and Bank Islam from Hong Leong Bank

Rize and Bank Islam Example: Hong Leong Bank

FAQs

General Anolications. Devices, Requsrements)

e m » et amen b 0 2wl bk o ' ot e ki g - b4
- » ~ v
Can 1 apws & Wipw scximat by oy s b Maloyyie Lr s
VT P e Rave e g el Tiwd vy st wpet g sl sl A
D et i e oyl v otion er oy 2oy kath . 0 Access the Tracker
- iy T 2 g At 4 t
Select “Access My Application® » "Track My Application” on owr Hong Leang Bank homepage OR Visit www hib.com my/etracker » Key
Tl L 1o M T o S (i 1) AT i youl NRIC of Passport No. » Seledt "Proceed”
-y pos " - Example
' gt - Loy -l "
. NRIC Passport
A OR
-~ L whe R e

Frequently Asked Questions (F.A.Qs)

—l
=
Goneral Legin Biometric Login - Quick Touch Transastion Signing Transaction —
=
=
=
=
=
QL Wnet is Quick Toch? -
Wy
[ wedy 3

QL Muw do | ectivale Quick Touor? a
QL WHicH devis wports Quck Touct? -
izt
v 4 ot
= ¢

Both Rize and Bank islam do not include visual cues in their FAQ sections

40
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Learning for Rize and Alliance from Hong Leong Bank and CIMB

Rize and Alliance

i {rize :;‘::% o
o

Frequently Asked Questions (FAQ)

Campaigns

To protect and 10 provide you 2 secure onkine banking environment is our
utmost prionty and that's why we strongly encowrage you 10 regulary
check and update your mobile device's OS to the lotest version. The OS5
updatss will Improve the device performance, stability, Mast importantly
It enhances the security of your mobile device and the mobile
applications INat you are using.

Rize Ultra Fan Sharp Shooter Challenge %

# Ilihere = NOQ major sodate release for Alliance BizSmarl® Mobile aop.
Yes, you may continue to wse the ARance BizSmart™ Mobde app.
Howmever, you can no longer update the BizSmart™ Mobse app from
the Appla App Store, Google Play Store or Huawel AppGallery with
your current mobie device DS

RIZE CEO Challenge Campaign 2023 v

-

ILihere & major update releass or mandatory spdate reqwiced for
Alliange BizSmart® Mobile app.

No, you can no loager access and to se the ABance BizSmart*
Modde app on yout mobile device

Liga Malaysia Campaign 2023 v

A3 ForiQ§ users
1. Opas the Sattings app
2, Go 1o Genaral > Abou!
3. Chock the Software Version

Media
rize Deposit Campaign 2023 v
rize Digital Bank Partner for Liga Malaysia )
2023

rize Media Launch 2022 v

rize Fahrenheit Activation v

ANVE JIWVISE IINVITIV  JINVE JONVITIV B

For Androld usars

1. Opan the Sattings app

2. Tap About Phone or About Davice
3 Tap Software mformation

4. Check Android Version

Sattings may vary based on the device drand and model
—

No clear CTA after the FAQ FAQ is showingas a PDF
section file,
with no clickable CTAs

RN ORS0 (IVEI-W) ) Alaw: 20TINTS (TTREAZ-V)

Example: Hong Leong Bank and CIMB

Customer support CTAavailable at the end of the FAQ section

» ONLINE BANKING ——

PERSONAL BUSINESS PRIORITY b

? | GENERAL FAQ

General FAQ

Find answers to common
questions about our services

Chat with us
=il -

& dmbolicks com oy

6. What i3 this new Quick Payrment

feature’ s it safe/

& Whae are the OS5 requirements

Sl have questions? Click nere 1o view our
comprehensive FAQ

Need Help?

cy-

Help Resources

speak to Us Whistle Blowing

twimbit
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Self-service potential - IVR

Customer service CIMB Alliance Hong Rize Maybank Ambank BeU Bank
experience Leong Islam
Self-service potential: IVR 4.50 5.00 3.00 2.50 5.00 3.00 2.50 3.50
Area of improvement
Evaluating criteria CIMB Alliance Hong Leong Rize Maybank Ambank BeU BankIslam
Basic functions available _ _
suchas balance check, N4 N4 % ;\'?]Ef}z'ncs N4 N4 1[\]?1??2:5 N4
account information, unct Hnet
e-statement
- - . Long Long Limited
Advertisement of public :r:]r?cl)lﬁncement < advertisement and N N advertisement and N advertisement
announcement public public and announcement
announcement announcement

twimbit
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Bank to ace “Customer service experience”- Hong Leong Bank

p
=

Deposit Info Centre

FIND OUT MORE >

i

L
0TP for Online Shopping

Find the answers to all your queries for One
Time Password (OTP) on our FAQ page.

FIND OUT MORE >

==
Share Margin Financing

Find nere the FAQ on Share Financing with
Hong Leong Bank Berhad

FIND OUT MORE >

o
Debit Card
From queries on applications to questions on

Do & Don'ts, nere are the answers and
explanations

FIND OUT MORE >

9
&

Property Loan
When it comes to property and housing foans
in Malaysia, Hong Leong Bank is your one

stop solution. Find out more via cur FAQ
page

FIND OUT MORE >

Mortgage Loan Info Centre

Find out about our Product Disclosure Sheet
and Introduction of Reference Rate.

FIND OUT MORE >

For enquiries, connect with us online or drop by your

nearest Hong Leong Bank Branch. R

Credit Card

Your one stop page for all the FAQ on Hong
Leong Credit Cards.

FIND OUT MORE >

™
L&)

Mortgage Plus

Find out what it is and now it works now on
Hong Leong’s mortgage FAQ page.

FIND OUT MORE >

Q

BRANCH LOCATCR

Lost Card/ Scam Reporting

03 7626 8899
24 hours helpline

Interactive Phone Banking

03 7626 8899
Self service to access bank account or credit card account|
24 nours
Contact Customer Relationsnip Officers
9am to 9pm
Monday to Saturday

General Banking Enquiries

03 7626 8899
9am to 9pm
Monday to Saturday

Email Enquiry
hlonline@hlbb.hongleong.com my

Consumer Collections
037959 1888

8.45am to 5.45pm, Menday to Thursday

8.455m to 4.45pm, Friday

Email Enquiry

ColisCustomerFeedback@hnlbb.hengleong.com.my

1. Consumer Collections, PJCT

Level 2, Tower A, P) City Development

154, Jalan 219, Section 514,

Petaling Jaya, 46200, Selangor

2 Consumer Collections, |8

Level 5, Wisma Tiong Hua.

No 8, Jalan Keris, Taman Sri Tebrau

80050 johor Bahru

3. Consumer Collections, Penang

No 300, 2nd Floor,
Jalan jelutong,
11600 Penang

Chat With Us

0 D

LEAVE US A MESSAGE

Categorized FAQ section

Clear customer support CTAs

Multiple customer support channels

<14 » Hong Leong Bank ©

HIHLB . .. .
JHello! Welcome to the official
Hong Leong Bank (HLB) and
Hong Leong Islamic Bank Berhad
(HLISB) Malaysia WhatsApp
account!

You can now access quick
services available to you via
WhatsApp. Just reply with the
number of the item you're interest
to find out more about:

1. Payment Relief Assistance Plan
2. Latest Promotions

3. Discover Our Products

4, Apply For Products Online

5. Interest/Profit Rates

6. Fees & Charges

7. HLB Connect - Online Banking
& Mobile Banking App

8. Branch Locator

9. About HLB

We will protect your information
under PDPA 2010, Do not reveal

any personal information e.g. IC

Whatsapp chatbot with
categorized services to

assist

twimbit
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Bank to ace “Customer service experience”- Hong Leong Bank

)§ HongLeong Bank
)§ Hongleong Islamic Bank

What are the minimal requirements to apply

for a HLB Basic savings account?

354 PM

To open a Savings Account/-i with
Hong Leong Bank or Hong Leong
Islamic Bank, here are your
requirements: 1. Must be 18 years

and above.

2. Individual must be a Malaysian
citizen or a permanent resident or
non-permanent resident.

3. Accountholders can be single-
named or joint

- ~ -t - SR el T ol ol o - — - - -

)3 HongLeong Bank M

3¥ HonglLeong Islamic Bank

;\_

Am | able to apply for this account online?

3:56 PM

»
e’

To assist you with your enquiry on
the requirement to apply for Hong
Leong Bank or Hong Leong Islamic
Bank products and services, please
type "Chat Now" to connect to our
Senior Specialist.

3:56 PM

(2

Bot with naturallanguage response
and able toconnecttoa live agent when needed

twimbit
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Analyst recommendations

Twimbit CX Banking App Benchmarks 2023

twimbit
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Deep dive into TDEX score for CIMB Bank

b CIMB BANK

TDEX score

Mobile app

Customer onboarding

Customer service

3.97

4.17

3.84

3.96

twimbit
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Improvements for CIMB Bank

01

02

03

Mobile app experience

e Provide multiple language optionto accesstheapp

e Offer options forcustomersto apply for other services onthe app
e Provide PIN-based sign up as one of the authentication methods
e Improve app efficiency and speed of the user interface

Customer onboarding experience
e Improve website brand identity with a more consistent language style, typography,
and visual style

Provide information on other added app benefits and products
e Offer optionsforusers to customize product comparison on the website with

simple and clear description

® Providevirtual card option
Present options for users to choose a preferred date and time for card delivery
e Provideaccuratedelivery status tracker

Customer service experience

e Introduce conversational Al features with the abilityto connect with alive agent when
e needed Improve emailresponse time

® Integratevisualcues for FAQs for easy browsing

e Personalized IVR functions based on customer phone numberand pastIVR

e behaviour Provide features for AI-enabled speech recognition

Welcome !

B cimB

APPLY

orveniente has Y ’
< ;c—n(IMI - I

'uv‘-‘k owt vmhro«\
Nhy¥ad bt e

*ﬂ‘

Open OctoSavers An:-:ount

¢ ®
B cime

Account %
Creation v
@ D Contact Details >

* Apw B

Features & Benefits

Perks On Octepaints

+ Polonts Galore
Level up your transactions and imise fa
3nd friends 10 san OctnPeints

+ Instamt Rewards

Protected by PIDM up to RM250,000 for

Apply Now

By Lpomg “Sart’, Lagrow w2 proceed s suth

OB Bark oc CIME mlamras Qarsk, a1 v ¢ mmqb.
B2 oty sl chtaun arvg wLSOTTABSA 6N e Moan sty
(T2 eterInC B IpSItng JPeTOey 3 any G
IFTEY 03 Pnatie the Banh 10 contater rmy
HLOSCHTION R the ODETING of e BCCOUNL.

Before you begin, please ensure:
® Y00 have your My wah

2w i & wellbl space

Begin Application

B cive

Account *‘7
Opened £ -

I” Ir

What comes next?

< Recervs OMB Debit Card

3w nnllod um
in 7-34 wor! m-. d.y‘
below

Maling Address

twimbit
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Deep dive into TDEX score for Alliance Bank

J.\ ALLIANCE BANK

3.37

3.18
Customer onboarding 3.37

3.55

twimbit
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Improvements for Alliance Bank

02

03

Mobile app experience

e Provideinitial description of products and steps required before asking users to register for
productsonapp

e Provide multiple language optionontheapp

e Introducethe PIN-based sign up feature

e Improveapp efficiency (app is glitchy, especially when transitioning from one step to the other)

Customer onboarding experience

® Improvethevisual style of the website

e Providevisual cues and aids on app to make the experience fun

e Provideinformation such as product highlights, other added benefits and productsontheapp
e Allow customersto compare between products/services easily on the web

e Provideinstantly-activated virtual cards

® Enable FaceID or biometric identification as a log-in method

e Provide users the optionto choose preferred date and time for card delivery

e Provideaccurate delivery status tracker

Customer service experience

® Live-chat availabilityis quite hiddenin the app — make clearindications for usersto locateit
e easier Introduce conversational Al features, with the abilityto connect with alive agent when
® needed Improve emailand social media platform response time
e Includea general FAQ sectionto answer common

e inquiries Provide customer support CTAon FAQs site

® Enable personalized IVR functions based on customer phone number and past IVR

e behaviour Provide features for Al-enabled speech recognition

A\ ALLANCE BANK

THE BANK IN YOUR POCKET

iz Varity Identity
1: Emer Parsonat Detods

Do you need a physical debit card?

Ph
Apply SavePlus

)

Debit Card Application
Nest Sign Aggplication

Debit Card Number

Daily ATM Withdrawal Limit @ Infe

Set New Lt

AM 10,000

Daily Purchase Limit © Info

Set New Limit

Dady Contactiess Limit (without PIN) ) mnfo

Sot New Limit

Activate Debit Card

Take a selfie

twimbit



Deep dive into TDEX score for Hong Leong Bank

)g Hong Leong Bank
Customer onboarding 2.99 =

3.95

twimbit
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Improvements for Hong Leong Bank

01

02

03

04

13:47 w T

Overall experience T —

e Revamp theentire account opening process to a fully digital format.
- Despite Apply@HLB, digitalaccount opening was inaccessible -

Steps for Verification

Mobile app experience
e Integrate PIN-based sign-up. i
e Incorporate multiple language optionsin the app. v

Please enter your details 1 ky
to help us identify you ey eeeTeeesse sttt g omnil com 4

nnnnnnnn

Customer onboarding experience

e Presentaccountinformation beforeregistration and allow usersto apply
for additional services.
Enhance customer onboarding with a navigation guide.

13:47 w FTm

SEHIBCONNECt = o=

Piease have your Debit Card or
Principal Credit Card ready

Please enter your details
to help us identify you.

®
e Provide comprehensive information on bank services, including major discounts and offerings.
e Enable easy product comparison on both web and app platforms. =
e Offer details on fees and charges associated with bank accounts. g:sliEGNST &
e Facilitateonline/app-based application and verification

e processes. Provide instantly-activated virtual cards.

Customer service experience Q Q Q (>)

® Introducevoiceassistantin helpline numbers
e Improve chatbottointegrate naturallanguage response
e Improveemailresponse time (only the hotline and social media responses were prompt)

Enjoy 3.85% p.a. for 6 months >
with your of Dref D+ plocemant

twimbit
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Deep dive into TDEX score for Rize Bank

\(( rize
-

Mobile app

Customer onboarding

Customer service

3.22

3.95

3.37

2.50

twimbit
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Improvements for Rize Bank

02

03

Mobile app experience
e Provide multiple language option ontheapp

Customer onboarding experience
Provide a navigation guide
Implement autosave features on app

@
®
e Provideinstantly-activated virtual cards.

e Embed physical debit card application step withintheaccountapplication process with aclear
e CTA Provideoptiontochoose preferred date and time for card delivery

°

Enable accurate delivery status tracker

Customer service experience

e Introduce conversational Al features, with the abilityto connect with a live agent when needed
e Improvesocialmediaplatform responsetime

e Incorporatevisualaids into FAQ section for easy

e understanding Provide customer support CTAon FAQs site

® Facilitate basic IVR functions (balance check, account information, etc.)

e PersonalizeIVR functions based on customer phone numberand past IVR

e behaviour Offer features for AI-enabled speech recognition

e ——

I'm eligible because...

+ I'm a Malaysian citizen with a
MyKad, currently residing in
Malaysia

+ I'maged 18 and above

werod bty Ll e & + | have an existing internet )
banking account with Hang in there!
another bank in Malaysia
+ I'm NOT a US person
« I'm NOT a tax resident in any
other country
‘ lOg n ’
BT
eSS w Account & Cord
()
- 4))
SN Ve m VA
AYA
| =R ==
| /4“11
i e seee snne wee 520
NG ki nuambse " W
IPPOOr Of 00N O 0% De
Your account has been aispatehed N
created, nice job! o
-] [ Manage

Change Card PIN

Report And Reploce Card

& Temporarly Freeze Cord

) K Switen

twimbit




Deep dive into TDEX score for MayBank

@) Maybank

TDEX score 3.15
Mobile app 3.25
Customer onboarding 3.05

3.19

54

833 AM

(g s

Welcoma to the ail-new 3pp MAE by

Lngin Now
e R

. =

Quick Actions Manage

B &% & B

Py Biis. Trarafer Spin B Request

| Food Near Ma
Hungry but don't
J o~
rnow where tago?
o

lhhlhb!dd!

{arEIE 4

twimbit



55

Improvements for Maybank

01

02

03

04

Overall experience

e Digitisethe end-to-end account opening process

Mobile app experience
e Integrate multiple language options on the app.
e Enhance user experience by providing account information before

registration, language selection, and the ability to apply for various services

Customer onboarding experience

e Implement awebsite navigation guide.

e Ensure comprehensiveinformation on bank services is accessible through the app.
e Offer options for users to apply for additional services and highlight major discounts
associated with bank accounts.

Enable easy comparison of products on both the web and app.

Present clear details on fees and charges associated with bank accounts.

Facilitate auser-friendly product/service comparison on the web.

Provideinstantly-activated virtual cards.

Customer service experience
e Enhancecustomer support responsetimesacross all channelsto address prolonged
wait times or non-responsiveness.

e Optimize hotline accessibility, considering the frequent busyness, despite the availability of
the IVR function.

Streamlinethe application and verification process to be conducted online or through the app.

Tell Us About Yourself

561y - L)

ii
s
{

Account

pM e

Quick Actions

Apply

-

CLOSE x

Apply

twimbit
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Deep dive into TDEX score for AmBank

TDEX score

Mobile app

Customer onboarding

Customer service

3.13

3.67

3.41

2.39

twimbit



Improvements for AmBank

01

02

03

«E» < =D
@ o < Perfect For You X < Your Details X
. . Welcome 10 AmOndine! :
Mobile app experience What would you fike to do today? a» Sakac yéic Santact dutai and IC et
t

e Introducethe PIN-based sign-up feature
e Provide multiple language optionontheapp

Customer onboarding experience

e Providea navigation guide

e Improvethevisual style of the website
e Provide information such as the steps taken to apply/open a bank account

e Allow customers to compare between products/services easily on the web
e Provideinstantly-activated virtual cards.

Customer service experience p—
e Provide live chat option on the app and Mykad scan m!
e websiteIntroduce conversational AI

Enaure the indormation captured from your
MyXad Is commect

e features
e Improve emailresponse time (only the hotlineand social mediaresponses were

prompt) Provide customer support CTAon FAQsite

twimbit
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Deep dive into TDEX score for BeU Bank

by i
BANK(ISLAM

TDEX score

Mobile app

Customer onboarding

Customer service

3.07

3.78

3.02

2.60

I<3) Good morning
f' Agil!

W Welcome Today at 9:05 pm

Welcome to Be U,
Malaysia’s
Friendliest Digital

twimbit
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Improvements for BeU Bank

01

02

03

Mobile app experience

e Provide multiple language optionontheapp

Customer onboarding experience

e Providea navigation guide

e Improvethevisual style of the website

e Provide moreinformation such as savings account’s added
benefits Allow instant accountactivation and account approval

Provideinstantly-activated virtual cards.
Embed physical debit card application step within theaccountapplication process

Provide option to choose preferred date and time for card delivery

Customer service experience

e Introduce conversational Al features, with the ability to connect with alive agent when
e nNeeded Improve social media platform response time

e Incorporatevisualaids into FAQ section for easy

e understanding Provide customer support CTAon FAQssite

e Providebasic IVR functions

e PersonaliseIVR functions based on customer phone numberand past IVR

e behaviour Provide features for Al-enabled speech recognition

*BANK(ISLAM

Let’s get you started!
Firss up, ID varficotion

o 1D verification
Your info wit e encrypled
anly be uaud 10 verily your

and stored securaly. t wil
ot

y identity

=
&b

Hi, I'm Aqll. Welcome to Be U!

Lot's get you started!

What should | call you?

Mi >
M My Maybe

qwer tyui op

als|dlflglh n k]!

e zIixlcl/vib

123 space

-

Be U Visa Debit Card-i

What you need to know

By @

What you need 1o provide

my Myod

000

Hooray! Your Debit Card-i
is activated!

You can now witharaw your money at any ATM

twimbit
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Deep dive into TDEX score for Bank Islam

BANK(ISLAM

TDEX score

Mobile app

Customer onboarding

Customer service

3.06

3.48

2.78

3.14

twimbit
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Improvements for Bank Islam

01

02

03

04

Overall experience

® Digitiseend-to-end account opening process

- Bank Islam claims onlineaccount opening but our analyst faced branch verification
without

clear communication onissues.
Mobile app experience

e Shift from a hybrid process to full app application, eliminating redirection to a browser.
e Improvethe Bank Islam app's slower load time compared to

® competitors. Provide account information before account registration.

® Introduce multiple language options.

® Enable in-app application for additional services.

® Implement PIN and OTP-based sign-up for enhanced security.

Customer onboarding experience

e Implement anavigation guide for both web and mobile app experiences. Ensure all
compre- hensive banking product information is available on both platforms.

e Introduce acustomizable product comparison feature, simplifying the understanding and
comparison of products.

e Provide clear step-by-step instructions for activation

e process Provide instantly-activated virtual cards.

Customer service experience

® Optimizeresponsetimesin Customer Service and consider expanding social media
presence foralternate channels.

® Integrate conversational Al features for enhanced customer support.

BANK(SLAMa

BANK(ISLAM w0

BANK(SLAM

Enter your ID number to continue

I

eKYC Verification

Check your sccount selection

e =1____________ =]
BANK(ISLAM BANK(ISLAM

Bank islam Debk Card No

BANK(ISLAM BANK(ISLAM
SIS e, "\~ | Congratulations, your Internet Banking
O SYAMEAH BINTI M \Q) registration Is successful,

par ID*

& bankislam.biz ¢
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Best practices from peer region

Twimbit CX Banking App Benchmarks 2023
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Case study01

Indonesia’s best digital banking app
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Bank to ace "Digital banking app experience"” - Jago Bank

]

Create your debit card 1o ease your
transactions

Create a customised
debit card

J
& Create Debit Card

Personalize Your Card

Please create a card name and choose the type
of card that suitable for your needs.

Your card name

Input card name

Name will ot e printed on the card
Cordt name can ondy contan alotabeta numbee and underscote

Card type

- Jago 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 v

Next

Virtualcard name
selection without need

of manually entering name

Gewinnor
Lock Card Mistory Settings
Card is linked to this Pocket Change

Card details and services

Instantly activated debit card

twimbit



Bank to ace "Digital banking app experience"” - Jago Bank

Set PIN Activate fingerprint Jago instant a/c activation

01
Consistent colour Congratulations,
palette GEWINNER S C SRANTO
SINAGA!
You're officially a Jagoan and can use
all of our features.
01
Clean, neat with
01 optimum white space
@ Set up biometric
. e L. .
verification (optional)
01 Activate fingerprint
Asked dU I’i ng a/c Activate your fingerprint for faster login

and transactions, ‘

opening process

twimbit




Case study 02

Singapore’s best digital banking app

N (rust

twimbit




Bank to ace “Customer onboarding experience”- Trust Bank

#1 Opensavings account #2 KYC with Singpass #3 Singpass information

67

Credit Card Savings Account

2.5% p.a.

1%
savings

Fee-less

Apply for savings account

01

Clarity of other banking

products

02

This page shows
comprehensive
information aboutthe
savings account

03

Clear CTAtoapply
for an account

Apply for a
with Myinfo

@, It's easy as a clicking a button!

Instant

Continue with Myinfo

Optionto apply for
Myinfo

01

Information about
document requirement
and debit card

02

Using Singpass to
retrieve personal
information

9:52¢

<4 Singpass

01

Information
auto-fetched

singpdass

Singpass retrieves personal data from
relevant government agencies to pre-fill
the relevant fields, making digital

transactions faster and more convenient

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/Place of Birth

» Residential Status

» Registered Address

» Pass Type

» Pass Status

» Pass Expiry Date
Email

» Mobile Number

twimbit



Bank to ace “Customer onboarding experience”- Trust Bank

#4 Steps to startaccount

Application

About you

Continue

68

01

Number of steps to
sign up

02

Personalinformation
auto filled

03

Clear CTAtoapply
for an account

#5 Advisory

Advisory from the Singapore Police
Force - Warning

01

CTAto
continue

#6 Virtual card

trust

LEE HONG TENG

Your savings

account and debit

card are
B Add to Apple Wallet 01 .
Instantly activated
View card details a/c withready touse

virtual card

Get started
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Case study 03

India’s best digital banking app

AXIS BANK
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Bank to ace “Customer service experience”- Axis Bank

f Insta Services FAQs Service Request Status

#EASYBANKING

Watch our latest videos & solve

Axis Bank Support DilSe Open you queies i seconds

NEW VIDEO
' How may I help you? x,«

¢ ta fraudulent transaction @ Generate a Debit Card PIN - @ Disputed Transaction @ Get my Customer ID @ Internet banking >

v How do I generate a Debit Card PIN?
Latest Protect Yourself Real time tracking of your L e o Les
Updates from UPY F’“’,"_ ‘ Service if.:élf."&%:? - ’ initiative, Banking Dhyaan Se. Click View All
: Iinformation now here to read the Fraud Awareness
PP ST available in Hindi == e Repository. It is present in support
Tamil and Bengali. Y d,i R Quick Links
. Chat With Us

Call Us

Report a Fraud Raise a Dispute

Reach us on other mediums

Raise A Complaint
Click Here

70

01

Section-wise support
services

02

Video assistanceto solve
queries instantly

03

Visualcues and aids
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Bank to ace “Customer service experience”- Axis

Bank

Branch /ATM

Reach Us
Here

Speak with us

Chat With Agent

Connect Via email

Do you want to

Escalate your Complaint?

I@‘? Escalate to Wodal Officer >
& Escalate to Principal Nodal Officer 5
=

Multiple customer support channels

Chat with agent for Product Bank Accounts
specific to Axis ASAP Account
for which I have an issue Account Opening

with sub issue Choose your Query
Choose your Query

Emor while opening an
ASAP Account

Ease of choosing query options
from dropdown list

Chat with customer support agent

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 tosign-up for Whatsapp
banking

Hi, I'm AHA, your Axis Bank Anytime Assistant!
Happy to help you. Just ask & I'll reply in a jiffy.

Type your query below or select an option to
continue,

B DevitCard B Credit Card @ Account Balance

& Mini Statement [ Dowmload Statement

& Cheque Services it ATM Locator 1 Branch Locator

@ Regjster Email for CASA @ Track Deliverables
Know Your Cust ID B Investments
B asap Digital FD - Safe & Secure 0 whatsAop Banking

@ Report Fraud

GREAT OFFERS ON
1,00,000+ PRODUCTS WITH
CREDIT & DEBIT CARDS
&

LOANS AND MORE

® s

=  How may | help you? 9

®
g -

AHA! Al-chatbotwith categorized services
to assist

twimbit
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be more

We help build and grow
purpose-driven businesses

reachus@twimbit.com

www.twimbit.co
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