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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 (October-December 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 Thailand

Twimbit CX Banking App Benchmarks 2023
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Thailand has around 55 Mn smart phone
users

Over 61.21 Mn internet usersin Thailand

The average time a user spends on the internet is
8.06 hours per day

In 2022, Thailand users downloaded over 2.26 Bn
apps

Thailand to achieve a digital economy valued
between USD 100-165 Bn by 2030

DECK 3 - Digital + service best practices

94% consumers in Thailand use digital
payment across multiple forms

$ 11.71Bn Prepaid card and e-wallet
market size in 2022

Over 22.8 Bn mobile banking transactions

Thailand ranked 1st globally in real-time payments
transactions per capita in 2022 and Thailanders will
conduct 32 Bn transactions via real-time payments
in 2027

Average transaction value per user in the neo-
banking market amounts to USD 7.15 Kin 2023
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Twimbit App CX
framework

Twimbit CX Banking App Benchmarks 2023
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Twimbit CX research methodology

Shortlisted Opened real accounts Defined 12 key Evaluated each factor Weighted scores
7 Thailand retail to evaluate account success metrics and on a scale of 1-5, were given to identify
banks with both opening, customer 55 sub- parameters measuring Thailand’s top retail
digital and physical onboarding and responsiveness digital banking apps
savings a/c customer service

experience

Limitation and challenges: Twimbit's primary objective is to recognize the leading retail digital banking apps. However, our team of analysts has observed that only limited banks in Thailand
provide end-to-end digital account opening processes. In light of this, our approach is to prioritise banks offering digital account opening procedures, 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 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 Customerservice 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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The Digital Experience (TDEX) score of
Thailand’s top 7 banks

Twimbit CX Banking App Benchmarks 2023
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Top 7 banks to ace digital app experience in Thailand

TDEX score Score 1-5

01 TVRW...
02 apelad
03
04
05
06
07 ttb
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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



How digital banking apps are performing?

Mobile app experience Bangkok Bank of Kasikorn Krungthai SCB TTB TMRW
bank Ayudhya bank bank
Mobile application availability and capabilities 5.00 4.44 4.44 4.44 5.00 4.44 3.61
App activation convenience 4.33 2.67 4.00 3.00 2.33 3.67 4.33
App security and privacy 4.33 4.17 4.17 3.33 4.17 3.33 4.17
Customer onboarding experience Bangkok Bank of Kasikorn Krungthai SCB TTB TMRW
bank Ayudhya bank bank
Discovery journey 4.38 4.22 4.38 4.06 4.06 4.06 4.22
Clarity of products or services 2.00 3.75 1.75 2.50 3.25 2.42 3.57
Ease of account opening 2.54 1.62 2.69 1.92 2.69 2.08 2.38
Activation convenience 3.00 3.00 3.00 3.50 3.50 3.00 3.00
Debit card application 3.42 3.42 3.67 3.42 2.48 3.42 3.17
Customer service experience Bangkok Bank of Kasikorn  Krungthai SCB TTB TMRW
bank Ayudhya bank bank
Customer support channels 2.00 3.00 3.50 3.00 3.00 2.00 4.50
Time taken to response to query 1.80 3.00 3.20 2.55 2.40 2.00 4.55
Self-service potential: FAQs 3.54 3.54 1.45 3.54 3.54 1.86 3.54

Self-service potential: IVR 2.00 2.80 2.00 3.00 2.00 1.80 2.00

*TTB — TMBThanachart bank
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Mobile app experience
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Mobile application availability and capabilities

Mobile app experience Bangkok Bank of Kasikorn Krungthai SCB TTB TMRW
bank Ayudhya bank bank

Mobile application availability

and capabilities 5.00 4.44 4.44 4.44 5.00 4.44 3.61
Area of improvement
] o Bangkok Bank of Kasikorn Krungthai SCB TTB TMRW

Evaluating criteria bank Ayudhya bank bank
A separate

Availability of App Vv 4 N4 < < V4 ?rzcc)j?t?onrlfa?%z ;rl?m
app UOB

Ease of locating app on

Play store/App store v/ v/ v/ v/ v/ v/ v/

App loading time Vv Moderate Moderate Moderate Vv Moderate Moderate

twimbit
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App activation convenience

Mobile app experience Bangkok Bank of Kasikorn Krungthai SCB TTB TMRW
bank Ayudhya bank bank
App activation convenience 4.33 2.67 4.00 3.00 2.33 3.67 4.33
Area of improvement
] o Bangkok Bank of Kasikorn Krungthai SCB TTB TMRW
Evaluating criteria bank Ayudhya bank bank
Efficiency of banking app Does not Does not Does not provide Does not Does not Does not
activation differentiate "sign in" differentiate "sign in" ease of applying for differentiate "sign in" differentiate "sign in" differentiate "sign in"
(first screen CTA menu) from "sign up - from "sign up - other banking from "sign up - from "sign up k from "sign up k
Does not provide Does not provide products at the Does not provide Does not provide Does not provide
ease of applying for ease of applying for beginning apart ease of applying for ease of applying for ease of applying for \/
other banking other banking from a/c opening other banking other banking other banking
products at the products at the products at the products at the products at the
beginning apart beginning apart beginning apart beginning apart beginning apart
from a/c opening from a/c opening from a/c opening from a/c opening from a/c opening
Numbers pf steps taken to N < 10 steps after \/ <8 steps 18 steps after \/ o
register/sign up on App a/c opened a/c opened
App loading time N4 < 5 minutes < < 5 minutes < 5 minutes N N

twimbit
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TMRW and Kasikorn bank are clearly differentiating ‘Sign-in’ and ‘Sign-up’ CTA
making it easier for new and existing customers to access the app

o

arurgE

Welcome to
Krungsri Mobile!

bt P T Sy JHETT T W)

n b E
Bank of Ayudhya: SCB - Only already
Customer can register customers can access
or login in the app only the app

after physical a/c
opening at the branch.

TTB — Provide clear
CTA only for
registeration

Welcome to the future
of banking

FLE, . TR

TMRW- Provide clear
CTA for new customers
as well as for existing
customers log in

Hello!

Welcome to
Bangkok Bank
Mobile Banking

Bangkok bank — No CTA
differentiation for new
and existing user

For Meewr Cursbomirs

Ot K e=Saving Acoount

] inainy batance, reguent
| ] el pui o

Enter K FLLS Lobiby

I(+ Enpies I FLLS fraturrs and ;
i el S s ]
Exiviirg Customers

F!l:-;n.lﬂ wia K FLUS
Wik A cnard Mammbset aed 10 Cand
ek KRk Dbt ATM Caed

Wk Crpdi Mg Cash (g

Kasikorn Bank — Provide
clear CTA for new customers
as well as for existing
customers registeration

twimbit
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App security and privacy

Mobile app experience Bangkok Bank of Kasikorn Krungthai SCB TTB TMRW
bank Ayudhya bank bank
App security and privac
PP yanaprivacy 4.33 4.17 4.17 3.33 4.17 3.33 4.17
Area of improvement
] o Bangkok Bank of Kasikorn Krungthai SCB TTB TMRW
Evaluating criteria bank Ayudhya bank bank
Type of authentication : :
) } No MPIN No biometric
asked during the journey v v v v authentication v
Need to manually Need to manually Need to manually Need to manually
Ease of locating app on edit and enable edit and enable edit and enable edit and enable
Play store/App store fingerprint in app fingerprint and fingerprint and fingerprint and
y PP settings after the \/ face authentication \/ \/ face authentication face authentication

account opening
process

in app settings after
the account
opening process

in app settings after
the account
opening process

in app settings after
the account
opening process

twimbit



Banking apps enable biometric authentication during the a/c opening process
eliminating manual enable face 1d/fingerprint activation in app settings

Waldew Face ID b4
=5
i j §
L~
Waldow Face 1D dauhgs:uundedaly
Erwmow SCB Easy I
| asondoemsannuanuiolo
darige dy
Bank of Ayudhya Siam commercial bank Krungthai bank

19
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All banking apps allow creating MPIN to access the app during the a/c opening process

AvsAa PIN Tnu
1<+
AISAA PIN 6 ndin Wolsow SCB Easy adwsravwing
) 000 00
g 2 3
4 | 5 ulce
_ 7
1 2 3 7 { 3\1 9
S— { .
4 5 € 0 €3
7 8 9
0 a
R | Dl o -
SCB TTB TMRW also ask you to create username and password Bangkok bank Kasikorn bank

apart from MPIN while offering chatbot assistance

>0 twimbit




Enabling face id or biometric authentication later in app settings act as an extra step

for customers

€

sKasIu nazaA»udaaans

[ 19:56 ] i1t 4G 6D
{ Settings
Security
2 Face authentication IAL 23 B
You are able to use face
authantication.
£ Change PIN >
() Log-in with biometrics D
Enable log-mn with fingerpant /tace/ ins
o use application.
Application
7 Favorites >
<y Manage homepage >
O\ Motifications >
(8) Quick balance Off >
TTB

21

wWiEpy Sacure PIN }

[EJ Wihdssuudae Secure PIN

|§j T e R T 3

E:Lj uirszuudisu Face ID =
TMRW

Acoount mamss on el
Dby Pers] mnimed

Bepsrshiired P T

Bangkok bank

Application Settings

L cagery meit Py § urur o ol Wl F Cl

R Cogrnill miy
Hed dwed TH Brvifgry mellh RASELe Mo

s ruabie Reguiut to Py

‘wm

Depley Balsra e

AA AAA

Fartopiy My Accound M,

Srtup Dady Tramiaotos Lsne
Cuwrrond Limlt- 50 F

- ©

Kasikorn bank
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ing experience

Customer onboard

twimbit
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Discovery journey

Mobile app experience Bangkok Bank of Kasikorn Krungthai SCB TTB TMRW
bank Ayudhya bank bank

Discovery journey 5.00 4.44 4.44 4.44 5.00 4.44 3.61
Area of improvement
Evaluating criteria Bangkok Bank of Kasikorn Krungthai SCB TTB TMRW

bank Avyudhya bank bank
I i th Clean and neat
Ease of browsing % VEEL?\:’:/%e aid < </ V4 </ layout with
information (web) appealin excessive
PP g whitespace
. . Clarity of a/c Clarity of a/c Clarity of a/c

Ease of browsing information \/ \/ \/ sign-up lacks sign-up lacks sign-up lacks \/

(mobile app)

navigation guide

navigation guide

navigation guide

twimbit



Banking websites are crucial touchpoints redefining customer experience

< -

Lise ara] Maragamen of Dol
B L el e e e

m" gthai Wudin Jos SueBa Ussdiu @onu gsnssumsilio E-Banking hznhian'n Krungthai Wealth

woll ME

Urygaaunswé
IJ_H!"I'EIIITI.IU'!I"II"I'.I"I‘ﬁIflEI
SEU'”g  Oryfidushnaaunsweuuubus:iugdamg

.-I I
' o
wushnogunsadsuuivs:fugdtmn — ) il .{I‘ !
SIS E AT 3 / ;
* SUAWAUASIY ' B \
- UstiugUtikn i (1)
FECTEL RN RN E T S e

Bank of Ayudhya Siam commercial bank Krungthai bank

Krungthai Care

18 .
Discontinuation of SCB M Prnduét'?ﬂl-.-:;a

Krungsrl Home Loan Auto Loan

- wecth o thyperuanal-erehank e oservimg ponge 8 3
B0 | TRRW Featres  Prosuon  Promotioes  belp  Howio spl T ﬂ

Take control

m Meraona EME CErM g T T Rt 4 Fistt

LD | & aanos:iuta _- s 1~
parkrunzo23 | — I

BOUALULADY tWOIUZE ..
nawavidugavudeyikuoo

0030 et SUUE lounil roducts designed for you
Aas30 nassuuispawasodaluaoreaunaidla Products designed for yo

Prodet™ Argned 1o bong up Wh pier Wil gednd Wrilple. loond
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Clarity of products or services

Customer onboarding Bangkok Bank of Kasikorn Krungthai SCB TTB TMRW

experience bank Avudhya bank bank

Clarity of products or services 5.00 4.44 4.44 4.44 5.00 4.44 3.61
Area of improvement
Evaluating criteria Bangkok Bank of Kasikorn Krungthai SCB TTB TMRW

bank Avyudhya bank bank
. . No clearly defined No clearly defined .
Information about saving a/c opening steps, a/c opening steps, No clearly defined
account (steps, .docu ment N % No information No information o a/c opening steps o
(rquuwerpen’a, r?]lcn bfalance, about special about special
ISC?OEH ana otter, fees discounts, offers discounts, offers
and charges) and other added and other added
benefits benefits
Information about other
banking products N/A N/A N/A N/A Vv N/A Vv
(description, CTA to apply)
Product . d Side-by-side Side-by-side Side-by-side Side-by-side Side-by-side
ro i uct comparison an N/A product comparison N/A product comparison product comparison product comparison product comparison
clarity readily available but readily available but readily available but readily available but readily available but
not able to customize not able to customize not able to customize not able to customize not able to customize

Time spent on understanding £ minut 10 minut 5 minut
the products \/ \/ \/ <5 minutes \/ <10 minutes <5 minutes

twimbit



26

Customers can take informed decisions with comprehensive account

information in app

iauruoounswe

SCB

& Open deposit account

4

UryBidudhnaounswi

dudld ooulad

- - 2 il
( _ 02nLusdy,

Savings account (Online)

Bank of Ayudhya Savings deposit with attractiy

View Product Catalog

Krungthai bank

| 5:32 ] ! 4G -

Open NEXT Savings >

TTB

NEXT Savings

count Opening

< Open Account
Product Highlights

. ) Choose product

& Easy to apply via Krungthai NEXT

€ Applicable for all transactions

0- No minimum account opening balance
Remark

1. For individuals with Thai nationality only
et i b R no fizxed sccount

saving account Flexible and
Earn high interest

2. Limit Krungthai NEXT savings account apening via

View Product Details

Product Catalog and Sales Sheet Krungthai S
MNEXT Savings

Open Online Account

me save account

digital savings saccount Easy
o save, got high inleresl
rate

aaving cane secount

Pick a starter pack

ke

Cashbadck

TMRW

b

-
E
Smide

Erewards

This starter pack contains:

Tt
-

B

K—eSavings
Account

Open Account with Us

Ho more hassle of forgeting your passbook

behind, Sit back and open gour K &Gy s

ACCOURE ab your own pace, with no minkHamum

deposits required!

Requirsments

1, Holding a Thai nationality, with 12 years of

2. The information given must be of

account owner's

3. User must complete the account opening
ik

45 - i
| - Open o
e

Kasikorn bank

twimbit



Streamlined account comparisons for informed financial decisions

SAVINGS ACCOUNT

. ——— ——

Bank of Ayudhya
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[
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SCB

Product catalog

Bangkok bank

Product Catalog : Savings Account

Ikt Feor bl G ol 3

s

Krungthai bank

hm-;h—hmﬂ@d 15
eis o sdiker. Ih come o Bpsning o et BRough
ol chonmesis suoept Krungiea HEXT App. the Deposs

ewend mleresl i Uwlgeringg fo e inberesl rohe oo by Tha Bamb.
nkerest payment Ther imterpst poyTRnTt 5 mEcde twioe 9 year une andd December,

N orroand for

SO0 kvl 0 bl 500 bk 0 bt @ bkt

50 bl P e i oo e Eobases i s thon 2000 bahl ofd P B 00 iasecfon |l eitimwel] k1 e
ACLOURT anteirds ee oy -

W i B i O bk, thee Bork will cose B sotcust cutamafically.

Krungriha Krungisol HEXT Crher chaoneeh, escleding =

Apcoand opmirgg e Bk Bearchh Appcation Knumghci MEXT Apgiicasion Foctarg Apploation Krngthe Bank Brands
- & n coss of op shesagh e Krungies MIXT App. | € Deg Pr—- dty | € Dighle for sobe welk hocesrs oo aged

ond e ot least 15 yeors of age.
& Dopoahers maust kove on emal

mynt be of leost 15 yeors of oge.

G Depeaiody mas hows onosmol ooress and regaier
for the Knungtol NEXT App wervios,

D in e cae ol openng om Gocount W Eungrha SEET
i Fe omoust of pevo bobt. # Fe Depowsior doss. not
=oke o tronsocton | depoel-wifdowal) withis 43
diays from the done of opesing the depaost oo,

and regter for octong App

wreioe,

£ i e cose of Opeteng on DCCoUM w0
Erurggtci MEXT in e omownt of e
ke, ¥ the Depates deey rol make
T OO (Cepoat-varthonore]
within. &3 gy from #u date of
openng the depost sooount. P

&5 years and Gver

O Dok perien & beRed ke opeeg oty 060 Bocil, a8
Hhe aooount name st e in e nome of o single
poren

£ Poes lonimy, ornual, 05 COndl replocement Upoe
mxpiraion fesl one wohesd whes opplyng for o VDB
Shop et Clonme cord o Knungihel Mathoscord Debe
Cord limked t0 0 bosic dsposit oocouet,

& An inccs et 24 co e ot wil e
chonged om bosic disposi oorount ho o regulor
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Pre-informed steps with document requirement creates a seamless account

opening journey

vuaaumsilaumud

0 1095 il IeiDdunaudad

—~
@ 1. nsendoyavasus:yiuu

S~
@ 2. nsaniuuWasuiladoy
¢ Select account WDL‘

@ 3, tegUouon (war) @o—

» ] ity FATCA
@ 4. Buduldonu Elgibility and good to know

SCB

By D card s eguied

& Pupose of oporing accourt S Savngs
on or 12 consecutive
monihe and DaEanod NSsS AN OF agua
to 2.000 baht the account mantenance
fed S50 Daht por month will be charped

¢ Closing account within 30 days from

open date 50 baht fee will be charged
o Limsbéed 1 accourd per cusiomer fior EZ2

Savings account

Bank of Ayudhya

* You can close online depoail account

only via SCB Easy app or SCB Easy Net

Get Started ¥

Please follow the instructions below.
To regeater Krungthal NLXT:

Turn off Wi-FiL

e &

Sean your national 10 cand or manually enter

naticnal 1D/ passpart nember.
Manually enter passport nember for
foreigners.
T verify entity.

Krungthai bank

Let’s get started!

Bangkok bank

KK-eSavings
Account

Account Opening Instructions

Please have your 1D card ready for the
application.

@ Complete Seff-verification

Mext e

Kasikorn bank
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Ease of account opening

Customer onboarding
experience

Ease of account opening

Area of improvement

Evaluating criteria

Bangkok

bank

2.54

Bangkok
bank

Bank of
Avyudhya

1.62

Bank of
Avyudhya

Kasikorn
bank

2.69

Kasikorn
bank

Krungthai
bank

1.92

Krungthai
bank

SCB TTB
2.69 2.08
SCB TTB

TMRW

2.38

TMRW

Document requirement

ID + personal +
professional
details + face scan

ID + personal +
professional
details + face scan

ID + personal +
professional
details + face scan

ID + personal +

professional details +
face scan+ signature

ID + personal +

N professional
details + face scan

ID + personal +
professional
details + face scan

In-depth information of

] < 7 steps < 7 steps < 7 steps \/ \/ \/ < 7 steps
document verification
: : . Not available, No required to fill . _
Auto-fill / No auto-fill No auto-fill done at the the form at the branch, ~ N° auto-fill No auto-fill
physical branch details auto-fetch
from IC card
Auto-save information Not available, Not available,
No auto-save N/A \/ done at the done at the No auto-save \/
physical branch physical branch
) KYC done at KYC done at KYC done at )
Ease of doing KYC v/ physical branch v/ physical branch physical branch v/ KYC done at Kiosk
No. of steps involved in
verification process 6-7 steps < N4 N4 6-7 steps < N

(KYC + document verification)

twimbit



Simple verification process drives greater customer convenience

nsandauavasus:uvu gugunisidaunydoudn

Guu

Bank of Ayudhya - Verification done at the branch
and then app registration is another journey

30

VOUNIIUAIVOINTU

SCB - Verification done at the branch, customer
information auto-fetched by scanning ID eliminating
need of filling long application form

12:43 ¥ «ull 40 W

fAududoyadosUs:mbu

—

1 9098 DD257 32 2

iarniedosdsowou

da

|- Enter Marually 1}

=

Tualaiaa

Krungthai bank - Verification done at the branch,
but app registration is another journey

twimbit
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TTB ‘s prolonged digital account opening journey lacks defined steps, creating
uncertainty for customers

twimbit
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TMRW offers complete digital a/c opening with clear steps and a digital verification
at their kiosk

twimbit




Bangkok bank offers complete digital a/c opening with clear steps, seamless
interface and different verification options

o 3o 3irn 4 0 Pl

g :
‘ i mpusdn il hdE sy s
= pumigg i efer e e dsgem g
5 g s g e
5 ey i iy T Pl e
ol

F :

|

k. 4

lllllll o
roe] uioll il ma gl 2 ‘
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Kasikorn bank offers complete digital a/c opening with online verification

Hi,
Let's get to know you!

Applicant Information

Mame (TH)

Last Name (TH)

34

Laser Code on the back of 1D Card

Laser ID is a 12-digit code on the back of your
ID card that consists of 3 parts of information

+ Part 1: 2 digit letters and 1 digit number
+ Part 2: 7 digit numbers
+ Part 3: 2 digit numbers

Date of lssue

Date of Expiry

9 Cancel

Hi,

Let's get to know you!

Verification Methods

Select the self-verification methaod for

account opening
Self-Verification with 1D Card

Self-Verification with NDID

2

R

'

Y i!'__

NDID
SERVICE

duooumsilodngh

K-eSavings
Facial Scan

Susourenwiundwodadngs

twimbit
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Activation convenience

Customer onboarding Bangkok Bank of Kasikorn Krungthai SCB TTB TMRW
experience bank Ayudhya bank bank
Activation convenience 3.00 3.00 3.00 3.50 3.50 3.00 3.00
Area of improvement
Evaluating criteria Bangkok Bank of Kasikorn Krungthai SCB TTB TMRW
bank Ayudhya bank bank
Number of steps taken to >10 steps >10 steps >10 steps 8-10 steps 8-10 steps >10 steps >10 steps
activate bank a/c (total steps)
Speed of account approval/
Time taken to activate bank
account i.e. accepting/making v/ v/ v/ v/ v/ v/ v/

payments, bank transfers etc.

twimbit



Elevate banking app experience by offering instantly activated bank account access

®

ol Sdudindiiaadd
Open an Account Successful!l Your request to open K-eSavings sccount has
% Ung@dushnazauniw & Savings
Congratulations with your new all free !:’J POOR Submitted
%3
mﬂ‘ Ton i {Owarvl] sl Bap readdy slPuin Jd4 Py
Wt BT O P YY-T-49T0H -4 - s — Yoms mil ta reclifeed o g B conrd B ey Then,
0 CPeb i TP el OO FigemsiDg | Dlpd il o i 16 X
Sratus lm'l"ﬂ'l'-d
Sadnys wa afu:d andu FLUG'S. Notications mere (The Ded won o The tap fight
\\ L Ea PP
u APl 080 - T - 921631
Helba from UOE TRAW ThF S TOsaH Caguiriatey Pyl Lule St ed e Ol
Your UOB accoun is all sed up and raady Lo - g I':-"I o wil D procevied o O%00 & moe TR Faret g
go? If vou aksp applied for & gebit cand, i w
ATV S00n f..-'-.'- K ! L ”-"‘..HGJ'H DE ..‘: i 'C-"-' "'*-'L
LU
1 T LY
e 1o oy s e tour \Lr
K% I | wh

TTB

TMRW

Bangkok bank

Kasikorn bank
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Debit card application

Customer onboarding Bangkok Bank of Kasikorn Krungthai SCB TTB TMRW

experience bank Ayudhya bank bank

Debit card application 3.42 3.42 3.67 3.42 2.48 3.42 3.17
Area of improvement
Evaluating criteria Bangkok Bank of Kasikorn Krungthai SCB TTB TMRW

bank Avyudhya bank bank

) ) Both type of cards No virtual/

Debit card option Vv Vv are available but Vv Vv Vv digital card

can apply for either

Ease of applying for debit card

No information
about virtual card
during a/c opening

No information
about virtual card
during a/c opening

No information
about virtual card

during the process.

No information
about virtual card

during the process.

Physical debit card

Need to manually
apply for virtual and
physical card within

Only account opening
with no virtual card
option but there is
clear CTA for physical

and CTA for physical and CTA for physical \/ Physical debit card the app after a/c
card application card application application and application and opening is complete card application after
after completing after completing activation are two activation are two completion of
a/c opening a/c opening other different other different account opening
journeys journeys
Steps taken to apply for
p‘ . PPt \/ \/ \/ \/ 10-12 steps \/ \/
physical debit card
Steps taken to activate < < < < < < <

physical debit card

twimbit
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Physical debit card design experience: Unveil exceptional quality in every swipe
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Activation of debit card within app without the need of visiting branch or
ATM provide seamless solution at customers fingertips

L] Risgusesl ole=l=t cafo .
Activate Krungsri Jud (OSCB-
Hai D Debit Card ACTIVATE
DEBIT CARD
B b s,
~
B, e—— @
r;_:ifl' 74 sft 'r.ﬂ'd PIH I!m Succns-&fujlqu-:lzluit.ulzard.:Infliuatinn
A Krungsri JAD HAI D et 10 1
—
Debit Card DEBIT GARD X XXKH
REFERENCE
HUMBER
ACCOUNT (W TN FS
8 o @®
% DEBIT CARD PRODUCT Physical card
LK T M _
Bank of Ayudhya — Debit card activation and card PIN setup SCB - Physical debit card application and activation are

two different journeys
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Elevating transactional experience by offering instantly activated virtual debit

card during the a/c opening process

NOSHAINI

EXP12f28 (OVLTH

« Card Details

(- Edit Theme j“f Copy Card No )

™

Full name
Card status

Linked Account

Daily Spending Limit

Spending Limit

MNOSHAINI SAMA=-AE
Active

915-0-50412-6

20,000.00

Krungthai bank

£ Debit Card Detail

Account all free account
919-T-49704-4

| Specially designed for onling @ Turn On / Off Debit Card
m Turn aff 1o temporary disable the card.
Mo need 1o carry a physical card
S o o g - (8 Limit Usage >

ey a e o e e
i e T el e e —

T © Block Card »

TTB — Clear mention of all free digital debit card at the beginning of a/c opening journey
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Customer service experience

Twimbit CX Banking App Benchmarks 2023
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Customer support channels

Customer service Bangkok Bank of Kasikorn Krungthai SCB TTB TMRW
experience bank Avudhya bank bank
Customer support channels 2.00 3.00 3.50 3.00 3.00 2.00 4.50
Area of improvement
Evaluating criteria Bangkok Bank of Kasikorn Krungthai SCB TTB TMRW
bank Ayudhya bank bank
Email, Hotline, Live-chat No live-chat, No live chat and No live chat No live-chat No live chat No email,
. no social media conversational with human and no conversational and no no live chat
on app or website platforms and no Al feature interaction Al features conversational support and no \/

(real human interaction),
Social media platform,
Conversational Al

conversational
Al features

Al features

conversational
Al features

twimbit
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Diverse customer channels transforms banking app experiences

Website *

Email
Facebook

Twitter

Bank of Ayudhya

SCB

Krungthai location

Willing 0 privids Pinancial sernioe fram Krungihal Branck
Merntrane. KnungERl providen ATM (ABINAT nedetry you A% Baral Mnd Surrana

18:43

Service

Bringang all banking servicss

racking Other Services Contact ttb

% 1428

Gt im tcaich with us

L f19]in]lO)] > [v)

Krungthai bank

TMRW Everyday Account
312363 286 7

Crarvent halancs

3 hours ago

Sign up for =

PromptPay, earn i

THR 200

A O k @ &8
TMRW

Other Contact Channets

By Poma

Bangkok bank

------

Kasikorn bank
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Time taken to respond to query

Customer service Bangkok Bank of Kasikorn Krungthai SCB TTB TMRW

experience bank Ayudhya bank bank

Time taken to response to query 1.80 3.00 3.20 2.55 2.40 2.00 4.55
Area of improvement

Bangkok Bank of Kasikorn Krungthai SCB TTB TMRW
Evaluating criteria bank Ayudhya bank bank
Email N4 N4 N4 18-24 hours < N/A 18-24 hours
Hotline Within 4 minutes N4 N4 Within 4 minutes Within 8 minutes N4 N
Live chat N/A N/A N/A N/A N/A N/A Vv
Social media platform N/A Vv Vv Vv Vv Vv Vv
: Chatbot not able

Conversational Al No chatbot No chatbot to connect to No chatbot No chatbot No chatbot \/

real live agent

twimbit



Bank apps should navigate customer queries effortlessly across social channels,
chatbots, and live agents
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Redefining customer service speed in banking with AI-Chatbots and live chat

¥ KBank Live

¥ KBank Live

< = Tia
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Self-service potential - FAQs

Customer service Bangkok Bank of Kasikorn Krungthai SCB TTB TMRW

experience bank Ayudhya bank bank

Self-service potential: FAQs 3.54 3.54 1.45 3.54 3.54 1.86 3.54
Area of improvement

. L Bangkok Bank of Kasikorn Krungthai SCB TTB TMRW

Evaluating criteria bank Ayudhya bank bank

: FAQs is not No separate
Clarity of FAQs < N categorized, only N N FAQ sthion Vv

long list of questions
Answer clarit No visual No visual No visual No visual No visual No visual No visual
y cues/aids, cues/aids, cues/aids, cues/aids, cues/aids, cues/aids, cues/aids,

(Visual aids and cues)

only wordings

only wordings

only wordings

only wordings

only wordings

only wordings

only wordings

Customer support

(live chat or hotline)
call to action available

on FAQs site

4

4

4

4

4

N/A

4
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Bank apps should provide a visual odyssey th
section for ease of solving queries
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Self-service potential - IVR

Customer service Bangkok Bank of Kasikorn Krungthai SCB TTB TMRW
experience Ayudhya bank bank
Self-service potential: IVR 2.80 2.00 3.00 2.00 1.80 2.00
Area of improvement
. o Bangkok Bank of Kasikorn Krungthai SCB TTB TMRW
Evaluating criteria bank Avyudhya bank bank
Basic functions available
such as balance check, < < < < < < <
account information,
e-statement
Advertisement of public No advertisement No advertisement
announcement N but with 1 public < < < but with 1 public <
announcement announcement
Personalized IVR functions No personalized No speech
with speech recognition N/A IVR functions N/A recognition and N/A N/A N/A
Al enabled

and Al-enabled
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Analyst recommendations

Twimbit CX Banking App Benchmarks 2023
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Deep dive into TDEX score for Bangkok bank

Bangkok Bank

TDEX score

Mobile app

Customer onboarding

Customer service

3.32

4.56

3.07

2.33
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Improvements for Bangkok bank

o1

Mobile app experience

e Differentiate between ‘Sign-in’ and ‘Sign-up’

e Offer options for new customers to apply for other banking products and services on the app

® Allow biometric and face authentication during the a/c opening process instead of manually
enabling them in app settings

O2 Customeronboarding experience

® Provide information and CTA to apply for other banking products apart from a/c
opening at the beginning

e Provide virtual card option

e Present options for users to choose a preferred date and time for card delivery

(03 Customer service experience

® Introduce social media platforms, conversational Al features with the ability to connect with a live
agent when needed as customer support channels

® Integrate visual cues for FAQs for easy browsing

® Personalize IVR functions based on customer phone number and past IVR behaviour

® Provide features for Al-enabled speech recognition

® Allow to purchase add-on value added services through IVR

@ Bangkok Bonk

Quick & Secure

Mo fee. Make tronsactions
with ease and confidence

o«

Elevated
Experience

[&]T7 <I|3$|g|'| hos evolved bul our
commitmeant to frust remains
firm.

Anywhere In One Place

Open accounts wherever you View all accounts here

are ond start o digital ifestyle deposit, credit cord, fund and

loan

= 5]+ Svnge 50,250.00 v
A ot | 8 g .
. . R T
-l | e i
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Deep dive into TDEX score for Bank of Ayudhya

krungsri
NSVAS

TDEX score 3.35

Mobile app 3.76

Customer onboarding 3.20

Customer service 3.08
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Improvements for Bank of Ayudhya/krungsri

o1

02

03

Mobile app experience

e Improve app efficiency and speed of the user interface
® Reduce after a/c opening app registration time and steps from 11 to atleast 5

Customer onboarding experience

® Provide information and CTA to apply for other banking products apart from a/c opening
at the beginning

e Offer options for users to customize product comparison on the website or app with simple
and clear description

e Present options for users to choose a preferred date and time for card delivery

® Reduce steps taken to activate debit card within app

Customer service experience

® Introduce conversational Al features with the ability to connect with a live agent when needed
e Integrate visual cues/aids for FAQs for easy browsing

® Personalize IVR functions based on customer phone number and past IVR behaviour

® Allow to purchase add-on value added services through IVR

Overview

New homescreen with Hot keys
menu on op

Simple e-Application

Apply Personal Loan & Credit Card

o -

Apply for Persanal loan

appy oo

Credit Card

®

Transfer Top up

2 O

Convenient
Transfer, Bill pay, Top up via KMA

Smars adviper

Smart Advisor

Automated portfolic management
based on your goal
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Deep dive into TDEX score for Kasikorn bank

TDEX score

Mobile app

Customer onboarding

Customer service

3.28

4.20

3.10

2.54
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Improvements for Kasikorn bank

o1

02

03

Mobile app experience

e Offer options for new customers to apply for other banking products and services on the app

e Allow biometric and face authentication during the a/c opening process instead of manually
enabling them in app settings

® Improve app efficiency and speed of the user interface

Customer onboarding experience

® Define a/c opening steps clearly with navigation guide
® Provide information and CTA to apply for other banking products
® Provide free and instantly activated virtual card

Customer service experience

® Introduce live chat in app with real human interaction

e Allow Line chatbot to be able to refer to live agent

e Improved FAQ section by categorizing it and updating it progressively

® Integrate visual cues for FAQs for easy browsing

e Personalize IVR functions based on customer phone number and past IVR behaviour
® Provide features for Al-enabled speech recognition

® Allow to purchase add-on value added services through IVR

A2UIdULNY
fnanlku Tunuu

2 KBank Service Tndrnu

Tauﬁ“lﬂs::mij
aulukdnnsn

wAdosenmsilsals

IGU-918V18
nnlawalad

car| @[ OO
Bz oo > = 5 o

fuhea:oan wnnnd 1 Al Swdsacuims
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Deep dive into TDEX score for Krungthai bank

#® Krungthai

TDEX score

Mobile app

Customer onboarding

Customer service

3.23

3.59

3.08

3.02
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Improvements for Krungthai bank

O'I Mobile app experience
e Improve app efficiency and speed of the user interface
® Differentiate between ‘Sign-in’ and ‘Sign-up’
® Reduce app registration steps from 6-7 to atleast 3
e Offer options for customers to apply for other banking products in the app
® Provide MPIN-based as one of the app authentication methods

02 Customeronboarding experience
® Define a/c opening steps clearly with navigation guide
® Provide information and CTA to apply for other banking products
e Offer options for users to customize product comparison on the website/app with simple and
clear description
® Integrate physical debit card application and activation process with main a/c opening journey
® Provide virtual card option and inform about it during the process

O3 customerservice experience
® Introduce conversational Al features with the ability to connect with a live agent when needed
e Improve email response time
® Integrate visual cues for FAQs for easy browsing
® Provide features for Al-enabled speech recognition during IVR call
® Allow to purchase add-on value added services through IVR

Krungthai

NEXT

Live Life to the NEXT

Smart Features

Serve your lifestyles and all your needs.

BERNE

T

.. Gettop-up
b T K

WA W0 500

==

NEXT Savings KTC Credit Card

Easy payment and earn credit back instantly

Ogpen online Krungthai NEXT savings
account with high mierests. Make it easy,
convenient and safe

B a K .
5.955.00 94,044,00
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Deep dive into TDEX score for SCB

3.25

3.83
3.20

2.73
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Improvements for SCB

o1

Mobile app experience
® Reduce time and steps taken to register on app after a/c opened from 18 to atleast 8

O2 Customeronboarding experience

® Allow non-users to access the app

e Offer options for users to customize product comparison on the website/app with
simple and clear description

e Integrate physical debit card application process with main a/c opening journey

e Provide virtual card option and inform about it during the process

® Provide accurate delivery status tracker

(O3 Customer service experience

® Introduce conversational Al features with the ability to connect with a live agent when needed
® Improve hotline response time

® Integrate visual cues for FAQs for easy browsing

® Personalize IVR functions based on customer phone number and past IVR behaviour

® Provide features for AI-enabled speech recognition

® Allow to purchase add-on value added services through IVR

naluaa
ludovliuas

SCB EASY APP
USMSsLNMSENa

adnsld iluiing SCB

IJaunysoie
Tucdavlusunms

lou 16U P8
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Deep dive into TDEX score for TTBchart

TDEX score

Mobile app

Customer onboarding

Customer service

11y

291

3.81

2.99

1.92
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Improvements for TTBchart

o1

Mobile app experience

e Improve app efficiency and speed of the user interface

e Differentiate between ‘Sign-in’ and ‘Sign-up’
Offer options for new customers to apply for other banking products and services on the app
Allow biometric and face authentication during the a/c opening process instead of manually
enabling them in app settings

O2 Customeronboarding experience

® Provide information about a/c opening steps at the beginning of process

e Offer options for users to customize product comparison on the website with
simple and clear description

e Provide accurate delivery status tracker

® Eliminate the need of applying for virtual card

e Integrate physical debit card application process with main a/c opening journey

(03 Customer service experience

® Provide official email to contact customer support within app

® Introduce conversational Al features with the ability to connect with a live agent when needed
® Provide a comprehensive and separate FAQ section in app with CTA to call/chat at the bottom
® Integrate visual cues for FAQs for easy browsing

® Personalize IVR functions based on customer phone number and past IVR behaviour

® Provide features for Al-enabled speech recognition

® Allow to purchase add-on value added services through IVR
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Deep dive into TDEX score for TMRW

TDEX score

Mobile app

Customer onboarding

Customer service

3.65

4.04

3.27

3.65
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Improvements for TMRW

01 Mobile app experience
e Provide multiple language option to access the app
Offer options for customers to apply for other services on the app
Provide PIN-based sign up as one of the authentication methods
Improve app efficiency and speed of the user interface

O2 Customeronboarding experience
® Improve website brand identity by reducing oversize white space
e Offer options for users to customize product comparison on the website with
® simple and clear description
® Provide virtual card option
® Provide accurate delivery status tracker

(O3 Customer service experience
® Improve email response time by reducing it to 6 hours
e Integrate visual cues for FAQs for easy browsing
e Personalize IVR functions based on customer phone number and past IVR behaviour
e Provide features for AI-enabled speech recognition
e Allow to purchase add-on value added services through IVR

The all-in-one
banking app

TN Bueryday
pecnn L
Vin TREAD

TelMe  TEWEAE

Refreshe.:_;l"f

with a
q_g,w'iuo k

Get 24/7 support and
answers at your
fingertips

Canl find tut abcut my
cathhack?

Manthly credi Cafd CathSaR

Bank smarter with
personalised alerts
and insights

Let's look back at Jun

Here i your owerall cash Niow for the
manth:
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Case study O1

Indonesia’s best digital banking app

twimbit




68

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

—

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



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

Set PIN Activate fingerprint Jago instant a/c activation

o1

Consistent colour Congratulations,
palette GEWINNER S C SRANTO
SINAGA!
You're officially a Jagoan and can use
all of our features.
0]
Clean, neat with
O1 optimum white space
"@“‘ Set up biometric
verification (optional)
01 Activate fingerprint

Activate your fingerprint for faster login
and transactions.

Asked during a/c
opening process

twimbit




Case study 02

Singapore’s best digital banking app
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Bank to ace “Customer onboarding experience”- Trust Bank

#1 Open savings account

#2 KYC with Singpass

#3 Singpass information

11%
savings

Fee-less

Apply for savings account

71

o1

Clarity of other banking
products

02

This page shows
comprehensive
information about the
savings account

03

Clear CTA to apply for
an account

Apply for a
with Myinfo
It's easy as a clicking a button!

7

P
L)

Highl

Instant

Continua with Myinfo

Option to apply for
Myinfo

o1

Information about
document requirement
and debit card

02

Using Singpass to
retrieve personal
information

9:52 &

4 Singpass

Myinfo

singpass

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

o1

Information
auto-fetched

twimbit



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

72

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
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Case study 03

Malaysia’s best digital banking app

b CIMBBANK
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Bank to ace “Customer onboarding experience” - CIMB Bank

#1Open a digital #2 Information about #3 Account opening #4 Overview of #5 Account opened
savings account type of saving account process steps needed

STEP3/5
Welcome (o Q
= CIMB
£ _ Bcime

CiIMB =
D = A;Iaphcfallicnf-cfm N ﬁCCOUI’It

APPLY Perks On Octopoints = Fu

+ Points Galore Cre atl O'n

Level up your transactions and invite family

Features & Benefits < < @' @

Account
Opened # s

and friends to earn OctoPoints!

About you
+ Instant Rewards We nead v
e ! T We need a few details to open your account, Congratulations on successfully opening an
Corvenience has never been % ! ’ s Y T account with us! We are glad to have you onboard
this simple. |ust apen & CIMB . OctoPoints with your CIMB Clicks app. : iR Ui, Enl I.r th e
Savings Account-i wlth!‘ﬂur\ @ D Contact Details } “;I us'.t:ﬁ?a Ep: S E
i o] ' FaY min kA famnlata ald| Wi 15 aCoount.
i * Goodbye Annual Fee Personal Details £
Annual fees waived, cause we care,
P Your CIMB Account Mumber:
o ! Verify Your Identity
Permanent Address ':_':l ; E'.J_I >
Eligibility ¥our CIMB Clicks 1D
+ |Individuals aged 18 years and above 3 j Application Form >
: L l_
« Malaysian citizen with MyKad only Mailing Address
+ Joint, minor trust and minor account not Your debit card will be sent to this address
s T B What comes next?
~ [f & Uit : >
« Each customer can only apply for one (1) b or @ Recaive CIMB Debit Card
OctoSavers Account-i GRag
Protected b}' PIDM upto BM250.000 for Your Debit Card will be mailed to you
R — — . . o in 7-14 working days o the address
¢ =| Clicks ID Creation
,\:_,:I S] ) below:

Apply Now Race Mailing Address:

7 twimbit




Case study 04

India’s best digital banking app

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

1] Insta Services FAQs Service Request Status

#EASYBANKING

Watch our latest videos & solve

Axis Bank Support DilSe Open your queresin seconds

I How may I help you? 9

NEW VIDEOQ

/_: { a fraudulent transaction @ Generate a Debit Card PIN - @ Disputed Transaction @ Get my Customer [ @ Internet banking >
L t t : How do I generate a Debit Card PIN?
ales Protect Yourself — Rual timae tracking of your Axis Bank launches a service
: from UPI Fraud : Service Request 24°7 via P i : View All
Lpdates e Service Ax e Bank SUPPORT initiative, Banking Dhyaan Se. Click
Bl information now here to read the Fraud Awareness

oeooo0 :_"-"mll?ble';f"al'li“d:l m s Repository. It is present in support

amil and Bengali. _ bstte now. s g miag

A -JJ’ NSAkS Ry Quick Links
(=
L Chat With Us

Call Us

Reporn a Fraud Raise a Dispure

Reach us on other mediums

Raise A Complaint
Click Here

76

o1

Section-wise support
services

02

Video assistance to solve
gueries instantly

03

Visual cues 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 @'ﬁ

Connect Via email *’g‘

Do you want to
Escalate your Complaint?

I:@‘? Escalate to Nodal Officer
)

<&, Escalate to Principal Nodal Officer
=

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

Error 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 OQutstanding Amount

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

Send usa ‘Hi’ on 7036165000 for
all your banking needs

SIGN-UP

Clear CTA to sign-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 Desitcard B CreditCard B Account Balance

B Mini Statement B Download Statement

& Cheque Services it ATM Locator B Branch Locator
@ Register Email for CASA B Track Deliverables

B  Know Your Cust ID B investments

B asapDigital FD - Safe & Secure [ wWhatsépp Banking

@ Report Fraud

GREAT OFFERS ON ®

-"\-\
1,00,000+ PRODUCTS WITH @J) V)
CREDIT & DEBIT CARDS =
&
LOAMNS AND MORE

© e

=  Howmay | help you? L) -‘r.

AHA! Al-chatbot with categorized services
to assist

twimbit
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be more

We help build and grow
purpose-driven businesses

reachus@twimbit.com

www.twimbit.com



