Digital Transformation a way to win
digital natives

From Marketing to Service

Cesare Capobianco
Oracle Vice President, Business Applications
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Safe Harbor Statement

The preceding Is intended to outline our general product

direction. It is intended for information purposes only, and may

not be incorporated into any contract. It Is not a commitment to
deliver any material, code, or functionality, and should not be

relied upon in making purchasing decisions. The development,
release, and timing of any features or functionality described for
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Profitability & Risk

: Adoption of
Compressed Margins argets i e

Acquisition & Growth

Increasing Competition Digital Experience

Retention

CrossLOB Opportunity
Higher Expectations Any DeViCe
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Efficiency ~™Where

Compliance

Segment Needs

Cross Channel

Data Overload
Fragmented Systems
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Banking Transformation
for a Digital Cust(%mer
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Qustomers frustrationgn digital world

40% C a ngettimmediate answers to simple questions

\
Poor quality contact facilities
S OBy 2020 the customer
will manage 85% of it
enterpiise ithout
enterprise without

27% Nuestions not answered in hours

33%

Interacting with a

numan.
Gartner

Econsultancy 2016
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oCustomer Experience (CX)the sum of
all interactionsa customer has with a suppler.
Across Marketing / Selling AND Service & Support

http://en.wikipedia.org/wiki/Customer_experien

ORACLE



What it means? Smarter #CX #Platforms win.
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Customer
Journey
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Micro View

Setup & Amazon
Buying Uber
Netflix
SolvingProblem
UsingProduct

IMPORTANCE

SATISFACTION

McKinsey 2017

Macro View m
Competitive
TV Amazon Landscape

Uber

Retall Netflix
Banking

Print
INTELLIGEN

RECEPTOR

L2 / Scott Galloway 2017



What it means? Smarter #CX #Platforms win

Opportunity:
Platform

Economy of
Scale

Customer Journe
Y Budget Constraints

Your Products
& Services
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Digital Platforms put #CX on CEO agenda

“ Digital Native % Sharlng
Micro Segments

Economy
Reputation
. O Digital Innovators‘ EmeTE
Somally

/ Markets
Tech Savv Connected w ‘ q

Customer Journey  Budget Constraints
Customer = Competitive -

@ ﬂ @ Landscape loT
Personalization

Your Products
& Services

N

Loyalty

ORACLE’



Isthere a #simplewayto #SmarterCX
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\What if your organization could use the Art
of the Possible?
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