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▪ To understand the customer 
segment of one
➢Single Customer Views, Greater 

Use of analytics

▪ To know more about the 
customers
➢To know things we did not know 

before: mood, sentiment, event, 
intent

▪ Ability to engage meaningfully 
➢Data virtualization to get data 

and insights to and from 
frontlines, Data visualization to 
act on insights faster



Ability to show

love
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WARNING:

▪ New capabilities will scale so 
fast, we might not know 
what to do with them!

➢We might be tempted to do 
things simply because we can, 
even though they are 
unnecessary!
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we need
to be good at

NEW things



You need to know the evolving concept of IDENTITY



IDENTITY as the BASIS OF ENGAGEMENT

Entity Set of behaviors

Person with a distinct 
and independent 

existence

Behavior that makes you distinct and identifiable from others

บุคคล

พฤตกิรรมที่ท ำให้เรำแต่ละคนแตกต่ำงจำกคนอ่ืน ๆ



Entity Set of behaviors Personally 
identifiable 

information (PII)Person with a distinct 
and independent 

existence

Behavior that makes you 
distinct and identifiable 

from others

IDENTITY as the BASIS OF ENGAGEMENT



Anonymity

(is anonymity a right 
or is it even possible?)

การท่ีบุคคลไม่ตอ้งการเปิดเผยตวัตนท่ีแท้ท้ิ ริง
โดยการสร้างตวัตนใหม่ภายใตช่ื้อใหม่ใน
โลกดิิิตอล

IDENTITY as the BASIS OF ENGAGEMENT
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Informed 

Consent as 

basis of 

engagement

Consent Getting consent
4.0

Masking data
3.9

Disclosing details
3.7

Providing incentives 3.5

WHAT THAI 

CUSTOMERS WANT

Source: 

IDC Digital 

Trust Survey 

2017-2018



IDC FI Framework for 
Customer Informed Consent

BENEFICIAL

Immediate delivery 

of benefit

Discernible

value

Secure

DYNAMIC

Precise

Auditable

Permutable

SIMPLE

Specific

Easy to understand

Not open-ended



▪ Preference is to refactor 

using APIs, microservices

▪ Chance to transform to a 

lightweight, agile, modular, 

cloud-ready architecture

▪ Core Abstraction = 

taking out business logic 

from the core, and 

modernizing around it

Simplification



▪ Core Abstraction = 

taking out business logic 

from the core, and 

modernizing around it

Simplification

7 NEW THINGS as we 
simplify

▪ Choosing, deploying and 

maintaining the right APIs 

▪ Rapid, repeatable integration 

of APIs

▪ Modular application platforms 

(cloud-native, mobile-first 

apps) 

▪ Infrastructure that is really 

hybrid

▪ Containers, container 

management platforms and 

toolkits

▪ DevOps

▪ Security and Governance in 

an open world

▪ Preference is to refactor 

using APIs, microservices

▪ Chance to transform to a 

lightweight, agile, modular, 

cloud-ready architecture



Arthur C. Clarke:

“Any sufficiently advanced technology 

is indistinguishable from magic.”



OMNI-

EXPERIENCE 

PLATFORM 

MANAGING 

DATA, ACTIONS 

AND INSIGHTS 

Traditional 

channels

Digital 

channels

Physical 

channels

Future 

channels

Emerging 

channels

MAGIC HAPPENS HERE…



Innovation
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AN EMERGING PHENOMENON



A bank’s capability to truly 

understand customers will 

improve significantly. 

▪ Hyper-segmentation. Development of new tech that 
achieves hyper-segmentation on a real-time basis. 

▪ Deployment of customer insights to the frontlines, 
thanks to data virtualization and visualization.  

1

▪ Sentiment collection. The ability to know “feelings” 
▪ Data augmentation. The use of external data sources to 

augment knowledge of our customers has increased. 

WHAT WILL IMPROVE?
▪ Identity integration. 28 Digital identities increasingly 

integrated. National ID initiatives everywhere. 
▪ Single customer views. In financial services, 75% of top 

A/P institutions already have a single customer view. 
▪ Data collection. Ability to hasten data collection process 

thanks to greater automation and new technology like 
RPA. 



2
The great unbundling. 

Rethinking of products, 

because products can be 

provided by third parties. 

What this means for the bank: 
▪ Breaking down product siloes
▪ If there is unbundling, there 

could be re-bundling
▪ Move up the value chain



APIs
& Data 

Pipelines

Bank Channels

Customer 
Networks

Other 
BanksOther 

Industries
Marketplace

E-
Commerce

Developers

Aggregators Facilitators
Disruptors

P2P
PFM

Connections with Trusted Third 

Parties

3
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3 FOUNDATIONS 

of the PHENOMENON

1 Data about our customers

3 Exchange of functionalities, applications and data primarily 

through Application Programming Interfaces (APIs) 

2
Unbundling and re-bundling of financial services, and 

services consumed by and provided by third parties



LOVE MAGIC INNOVATION
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