OTP Bank Romania implements Tableau to
improve customer experience during and
after the pandemic

When the pandernic started, the international hesalth crisis changed custormer
behaviour and influenced the overall activities of most industries in the world
sconomy. The banking sector faced mary challeng hat t d its
resilionce, adaptation capacity and its power to maks real-time changes.
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OTP Bank Romania implemented
special measures to further improve
customer expetrience, e.9.:

In these uncertain times, aven for a successful bank as OTP Bank Romania,
digitalization and data analysis played a major role in the process of
understanding the impact of the pandemic on the customers. Specialists
from OTP problematized what kind of effect the pandemic would have on
the economy w customers would react in these challenging times.

ata. at the statistics from different
predictions for the sconomy and they
into thair strategy and in their

‘ ‘ Before working from home, we gathered at a table, looked

at the data, reports, analysis, discussad tham and explain.
the terms. After viorking from home, the data had to s,
for itself, and Tableaw helped in this process.

- Cristian Popa, CRM Manager , ,
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The digital transformation in What role does data play today in OTP

OTP Bank Romania Bank’s operations?

OTP Bank Romania started the digital transformation well before COVID Data culture really makes the difference hetween the winners and the
struck at the end of 2018. This initiative included a lot of processes to fur- losers. That is why OTP Bank put a lot of emphasis on the continuous de-
ther improve the customer experience, internal efficiencies and to allow velopment of a structured data culture in the company. They upgraded
employees to interact much more with customers and, maore significantly, their processes and they started to see more and more what else they can
they also started an agile transformation in changing and adjusting the do with their data

way of evervday work

Today, as a result of the implementation and adoption of Tableau, the
world's leading self-service visual analytics platform, in 2020, the company
gains as much customer insight as possible, without having to incornyve-
Allow employees to interact much more w nience customers by asking the same gquestions again and again. Using
Tablzau, they are managing to quickly find the required answers, an aspect
that provides a highly valuable competitive advantage in the Romanian

Internal efficiency banking sector.
Improve the customer experience
nfationstenyveseandocsce
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‘ ‘ OTP Bank Romania started the digital transformation
Journay about two years ago, putting the customer at the

centre of everything we do. We tried to bring the best and
smooth exparience to the customers because they are
cormparing OTP k not only with the other banks in the
systern or in the region, but they are comparing OTP with
the technology companies when it comes to the user
experience. Therefore, we tried to bring averything that is
top-notch experience and technology when it comes to our

customers - Constantin Mares, Executive

Director IT, PMO & Transformation Office. , ,
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What is Tableau and how important is
this platform for a financial company’s
operational flow?

If you haven't heard about yet, vou will find that it is the broadest
and deepest visual analytics platform available and that many of the
world's most successful organizations ars already using it to their
advantage in svery corner of their business. see and
understand data, as it transforms the way people are using data to solve
problems and make decisions every single day.

Personalized

Seamless

Insightful

It's imperative that financial services institutions have a solid analytics in-
frastructure that can handle data and automation at scale. With Tableau,
any busin team can use visual analytics to ask additional questions and
fully explors the data, instead of meraly crunching the numbers.,

Customers expect banks to and deliver omnichannel
experiences that are seamless, personalized, and insightful. Whether cus-
tomers visit branch locations or engage on mobile apps, it's essential that
at enterprise level a bank fully understands, anticipates and serves their
needs.
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10 advantages of using Tableau as a
bank or as a customer-centric company:

Understanding the data
is key to responsiveness.

Drive new
opportunities.

Discover customer needs,
to provide value that builds
credibility.

Harness data and
segment customers in
new and exciting ways.

Generate new
revenue streams.

The ability to map and
manage the entire
customer journey.

TABLEAU FREE TRIAL

Target the right markets
and offer relevant products.

Increase the value of Lead with data for
and to each customer. decision making.

More data visualisation in branches
that leads to real-time
personalized offers.


https://btprovider.com/product/tableau-desktop/

Before and after implementing
Tableau in OTP Bank Romania
= Challenges and Solutions

OTP Bank overcame the challenges embeddad in the concept of big data
manipulation by using Tableau software, which provided them with a re-
al-time, dynamic self-service visual analvtics platform

The management team decided in January 2020 to implement Tableau
with the help of our data specialists from btProvider. After only 6 months,
in June 2020 the deployment extended to the entire organization.

Previously, 6 people wers working on approximatealy 100 KPls on a monthly
bhasis: Dragging things into PowerPoint, crunching the data and trying to
understand it. After implementing Tahleau, just one 1 pearson spending a
maxitmum of 2,3 hours pear month, is doing all 100 KPls, which are easy to
access and understand, as well as extremely useful for those who access
them.

Before using Tablsau, most of the reports deliverad by an entire depart-
ment, as well as the data processing required to produce these reports,
were done in Excel. Using Excel meant that it took exponentially longer to
craate these reports and there was an increased focus on the actual deliv-
ery, rather than spending time on actually analysing and explaining the re-
sults and subseguently taking timely and appropriate actions and making
decisions.

Today and so far, 162 people in L3 are
working in various branches and the other users operate at the OTPs head-
guarters

Bogdan Chiriac - Portfolio Manager accuralely describes

the “before and after” 'mplementing Tab cau

‘ ‘ First, | have to confess that | know nothing about coding. In the
first meeting with the btProvider team, we've been able to
understand each other and our
the beginning that | have no idea about coding.

They helped me a lot because they understood my needs, they
proactively came with solutions and dashboards, shov.
to use Tableau in OTP Bank:

btProvider speacialists m. ged in 2 short period to cre
automize a dashboard that we are following in & mon
and novy, with my O coding skills | can personalize these

capabilities. They understood from

g us how

reports and follow up more than 100 KPIs for our transformational

program in OTP bank
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What was the collaboration

experience with btProvider like? What is it like to implement a data-driven culture in a
dynamic environment like
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‘ ‘ Nowadays, navigating 2 journey to 3 data-driven
organization requires the willingness to adapt to naw
challenges, requires being objective-ariented. and
requires massive support from the entire organization on

. all levels. QTP Bank Romania, driven by the Apollc

b vkl e (i i Transformation Program, managed to inoculate all these

empowered analytics i . <
in the company’s DMNA - Alex Stancescu,

Delivery Manager, btProvider , ,

Faster
decisions



https://btprovider.com/product/tableau-software/

What are the , compared to
other domains, in terms of data approach?

Alex Stancescu
Delivery Manager@ btProvider

-

‘ ‘ In OTP we are working in a regulated environmeant, vhers
data governance and data processes are highly enforced
and adherzd to. We appreciate the fact that even though
OTP Bank is working in an extremely regulated space, QTP
Bank showead openness and agility to go above and beyond ’ ,

to reach their digitalization goals.

How many people from btProvider are engaged
in processes?

Alex Savencu
CEO @btProvider

‘ ‘ btProvider engaged a team based on a mix of roles - Solution
Architect Data Analysts and Infra Specialists. Together with

the business teams in OTP Bank, including but not limited to

Fisk, CRM, Retail, Transformatior, as well as the IT teams in

OTP Bank, we managed to bring value on top of OTP Bank

data by addressing various needs for their stakeholdzrs ’ ,

In conclusion, the pandamic accelerated the adoption of a true

During this time, they focused on strategic partnerships
for to drive an even better customer experience and
they chose a parther based on the common values that they shared as
customer centricity, innovation culture and excellence in processes and
performance.

btProvider, the only Tableau Premier Partner in Romania, was the right
partner at the right time, ready to embark on their next digital journey with
OTP Bank Romania

If you want to find more about Tableau, [ieledyd [Ra ZNulyyo | W= = ) VY
About

. a subsidiary of OTP Group, is an integrated and self-fi-
nanced provider of financial services. With an approach definad by respon-
sibility, commitment and professionalism, OTP Rank Romania understands
the needs of clients and the current context of the market and is a

in the provision of financial services, The bank ranks 2th in terms
of assets in the ranking of banking players in Romania, as of December
2018

About btProvider

Founded in 2012, is the only in Roma-
nia and a forward-looking company focused on providing the most ad-
vancead solutions to transform businesses into data-driven companiess, With
over 9 years of experience in Data Analvtics, Business Intelligence, CRM,
Big Data, Data Integration, and Data Warshouse, btProvider offers superior
knowledge, experience, and technology involved in the shift generated by
the requirements of continued digitalization.

btProvider's main goal is to connect with a dynamic and
agile data culture, to further increase business performance and fully har-
ness and maximize the power of data


https://btprovider.com/product/tableau-desktop/

