/E\verest Group®

RESEARCH

g
’
o »

Digital Force Multiplier - A Cloud Adoption Story in Banking
and Financial Services: Public Cloud First

Banking, Financial Services, and Insurance (BFSI) IT Outsourcing
Thematic Report — August 2017: Complimentary Abstract / Table of Contents

Copyright © 2017, Everest Global, Inc.

EGR-2017-11-PD-2315



Our research offerings for global services

» Market Vista™
Global services tracking across functions, sourcing models, locations, and service providers —
industry tracking reports also available

» Application Services » Human Resources

» BPS | Banking Financial Services » ITS | BFSI*

P BPS | Healthcare & Life Sciences P ITS | Healthcare & Life Sciences

» BPS | Insurance P IT Services Forecaster™

P Catalyst™ P Locations Insider™

P Cloud & Infrastructure » PricePoint™

» Contact Center » Procurement

P Digital Services P Recruitment & Talent Acquisition
P Engineering Services P Service Optimization Technologies
» Finance & Accounting P Transaction Intelligence

Subscription information

e This report is included in the following subscription(s)
— BFSIITO

e In addition to published research, a subscription may include analyst inquiry, data cuts,
and other services

e If you want to learn whether your organization has a subscription agreement or
request information on pricing and subscription options, please contact us

* Banking, financial services, and insurance

» ® Copyright © 2017, Everest Global, Inc.
EvereSt GrOUp EGR-2017-11-PD-2315

RESEARCH

Custom research capabilities

== =8 |ﬁl}

Benchmarking | Pricing, delivery model,
skill portfolio

Peer analysis | Scope, sourcing models,
locations

Locations | Cost, skills, sustainability,
portfolio — plus a tracking tool

Tracking services | Service providers,
locations, risk

Other | Market intelligence, service
provider capabilities, technologies,
contract assessment

Corporate Headquarters
Office: +1-214-451-3000
info@everestgrp.com

mzill]

European Headquarters
Office: +44-207-129-1318
unitedkingdom@everestgrp.com

Delhi Office
Office: +91-124-284-1000
india@everestgrp.com



mailto:info@everestgrp.com
mailto:unitedkingdom@everestgrp.com
mailto:india@everestgrp.com

e
Table of contents

Topic Page no.
Introduction and overview 6
Summary of key messages 7
Cloud technology overview 9
e Cloud deployment and service models 9
e Evolution of cloud technology 10
e Banking ITO deals analysis with digital in scope signed in 2015-2016 13
e Capital markets ITO deal analysis with digital in scope signed in 2015-2016 14
e Regulatory environment overview 15

Everest Group’s proprietary assessment to measure cloud adoption and the digital experience of large global BFS enterprise 18

e Cloud adoption trends across 15 BFS enterprises 21
e Public cloud initiatives by Leaders 23
e Private cloud initiatives by Leaders 24
Everest Group’s assessment of cloud service providers market success and solutions catering to the BFS clients 27
e Key highlights of Everest Group’s analysis 29
e AWS | Key solutions catering to BFS clients 30
e Azure | Key solutions catering to BFS clients 32
e |IBM | Key solutions catering to BFS clients 34
e Google Cloud | Key solutions catering to BFS clients 36
e Oracle Cloud | Key solutions catering to BFS clients 38
Cloud adoption by BFS enterprises 41
e Australia and New Zealand Banking Group 41
A . Copyright © 2017, Everest Global, Inc.

Everest GI’OUp > gEGR-2017-11—PD-2315 3

RESEARCH



e
Table of contents

Topic Page no.

Cloud adoption by BFS enterprises

e Bank of America Merrill Lynch 42
e Barclays Bank 43
e Capital One 44
e Citibank Group 45
e Commonwealth Bank 46
e Deutsche Bank a7
e HSBC Bank 48
e ING Group 49
e JPMorgan Chase 50
e Lloyds Banking Group 51
e Nordea Bank 52
e Royal Bank of Scotland Group 53
e Wells Fargo 54
e Westpac 55
Appendix 57
e Glossary of terms 60
e BFSI ITO research calendar 61
o References 62
A . Copyright © 2017, Everest Global, Inc.

Everest GI’OUp‘ > gEGR-2017-11—PD-2315 4

RESEARCH



Background and scope of the research

Background of this research

Technology is creating Consumers are increasingly Huge pressure to reduce cost Enterprises have been
entirely new ways of serving making decisions based on the due to shrinking operating investing heavily in digital

the existing customer needs ease with which they interact margin. Generating high technologies to drive

and significantly disrupting the with enterprises and demand growth and profitability remain efficiencies across back-office
value chain by improving the customized service offerings quintessential and core mid-office business
quality, speed, and price at on their fingertips processes to dramatically
which value is delivered improve customer experience

& K A

Cloud technology is a key enabler in the digital transformation journey of Banking and Financial Services (BFS) enterprises, helping

them respond swiftly to customers’ demands, reduce operational cost, and enhance the front-office user experience

e In this report, we have highlighted the evolution of cloud technology, impact of regulations, and leading use
cases of adoption by BFS enterprises’
e \We have analyzed the state of cloud adoption for the top 15 BFS firms across four geographies (Australia,
) Europe, the United Kingdom, and the United States) and their digital experience
e We have analyzed leading cloud service providers on the basis of their adoption by BFS enterprises and
research solutions catering to the financial services sector

e Only publicly-available information has been used for the entire analysis in this report which includes
— Company filings and press releases (annual reports, investor presentations, SEC filings, etc.)

Source: Everest Group (2017)
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Key takeaways from this report

Our digital adoption research suggests that 86% of the enterprises consider cloud to be a key cog in
their digital journey

Sharp rise in the number of deals with cloud as a key component for banking (~24%) and capital
markets (~47%) industry in the CY 2016

Large BFS enterprises in the United States have invested heavily in cloud technology, enabling them
to provide superior customer experience, which their peers in other geographies are yet to
demonstrate

Among cloud service providers, Amazon Web Services and Microsoft Azure lead in terms of
adoption and solutions catering to the BFS industry

Regulators across the globe are actively defining guidelines to clear ambiguity with respect to data
protection and cloud services

Source: Everest Group (2017)
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Everest Group analyzed leading BFS enterprises globally to
understand the role of cloud technology in enhancing the

digital experience

Everest Group’s proprietary assessment BFS enterprises assessed
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technology acts as an enabler for next-generation technologies

Focus of this report f\

P

Al and automation

W
“, Cognitive technologies help take complex decisions

\__/ In real-time, empowering employees and customers.

Zaas.  Big data and analytics
} Predictive analytics and advanced risk
W’/ modeling; contextualization of products.

, \ Social media
-------- -l‘ 0®® } Social listening, customer behavior analytics,
- 2/ and social media engagement.

=

N, Mobility, gamification, and self-service
Workforce enablement, seamless
’ " omnichannel view, and mobile platforms.

’\‘ Open platforms and APIs!
I APIs to foster innovation and

customer focus.

Cloud and
virtualization

Everest Group assessed the state of cloud adoption for the top 15 BFS enterprises across four geographies (Australia,
Europe, the United Kingdom, and the United States) and also studied their digital experience

The United Kingdom fhe United States
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BFS enterprises offering superior customer experience

Bankof America %

Capital e

Superior customer experience

e Higher penetration of digital channels, driven by targeted marketing through multiple touchpoints

e Minimal response time on social media networks

e Focus on more advisory roles in branches to derive more value from banking relationships

e Customer-centric marketing campaigns on social media and personalized products/services for driving
contextual engagement

Stronger customer engagement

e Superior User Interface (Ul) / User Experience for online and mobile banking channels

o Feature-packed mobile apps and online banking platform (P2P transfers, integration with
Apple/Android/Samsung Pay, biometric authentication, spend analytics tools, virtual customer support, ability to
book appointments with financial advisors, visibility into securities portfolio, etc.) for a seamless experience

o Multiple self-service technologies in branches for higher appeal to millennial customers

e Meaningful content leading to higher likability of social media platforms

citi

. Higher business growth

e Stronger increase in retail/consumer banking business profits, driven by wider adoption of digital banking
channels

e Lower cost-to-income ratio led by cutting down of resources on low-worth basic transactional activities as
well as optimization of physical branch network

Source: Everest Group (2017)
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This report also provides a snapshot of key cloud initiatives
and cloud adoption trends by top 15 BFS enterprises

Bank A

NOT EXHAUSTIVE

Partnerships D

=4

D

webservices™

Adobe” Marketing Cloud

== Microsoft Azure

servicenow

id cloud strateav The

Bank A is in the process of transitioning its IT infrastructure to a single platform-as-a-service framework, adopting a hyl

transformation was initiated to free developers from day-to-day non-value-adding tasks and concentrating on building
customers’ needs quickly.

Key cloud initiatives

« Investing in private cloud to support its application development process, using Amazon best practices. The self-sen|
provision servers and deploy code for their applications swiftly

« Bank A has partnered with Google Cloud to experiment with blockchain technology in areas such as clearing and se

# |t has implemented Adobe’'s Marketing Cloud application to expand the bank's marketing expertise and understandin
helped Bank A to become more relevant to its customers through interactions online, within the call center and the bl

» In 2017, Bank A implemented ServiceNow's ITSM Ticketing System, reducing the time it took to raise a change req

« Itis a member of distributed ledger consortium R3, a group of large banks working together to bring distributed ledgeg
service) to their processes leveraging Microsoft Azure cloud capabilities

Leadership’s opinion Benefits achieved through cloud

1 » Accelerated time-to-market for new exg
(ideation to final deployment of applicat

» Reduced content management footprin
single platform

» Enhanced customer experience on digi
of big data and analytics powered by cl

Resilience has significantly improved and increased through
the use of Infrastructure as-a-Service(laaS) and private cloud.
That has improved the value technology delivers to the bank’s
customers.

= XXXXX-CIO, Bank A

Source: Everest Group (2017)

Cloud adoption trends across 15 BFS enterprises analyzed as
part of this report (page 1 of 2)

NOT EXHAUSTIVE
Microsoft Google Oracle marketing Private
Azure Cloud Cloud cloud cloud

Bank 1 v v v v
Bank 2 v v v
Bank 3 v v v v
Bank 4 v v v Salesforce v
Bank 5 v v v - v
Bank 6 / ‘/ Workday ‘/
Bank 7 HP Helion
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Source: Everest Group (2017)

Source: Everest Group (2017)
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Additional research references

The following documents are recommended for additional insight into the topic covered in this report. The recommended
documents either provide additional details on the topic or complementary content that may be of interest.

1. Digital Effectiveness in U.S. Retail Banking — APEX Matrix™ to Identify the Digital Banking Leaders 2016 (EGR-2016-11-R-1810);
2016. In this report, 26 large U.S. retail banks are mapped on Everest Group’s Ability | Performance | Experience (APEX) Matrix, which is
a composite index of a range of distinct metrics related to each bank’s customer-facing digital investments and the associated business
impact. The analysis helps to identify characteristics of leading banks on individual themes assessed on Everest Group’s APEX Matrix for
digital effectiveness in retail banking

2. IT Outsourcing in Global Banking — Service Provider Landscape with PEAK Matrix™ Assessment 2017 and Profiles
Compendium (EGR-2017-11-R-2232); 2017. This report provides an overview of the Application Outsourcing (AO) market for the
banking industry through an in-depth analysis of large-sized AO contracts (i.e., contracts over US$25 million in TCV and over three years
in duration). The report analyzes key trends in market size & growth, demand drivers, adoption & scope trends, emerging priorities of
buyers, key investment themes, and future outlook for 2016 with regards to such large capital markets AO deals

3. IT Outsourcing in Global Capital Market — Service Provider Landscape with PEAK Matrix™ Assessment 2017 and Profiles
Compendium: (EGR-2017-11-R-2233); 2017. This report provides an overview of the Application Outsourcing (AQO) market for the
capital markets industry through an in-depth analysis of large-sized AO contracts (i.e., contracts over US$25 million in TCV and over
three years in duration). The report analyzes key trends in market size & growth, demand drivers, adoption & scope trends, emerging
priorities of buyers, key investment themes, and future outlook for 2016 with regards to such large capital markets AO deals

For more information on this and other research published by Everest Group, please contact us:

Jimit Arora, Partner: jimit.arora@everestgrp.com

Ronak Doshi, Practice Director: ronak.doshi@everestgrp.com
Aaditya Jain, Senior Analyst: aaditya.jain@everestgrp.com
Archit Mishra, Senior Analyst: archit.mishra@everestgrp.com
Tarun Kumar, Senior Analyst: Tarun.kumar@everestgrp.com
Priyakansha Paul, Analyst: Privakansha.Paul@everestgrp.com

Website: www.everestgrp.com | Phone: +1-214-451-3000 | Email: info@everestgrp.com
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