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Enteract:
A powerful new sales & service solution for banking — from Fiserv & Microsoft

Leverages Dynamics 365 + Power Platform + Azure PaaS

* Cloud-based
* Highly Adaptable

fiserv.
Enteract

powered by N, Microsoft.
V Dynamics 365

Designed for Retail & Commercial Banking

« Comprehensive banking customer relationship data model
Product Onboarding / new account set up
Readily integrated to core systems, ECM, digital channels, LOS etc.
Branch & Contact Center, Back-office users

Role-based Tablet Apps
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The digital transformation impetus is accelerating the use of powerful
application platform capabilities that underpin the leading SaaS CRM solutions.

Digital
Transformation m CRM aPaa$
Challenges Enablers

Adapt faster Low-code Development

Simplify User Experiences Single platform. Mobile / Tablet ready

.. : Multiple customer-centric workloads.
Optimize Customer Experience Rapid Deployment

Rationalize application portfolio Secure & Scalable

Streamline / automate processes Flexible Integration

Enable Omni-channel Leverage aPaaS capabilities to customize, extend, create RPA & Workflow

Consolidate workloads & eliminate redundant applications Ecosystem / App stores

Microsoft
Dynamics 365
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Modular licensing & deployment

Single Customer
View

O
“E

New Customer
Enrollment

i

Prospect & Sales
Management

Next Best
Action

Complaints & Service
Request Management

Private
Banking

-—

Campaign & Marketing
Management

Mobile Device
Apps

(&)

Contact
Center

Master Data
Management

Integration Framework
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Retail Banking Features

360° Customer View
Accounts & Cards
Alerts & Offers
Interaction History

Complaints & Service Requests
Complaint capture & assignment
SLAs and escalations

Customer Enrollment
Customer on-boarding

Compliance Approvals
KYC Checks
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Sales Management
Product-wise pipeline
Lead/Opportunity capture
Performance scorecard

Contact Center
IVR / CTl Integration
360 pop-up & unified desktop

Master Data Management
New Customer Enrollment
KYC capture & profiling

Static data updates
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Corporate Banking Features

360° Customer View

Complaints & Service
Requests

Account Planning & Call
Reports
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Sales Process & Pipeline

Dashboards

Company Management
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Private Banking Features

360° Customer View

Sales Process

Portfolio Management
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Common Sales & Service Challenges in banking

OE

-

Poor front-line
visibility to
customer
relationships

Stale & missing
customer data

Inconsistent sales
process execution

~a

Limited wallet-share
penetration

Missed opportunities
during inbound
service interactions

Disconnected

(o

Inefficient Customer
Onboarding

JONPRIREE

Limited Management
Visibility into Sales &
Service Activity

- % Channel
——3I\ = EXxperiences
m

Missed Customer
Commitments
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Unified “3-D” view of customer relationships

= & Save & Save&Close 43 NewComplaint &3 New Service Request 43 New Opportunity {3 Mew Appointment {3 New Interaction <3 Manual Verification 43 Transactions - New &, Assign " Add to Marketing List "2 Connect | v -
N in]
Aggregates batch & real-time e s
@ o .
. John Anderson o107 &) Prestige Salaried ® 0 Martin Baros
data from multiple sources 8
B Overview Products  Sales & Marketing  Servicing  Relationship  Profile  Linkedin  Timeline  Related
B
& PRODUCTS CHANNELS NEXT BEST ACTION
a a a ] ] a a ] a Cortifieate of <it 7
e B Certificate of Deposit Rollover @2.76
: @& 8 2 » 8 @ a4 & 0 4 @ ¢ @ B8 g © vx
B AUTO FDER CRDC CasA LIFE HINS HOME PERL MOBI RTIB ATM CALL soC EsT KSK
8
|2 CUSTOMER PRODUCTS - ACTIVE OFFERS 4 Mew Phone Call INDICATORS
&8 v | Number T | Product Available Balance v | Subject Regarding Benefit 1 [ I @ peunauENCY
= = [0} (© DEBT BURDEN B8 PROFITABILITY
0 n S 0 I a t e V I eW 0 0102212014130 Checking Account $10,000.00 0% Processing Fees on H... Special Offer on Home Lo... $1,003.52
& ) YTD REVENUE ©) SATISFACTION INDEX
- .
&2 0102212014131 Personal Loan $27,000.00 15% Discount on Home L. Home Insurance Offer $983.04
Sales, Marketing, Service ’ o om
45E5FrrEE05 Visa Silver £4,500.00 Certificate of Deposit Roll..  Special Rates on CDs $942.08 i LOYALTY @nes
o
@ SALARY TRAMSFER @ JOINT
e 4565FFmrEgISE Debit Card $10,000.00 Subscribe to E-Statement E-Statement Subscription... $896.00
& Q CUSTOMER INSIGHT @ LAST INTERACTION
1-40f5 (0 selected) & & Pagel > 1-40f 7 (0 selected) K & Pagel =
o oL, SIGNATURE |5 SPECIAL NOTE
o
& CASES +  Mew Case OPPORTUNITIES €& New Opportunity ALERTS & NOTIFICATIONS
& . - 0 Address Proof Missing
- - - - ® + | CaseTitle T | Current Process Task Expected Resoluti... ~ | Product Application No Est, Close Date T R o
Graphic indicators with @ o 00ams
& 0111121080 - Accounts - .. 2- Print Chegue Book 8/20/2019 12:47 PM Home Insurance 092219123244175 ==
I - k d - | | d / | h 0 No Checking Account transactions in the last 3 menths
- - @
O n e C I C r I OW n a u n C . 051366446 - Debit Card - ... 2- Emboss the new card 8/10/2019 10:24 AM .Personal Loan 05131963134910 7/18/2019 0 Travel Rewards credit card not used in the last 3 months
.Auto Loan 092219122818812 9/27/2019
Auio loan 0709196274047 9/30/2019
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nsights to uncover cross-sale and service opportunities

Next Best Action
Recommendations

Product
Suitability Matrix

Contextual & Timely
Offers
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B save g Save & Close New Complaint New Service Request New Opportunity New Appointment & New Interaction Manual Verification & Transactions Mew R, Assign “+ Add to Marketing List R Connect ~
=]
Person: Retal Banking 360 8 Super CFF B Segment £ Sub Segment Reationship Manager
John Anderson 01079 & Prestige Salarizd © 2 Martin Baros
Overview Products Sales & Marketing  Servicing  Relstionship  Profile  Linkedin  Timeline Related
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© DesT BURDEN D& PROFITABILITY
0102212014130 Checking Account $10,000.00 0% Processing Fees on H.. Special Offer on Home Lo... $1,003.52
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v CaseTitle 1 Current Process Task Expected Resoluti... R Avtolnsurance © o 0% 00 X 0 Address Proof Missing
FOR S e s o X 0 Maturing €D, 10 Oct 2019
0111121080 - Accounts - ... 2- Print Cheque Book 8/20/2019 12:47 PM A Morgage @ NO 5% 66000 vX
55 Checing Account @ vis 1% 1000 X 0 Na Checking Account transactions in the last 3 months
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051366446 - Debit Card -...  2- Emboss the new card 8/10/2019 10:24 AM 5 comrmme e, e s e X 0 Travel Rewards credit card not used in the last 3 months
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Sales process consistency

Step-by-step
business processes

Product-specific
Sales Processes

Process Tips & Reminders
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2 Save @’ Save&(Close {3 Save&Copy {3 CheckEligibility {3 PrintandScan ~ @ CloseasWon (5 Close as Lost

@ Oppartunity: Infermation Est. Revenue B Est. Close Date * B Owner Pipeline Phase
092219122818812 - Archie Andrews... $720.00 /2772018 © 0 Martin Baros
o © © O
Opportunity Business Pr... o
Active for 7 hours Capture Confirm Process (< 1Min) Fulfill
Summary Access Restriction  Timeline  Administration  Related
CUSTOMER DETAILS PRODUCT DETAILS REQUIRED DOCUMENTS
Potential Customer * [@ John Anderson Product * @ .Auto Loan -+ Mew Reguired Docum...
Currency * & usDollar v Name 1 Is Mandatory? Is Uploaded?
o Requested Amount §16,000.00 Identification Document No No
Segment (=] Prestige
Date of Birth * 428/1976 =] Signed Regquest Form No No
Natianality [ United States vehicie Tyoe New
Meonthly Income $8,000.00 Car Make AUDI
Sales Literature Bl Add Existing Sales Lite...
Existing Liabilities Car Mode! DB9 COUPE MANUAL
itle ubject e
o | Titl T | Subj Typ
Length of Service - Tenor 48
Auto Loan Benefits & Easy payment  Loans Policies And Procedures
Email *  janderson@outlook com =
Hiebile Fnone 407 445 8365 OPPORTUNITY INFORMATION ‘ v
Convenient Time of = © Rating Warm
Call - -
Preferred Language — Probability - ELIGIBILITY
Last Interaction Date Est. Close Date ©ogzTR01e e A s Eligible Yes
Est. Revenue §720.00 8 DBR (%) -
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Sales process consistency

Step-by-step
business processes

SALES PROCESS CONFIGURATION
Term Loan Sales Process Configurati...

General Target Products  Target Segments  Routing & Assignments  Escalation Configuration

Name *  Term Loan Sales Process Configuration

Process Workflow/Tasks  MNotes

Product-specific
Sales Processes

Process Tips & Reminders
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SALES ADVANCED FILTER

#7) Gear | [] GrowpAND o[ Group OR

| w Product

v Broduct Group Equaks Loans

ROUTING & ASSIGNMENTS

Default ODpDI‘tUFit}’ * Route to Branch? = ¥
. : es
o r Posung User

& Default Owner User . £ Default Owrer Team -

PROCESS WORKFLOW/TASKS DOCUMENT PACKAGES

N . . Term Loan Document Package
1- Infermation Capturing - Term L. Oooartunity
2/9/2018 10:05 PM Fp . -
<fetch version="1.0" output-for..

X — - Default Document Package
First Process Task E3 1- Information Ca... “

: Term Loan Document Package
Sales Process

‘Workflow

Product Queue [N <Auto Loan Direct Sa...

ElepcrtJrity Queue —

PRINTABLE DOCUMENT TEMPLATES

Term Loan Request
Term Loan Request
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Sales process consistency

Step-by-step
business processes

Product-specific
Sales Processes

Process Tips & Reminders

0 Agent's Status: Session Connected

Customer Name: Archie Andrews

o»

()

ANSWER DECLINE TRANSFER

TRANSACTION DISPUTE

¥ EITE TN

©  Check for disputed transaction

43 CSAT: 2 () SessionTime 0O:

Archie Andrews [ thanakarm@gmail com { 0066620069985 5] Engineer
Super CIF Segment D_Royal Sub Segment Salaried Relationship Manager David Baros

Dashboard (Global) Search (Global) D_Incoming Call - Archie Andrews X

EHSAVE [J'SAVE&CLOSE  Jg MANUAL VERIFICATION (L} CUSTOMER 360 & CONVERTTO v  J3 QUICKACCESS v = APPOINTMENT v/ MARK COMPLETE S8 ASSIGN ==

[ rum | NELG [ o | o 13[4

PHOMNE CALL : INCOMING CALL ¥
Sender” TPIN Verified

D_Incomina Call - Archie Andrews = o |

LTF L TIP | will capture some details about your request.

Read the below question and

get the answer. position

Can you provide the last 4 digit of the card that you have lost?

2 44217+ ==22229009
: 45654 4= rg50L
45657+ 7* 726525
Close/Pause NEXT
(O CURRENT ACCOUNT 0201501079300 usp 5000000 &
® cuRReNT AccouT 0100001078310 £ 6816200 @) &
© CURRENT ACCOUNT 0101501079301 Ew o £
(O SAVINGS ACCOUNT 0110001079300 EUR 71724841 F
‘i:‘ SAVINGS ACCOUNT 0110001079308 EUR 500,000.00 4
© SHORT TERM INVESTMENT 0120901231029 Ew 1000000 £

[show all products

Activity Status Open

Open
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Better user experience for employees

Office365 Integration

User Access through
Browser, Outlook or
Mobile App

Role-based Dashboards &
Views
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High Fees - Message (HTML)

[VEIECEM O Tell me what you want to do...

SN - N : ™ & o ) ¥ —Rules ~ = [ 1] > £ Find N,
% Ignore -, \_} J Tl Meeting . Move to: ? 3 To Manager =) ﬂ hY a Q |
D>|<t Rﬂ(r E(I- de L P::l e Emal ¥/ Dene M 5 Onetote AE'| Mark C tIII' Folow Tansiate 29" 700m 0 '/'
Junk ~ elete eply eply rorwari Tote: e ove ) . . ssign ark ategorize rollow Iransiate oom 'ynamics
z@ uni Al ’CT@ More - . (¢ Reply & Delete # Create New . [P Actions ol = Uzt . Up - - Select - 55
Delete Respond Protection Quick Steps 7 Move Tags [l Editing Zoom ~
Thu 3/7/2019 12:25 AM Dynamics 365 - X
Archie Andrews VP <andrews_archie@outlook.com> 2
High Fees far < + /O
To Martin Baros A
~
Dear Martin Tracked regarding
Account name — Archie Andrews
Account number - 01202212014130 Person
I'm writing to you in relation to the default charges that have been applied to my account, as above. | believe that these charges are excessive and do
not reflect the real cost incurred in relation to the management of my account. Archie Andrews
| believe it is not a fair charge taking into consideration the number of years and the number of products that | have with your bank.
Thus, | request repayment of the charges that have been charged to my account. D Associate Partner
Also, | feel that these charges are very high and might consider closing my account with VeriBank.
Thanks. % 0504503030
Archie Andrews
% 0504503030
Recipients
3
Archie
v
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Better user experience for employees

Office365 Integration

User Access through
Browser, Outlook or
Mobile App

16

Role-based Dashboards &
Views
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Message

f"E\gnor(-:‘ x E@ @ H
8@Junk‘ Delete Reply Reply Forward
All

Delete Respond

Thu 3/7/2019 12:25 AM

Archie Andrews VP <andr

High Fees
To Martin Baros

Dear Martin,

Account name — Archie Andrews
Account number - 01202212014130

I'm writing to you in relation to the del
not reflect the real cost incurred in relk
| believe it is not a fair charge taking il

Thus, | request repayment of the cha
Also, | feel that these charges are ver]
Thanks.

Archie Andrews

IM
e More ~

',';.‘ Tell me what you want to do...

1 Meeting . ¥4 Move to: 7

=71 Team Email

Quick Steps

Protect 2 Reply 8 Delete
Protection
L
L]

Archie Andrews

Large Corp.

0504503030
Overview

Super CIF
010793
Segment
D_Royal
Sub Segment
Salaried
& Relationship Manager

© Q Martin Baros

CUSTOMER PRODUCTS - ACTIVE

[z
/\
—

»

L:;‘ To Manager
v/ Done
# Create New

nt, as &

umber ¢

ith VeriE

High Fees - Message (HTML)

m =iRules -

= & n
_@ OneNote \Q ga‘ L]

P 4L Prind O\ b

) . D Related ~ .
Move D]Actionr Assign Mark Categorize Follow Translate Zoom  Dynamics
M Policy ~ Unread - Up~ ~ Select ~ 365
B Move Tags i Editing Zoom ~
~ Dynamics 365 v
N\
. \ I
N
~
Tracked regarding
Auchi Andrews
3 o |
fE—
Overview + and do Person
pronucTs Archie Andrews
a
= ﬁ =] E’ﬁ‘ 1 Associate Partner
AUTO FDEP CRDC CASA
a = ", % 0504503030
Q W A& &
LiFE HINS. HOME PERL % 0504503030
CHANNELS
a L J— a
D ﬁ @ L 9 Recipients
MOBI RTIB ATM CALL
a a a §
. oS KSK Archie
v
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Better user experience for employees

[ save As | New v 7 SetasDefault (1) Refresh Al

@ Telesales Agent Dashboard ~

Select - Calls for Today - Telesales B3 - Calls Performance - Telesales B3

Office 365 Integration

Campaign for Auto Lean on New Cars
Archie Andrews @ complerzd @ Open @ CountAll (Phone Call)
Auto Loan Campaign on Mew Car with 0% Interest ... 10

. Open vs Closed Phone Calls Calls Performance

Campaign for Auto Lean on New Cars
George Williams 8
Offer on Autc Loan Campaign on New Car with 0% ...

Campaign for Auto Lean on New Cars
Jack Taylor
Offer on Autc Loan Campaign on Mew Car with 0% ...

User Access through
Browser, Outlook or
Mobile App

Campaign for Auto Lean on New Cars
Harry Smith
Offer on Autc Loan Campaign on Mew Car with 0% ...

Count:All (Phone Call)

Campaign for Auto Loan on New Cars
Thomas Miller
Offer on Auto Loan Campaign on New Car with 0% ...

6/27/2019 /2812013 /3072019 a/2019
ABC & & Pagei - Day (Actual End)

Responses Captured Today - Telesales BY - Referrals ‘= Select . Completed Calls - Telesales B4

Campaign Responses By Response Code

Role-based Dashboards & P -
Views

- Campaigns
6151812443, ...
Berkin BOMB... @ Count:All (Activity)

3/3/2019 175

06181812551...
Berkin BOMB...
4/2/2019

Count:Al (Activity)

=
in

o 15
: 12
06181812565... ..
Berkin BOMB... - 10
5/3/2019 ]
]
06271911111, ... =
Lizette Alberts
12/472018 5
NEIT1G11172
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