First Citizens

Presented by Ray Gopaul

Electronic Banking Unit
First Citizens Bank

© 2005 First Citizens Bank. All rights reserved.



SLIDE # HEADINGS

3 About the First Citizens Bank
13 Banks’ recognition of the “Information Society” concept
19 Key considerations for Banks in facilitating transition to E-Business
25 Current challenges in the marketplace for E-Commerce
30 First Citizens Electronic Banking Service Offering
35 First Citizens support for new ICT based business,

entrepreneurs and innovators

End




ABOUT FIRST CITIZENS BAN

© 2005 First Citizens Bank. All rights reserved.



*Established in 1993 —Acquired the assets of three indigenous
banks ;NCB, TCB and Workers Bank

*As at September 30t 1994
-USD 0.6 billion in assets

- 1,300 employees

-USD 48 million in revenue

- USD 89 million in non performing loans



Over the course of sixteen years, First Citizens has evolved into one
of the region’s leading and most dynamic providers of financial
products and services and is the fastest growing and third largest
bank in Trinidad and Tobago.

*As at September 30t 2009

-USD 4.4 billion in assets

- 1,300 employees

-USD 304 million in revenue

- USD 13 million in non performing loans



During this journey of growth, some of our notable achievements
were:

1994 — First local bank to issue an international VISA Gold credit
card

1995 — First to introduce online, real time cash management system
for companies and statutory bodies

2000 — First bank in the English speaking Caribbean to launch an
Internet Banking Service



2001 — First and only bank to be awarded the Tyrone Samlalsingh
award for e-innovation (Awarded again in 2003 and 2005)

2002 — “Bank of the Year” Latin Finance

2003 — First in soundness, Banker Magazine, First and only local
bank to be accepted into International Finance Corporation’s B-Loan
programme



2004 — Became the third largest bank in Trinidad and Tobago
First indigenous bank to issue USD 100 million bonds in the
international market

2005 — First bank to establish an Energy Focused Investment

Mutual Fund.

“Bank of the Year” Banker Magazine



2001 -2006 - Highest international credit ratings for an indigenous
bank from S&P and Moody’s Investor Services Inc.

2008 — Affirmation of its counter-party credit rating and CD rating of
“BBB+ /A-2" and “BBB+" for the two USD 100 million bonds issues in
the international markets amid a weakened global economy
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2009

World Finance - Best Bank Trinidad and Tobago World Finance
Banking Award 2009

Latin Finance - Latin Finance Bank of the Year 2009

The Banker magazine — Bank of the Year 2009



The Group consist of :

*First Citizens Bank Limited

First Citizens Asset Management Limited
First Citizens Trustee Services Limited
First Citizens (St. Lucia) Limited

First Citizens Securities Trading Limited

«Caribbean Money Market Brokers
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The Group’s core ideology

e[ ocal Roots

World Class Innovation

Memorable Customer Experiences
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BANIS RECOGNITION OF
CINFORMATION SOCEIT 77
CONCEFT



Information Society simply defined:

An information society is one in which the creation, distribution,
diffusion, use, integration and manipulation of information is a
significant economic, political and cultural activity.

Source: Wikipedia
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Banks are at the heart of economic activity, processing billions of
transactions that facilitate the movement of goods and services

As a result there have always been strong “push and pull” factors
towards delivering its value propositions of;

-Innovative Solutions

-Integrity/ Trust, Security and Confidentiality
- Convenience

- Speed

to its customers as efficiently as possible
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From a technological perspective these “push factors” may be more
self motivated to enhance internal efficiencies and the customer

service experience

Whilst the “pull factors” may be in response to demands by the
market arising to environmental changes
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These factors have manifested itself in the following;
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Integrated Banking Applications (Push factors)

-Customer service interface linked and automatically
updates accounting and settlement systems

-Fully integrated banking software that links customers
across products and services

-Strong MIS reporting on customer profitability and
marketing analytics
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Electronic Payment Systems (Pull factors)
-Credit /Debit Cards -ATMs, POS

-ACH, RTGS -E-Commerce

- Cash Management - IVR, Internet Banking

- Mobile Banking -Remittances / transfers P2P



e CONSIDERATIONS FOR
BANCS TN F \fJ| ITATING
TRANSITION TO E-BUSINESS
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The banking industry is changing at an unprecedented rate in
response to globalization

- In many cases it is driven by forces external to national borders

Whilst this is so, the core business of financial intermediation
remains central to its existence i.e.

-Depositors funds must be optimized whether through loans, other
financial investments or investments in technological capabilities
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As a result, the assessment of E-Business initiatives must undergo
the same level of due diligence applied to new business

-as it is competing for scarce resources

-and moreso has inherent strategic and operational risk for the
banks that they may not have encountered before
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Therefore key considerations for banks are:
*The alignment of E-Business strategies to reap the benefits of

E-Business whilst controlling the new elements of risks

sIndustry consolidation and convergence in light of differing strategic
direction, risk appetite and competence

*Maintaining prudent business practices in the face of intense
competition
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sUnderstanding the economics of their business and evaluating
business competencies

*New skills and processes required to successfully capitalize on
these initiatives. Strategic alliances with technology infrastructure
providers are becoming important

Management of these alliances as product and service offerings are
becoming more closely coupled with external parties
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Higher dependence on technology firms have banks open to
many new unexpected events such as system failure and
external fraud

Readiness of the market for new technologies;

-legislative - technological - cultural/social -physical

-education - supporting architecture
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*High risk for external fraud that may be beyond the risk appetite of
the acquirer for some prospective merchants.

-Some mitigations exist through Verified by VISA , Secure ID
(MasterCard) but requires industry convergence to facilitate
widespread implementation to inspire confidence in the security of
the systems
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*High cost of security / controls and process improvements makes
this a more expensive payment channel for the merchant when
compared to alternatives

- thereby rendering critical mass concerns for initial infrastructure

iInvestments by banks

*New initiatives competing for scarce resources with primary
evaluation processes being “first at the finish line” (payback)
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sLack of Market readiness
-Legislature to enforce controls
-Government support as incubator, user, educator, facilitator

-Merchant Education on E-Business operations i.e. E-marketing,
supply chain management, more formalized business practices

-Relatively low availability of computers and internet access to
generate local throughput
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Lack of Market readiness cont'd

-Customer confidence and trust in systems (education) and more
structured / regulated business practices

-Well developed distribution systems that may offer little product
differentiation and strong competition with close geographic
proximity

-Culturally, family shopping experiences may die hard and limit
target market
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The First Citizens Electronic Banking service offering is also shaped
by these considerations as it forms part of the due diligence process
In determining the strategic fit and timing for new technologies to
enter the marketplace

Our current offering are:

*ACH- to facilitate batch processing, usually recurrent transactions
such as payroll, standing orders..
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*RTGS- batch processing of high volume inter bank transaction

*ATMs- dispensing cash, balance inquiries, bill payments, top up
registration

*PQOS- Point of Sale devices to facilitate debit and credit card
payments from the customer to the merchant via the bank
Wire models and wireless models
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Pay @ the Pump- facilitate self service at gas stations using debit
and credit cards to enhance operating efficiency and reduce internal
fraud and manpower challenges

*IVR- Interactive Voice Response system to facilitate remote access
to balance enquiries, bill payments, internal transfers, limited history

sInternet Banking — allows for personal transaction processing and
management by the customer for account information, bill payments,
transfers, detailed history, online applications for new a/cs, loans, 2nd
line queries.
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Soon to be launched

MOBILE BANKING- to facilitate alerts, bill payments,
transfers, service queries

At present E-Commerce is not an Electronic Banking offering,
however we expect to implement in the near future



FIRST CITIZENS SUPPORT FOR NEW
ICT BUSINESS, ENTRE HR#N URS &
INNOVATOFR
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First Citizens recognizes its facilitative role in supporting the
transition to an “information society” and have been instrumental in
Trinidad and Tobago in aiding development through the following
initiatives:

*Pioneering new technologies to the country to achieve viable
business solutions utilizing local vendors small, medium and large

-for the development of new applications

-supply of hardware, software and the maintenance of those
hardware and software through strong service level agreements
benchmarked internationally
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*Form strategic partnerships to facilitate deeper product / service
offerings / value added services with existing Point of Sale
technology

-top up (sale of air time for pre-paid cell phones)
-stock inventory applications that provide real time updates to

distribution merchant inventory system using remote sales channels
such as trucks and salesmen on the road

-bill payments, loyalty programmes all on the point of sale terminal
that is used to process credit and debit card payments
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sLeverage our expertise in Electronic Banking to provide technical
support on specific government initiatives for implementation and
facilitation of E-Business when requested

sLeverage our expertise in Electronic Banking to support credit risk
evaluations of new ICT related business proposals to ensure the
highest success rate

*Participate in government lending programmes enabling SME
access to necessary funding
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Endorse the work of CTU and similar bodies

«Call for the collaborative planning between banks, business interest
groups, telecommunications providers and government at a national
level to optimize ICT and accelerate development for all
stakeholders (small and large) and should be seen with the same
Importance as our core natural resources
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