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Rabobank

is a cooperative bank
with a mission

Together with our stakeholders, we have been dedicated to creating a
future-proof society and tackling major societal challenges for 125 years.

In the Netherlands, we serve retail and corporate customers; globally we
focus on the Food & Agriculture sector.

Our starting point is: together we can achieve more than we could alone.

Rabobank



International

36 Countries

)

Our mission l“

Growing a better world together

33.6™

48%

The Netherlands

78 Local Rabobanks

What We Offer in the Netherlands
(amounts in EUR billions) mi”ion
e 1 4 8 . 3 What We Offer internationally

+ Dutch Residential Mortgages: 193.8 8 : (amounts in EUR billions)
iy gty Regions Private Customers

« Lending to Trade, Industry and Services: 75.3
« Point-of-sale terminal transactions: 2.2 (billions)

. L + Lending to Food & Agri: 72.6
- Savings: 163.0 2 3 mi I | 1oN O 8 mi I | 1on « Lending to Trade, Industry, and Services: 40.2
L] L)

» Assets Under Management: 57.6 « Leasing: 40.5

+ Leasing: 1.3 i
- BPD transactions: 4,239 Members Business Customers
« Insurance Commission: 0.3
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Next steps

)

Migration
Strategy

g—

Assessments
f
In

Smart
\vestigate
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Processes

Payment Investigation application consists of below high level processes

L
Investigations - WorldPay

Unable to Apply
Cancellation request
Beneficiary Claims Non-
Receipt

Amendment Request
Return of Funds (CT)
Bank to Bank

Blanco

Miscellaneous

Investigations - SEPA

Unable to Apply
Cancellation request
Beneficiary Claims Non-
Receipt

Amendment Request
Return of Funds (CT)
Bank to Bank

Sanction handling
Payment Refusal
Miscellaneous

®
=

Investigations — Direct Debit

Investigations - Cash

* Sealbag * SEPA Direct debit On hold

S

Z s

Value Transfer - Savings

Incoming Value Transfer
Outgoing Value Transfer

=)

=y
Reconciliation — Nostro

Nostro Account
Internal Account

Rabobank



Features

Financial |
Correspondence }-ﬁ‘ g‘;‘;’;‘;‘;ﬁi}n“ﬂe%age
( Swift, SEPA etc) g

Reconciliation Online Search
Portal
Straight Through
Processing

Rabobank



Assessments

e Cognizant and Pega performed a
number of assessments to help decide

on the future of Sl in Rabobank m
« These investigations were planned in

separate streams and deliverables . | -
. . ! 3. Future needs
*  We will come back on the operational | ; ,

2. Comparison with

4. Mapping SI/PE to future needs
walkthrou g h ! 5. Pega Cloud feasibility : 5
I - E

* After the assessments, first step was to

move to cloud P i & e P
KIin Off E Present i : Present
meeting i Intermediary E End

I | results I i Results
October 20 November ! December January 21 February
© Cognizant
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Rabobank Policies

Buy over build
Cloud First
SaaS over Paa$S

Live Cycle
Management

Infrastructure
Security
Monitoring
Product upgrades

Known

Knowledgebase in
Rabobank
Sharing of
components
Datamigration

by Pega

Pega Cloud

Partnership




Risk Factors “Go Live”

Limited possibility of phased Go live
* 90% of Processes need historical data
34 interfaces (dependencies on others)

AIC 232 Application

e High value transactions

e No downtime during office hours

e Highly secured acces control

e Secure connections

e Signed messaging (anti-tampering)




De-Risk Strategy

Big Bang

Pre-Setup
Interfaces

Connectivity
Check

Shadow
Run

Big Bang vs Phased Go-Live
. Dependencies on Payment stack
. Complex Data migration strategy

Cloud Message Distribution Funnel
. File/Message transfer from On-Prem
. Safe channel as a backup

Pre-Setup Interfaces
. Setup complex integration patterns in On-prem
. Live integration testing without migrating the environment

Connectivity Check

. Planned connection tests through the Oracle Connection Manager
Shadow Run

. Multiple data migration run in production cloud

. Analyze and determine the bottleneck

. Possible Improvement and define final migration stragey

Rabobank



Pega Cloud Work — At A Glance

Assessment & Readiness

Platform, Application and
Database assessment

Cloud compatibility
Assess the size & scope

Modernization

Upgrade Interface
Unsupported integrations

Design new
integration patterns

De-risk implementation
through on prem

Ex: Event Bus, Funnel

Rule Migration

Business as usual on prem

Rule upgrade and
migration plan

Tracking and retrofit

Data Migration &
Shadowrun

Involving Lead architects in
setup design

VPN tunnel, OCM, IP
whitelist

Connection testing

Shadowrun datamigration
and critical processes



‘ User Journey
Optimisation

D |
° ()
loud

Future state
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Operational
Walkthrough

Feb 2021




Walkthrough Approach

Start with gathering as
much information as
possible from walkthrough
sessions with operations

team and available
documents

Explore and identify method
for automating the exception
process that fits best to

RESEARCH

P

.

OPPORTUNITIES
I O
IMPROVEMEN

© 2021 Cognizant

OPPORTUNITIES

CHALLENGES

Create a collateral based on our
understanding of processes
followed today at Rabobank and
propose changes to it based on
our study & research

PROCESS FLOW

—

® 6

PROCESSES STEPS

IDENTIFY

CHALLENGES

Jot down questions

and

ask to Rabobank SMEs

and Pega Sl Users about

the learnt processes

Identify challenges and
opportunities for
improvement e.g.

QUESTION

automation or increased

use of Pega Sl features

T

OPPORTUNITIES

——)

* Pega methodology for
operational walkthrough was
followed

* Main deliverables:
* Process understanding

e Challenges based on
feedback from SME’s

* |dentified areas for
improvement

& cognizant = Rabobank



Operational Walkthrough

Main Findings

@ Recommendations

v Missing digitalization from Front office to Back office v' Establish integration between CRM, Portal and
applications Investigation tool

v" Missing usage of Out of the box distribution mechanism v" Build central component using OOTB “Get Next Work”

v Usage of local storage for templates during v Automate free format financial message text analysis

communication with customer and financial institutions

v Missing usage of automated free format financial v" Usage of OOTB template based implementations for
message text analysis different Correspondences
v Missing possibilities of Bulk creation and resolution of v Build Bulk Investigation Creation and Resolution tool

cases in Pega

v Expensive messaging schema used for payment v Build SEPA payment correspondence handing or
message exchange with banks in the Netherlands generate payment order ( pain message) to PEX

© 2021 Cognizant & cognizant = Rabobank



Optimisation — Process Client Inquiry

Investigation

Client Inquiry
Actors. CRM (Siebel) Pega-Sl (Investigation Tool) External
Client Inquiry
Actors CRM (Siebel) BOC (Booking Engine) Pega-Sl (Investigation Tool) External . rtomnie—» IERS
» Inquiry Case
| TR E5

Y

5. Prepare

15. Reply.
horized Direct Debit I swit

3.Search in

1. Create
Inquiry Search and Sends
- e Swift MT199
Hransaction
data and
creates
2. Assign 6. Select T—
o Role the correct 4. Payment 6a. Send
() booking 12.Add 150, sk / I I I Data Secure Email
10. TRN Details et Eaerent I I I I
—

Beneficiary
13b. Go To
Siebel

7. Finds the Beneficiary
Transactio
send e
RKS (Front Office) Cancellation / BCNR / RoF Mandates -

4.Finds the — P=48a. sends
Booking h 5 RKS (Front Office) Mandates to

z Mailbox

53
20b. Close E
Case ' ¢ Finish 6. Create
Prepare 12. Create Adjustment
20a. I Swit Adjustmen 16. Monitor
E Udste m192/ ' Mail Box 12b. Close
ega Case 3505
Case
[—— M — 6. Prepare 6. Add
130, Add 13.5end fo and Send 7. Send to Details

BackOffice TRN Detais gaTe MT192/ Adlftment and 3b. Monftor

7 PP 195/n99 PP Attach. Mail Box

4 Prepare 12a. Update
i 14, Assign e Pega Case
fo Local Details
M 136070
Siebel LD 7. Assign to
Backpffice Local Branch
7.Send
Secure Email
16.
Reopen
case

10. Verify 9. Atta 8c. Reopen

Workbasket g case

Legend M Manual I Guided 50 Automatic
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Optimisation — Process Bank Inquiry

Investigation

Bank Inquiry
Actors CRM (Siebel) Pega-S (Investigation Tool) External
1. Create
Message
G SWIFTMT
2 Cancellation / BCNR / RoF / UTAC
2.
Determine
CaseType P
Customer 14, Read 8.UTAC & 9. Check
79 4o <5k€ Yes > RO Start
3.
Duplicate I I I I
10. Copy il ]
send 15. UTAC 15. Canel. D n -
- Swift MT Beneficiary Tracker
4.Create
- (Atiach)
I I I I = Work Case
1. Add
— Update 16a. Go To R
o Pega Case Siebel

RKS (Front Office)

BackOffice

Details

Local Branch

17.
Request fo
Local

.

19. Assign
fo Local
Branch

Send SWIFT

18, Copy
Template
Switt MT

19. Add
TRN Details

12. Create
Adjustmen
t

9. Check
Infell

13.5end to
ij App

Adjustment

18. Create
Adjustmen
t

end fo

19.
Adj App

7. Verify
Workqueu
e

e

C
s Finish

Investigation

Bank Inquiry
Actors CRM (Siebel) Pega-SI (Investigation Tool) External
1. Create
Message
Case SWIFT MT
=4
* "
Determine
CaseType P
Customer 9. Check
Intelli Start
UTAC / Amend -
3. P
Duplicate I I I I Y
OEY CHEek = W

Remmiter

RKS (Front Office)

16b.
Update

Pega Case
Details

Local Branch

and Attch.

éa. Send 17. Next
a Best Action

17. Add
Details

18. Assign
fo Local
Branch

Send SWIFT

Template
Swift MT

9. Check 11. Add
Intell Details

12. Create
Adjustmen
t

13. Send to
Adj App

Beneficiary Tracker

4. Create
(Attach)
Work Case

5. Data
Enrichment

Adjustment

18. Create
Adjustmen
t

6. Assign

to
Workqueu
e

7. Verity
Workqueu

Legend

B Manual

I Gyided

50 Automatic
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Infinity in Pega-SI POC

Aach Documents.
+

v

Start Step-by-Step
>

i

Transazon: Sesren

»

By

WanyResutsFo, NosutoSearth Sngiehlatcn 25
na 2% <> %

<

—
~ PNy 255

)

R

SRUMBIIREUS 4o iescorch—{—| TransacionAtach
»

RRMResoeAsD.
o uplcaio 20%

NoPotentiaFoun
50%

Failst
v
ProcessNoPotential

» o

.e -Dup 0%

v
SetResolutionSatu

»>

ResolveAsDuplicate [4—

OnePolentialFo ManyPotentalF
nd 0% a;

S
ProcePotentialDu
plica

" 100%
ProcessOheDuplica

»

DupResultsTaskSta

>

None 50%-——Merge, 20%-

Link30%

g e

Case life cycle

Attach Documents for Bra...

n 1. Check Reopen Co...
n 2. IsABranch User?
n 3. IsABranch Work ...
E 4. Attach Documents

5. Reset User Organi...

CONFIGURE PROCESS

Initial Processing

1. AddHistoryForCop...

~

. ReOpen Check

w

. EntryProcessing

-~

. Add Work Action

w

. Routing Check

. Assign to WorkList

~ o

=

. Add Work Action

9. StartSBS

CONFIGURE PROCESS

. BackgroundProce...

ii3. Transaction & Dup Sea...

Transaction Query

n 1. No Auto Search?

. PaymentSearch

n 3. SearchStatus

. TransactionAttach
E 5. ProcessManyResu...
E 6. Process Single Res...
7. ManualResearch

CONFIGURE PROCESS

~

~

Search for Duplicates

1. SearchDuplicates

~

. ProcessNoPotenti...

w

. DupResultsTaskSt...

'S

. IS Result None

w

. SetResolutionStatus

o

. ResolveAsDuplicate

-

4
9. ProcessOneDuplic...

E 10. ProcessPotentialD...

CONFIGURE PROCESS

. Merge Case

=

. Check Dup Count

StartStepByStep
1. Start Step-by-Step

+ STEP

Step By Step Processing

1. SetupStepByStep

n 2. Restart Assignme...
3

. Auto Ack?

i

Send Correspond...

[

. StepByStep

fen

End Step By Step

. Transfer

(-]

w0

. Duplicate Search

> >-]>fofa

PAS 10. Diarise

PASI 1. Create FTM Adjust...

s 2. CreateAdjustment

s 13, Merge Case

CONFIGURE PROCESS

Set EndExceptionFlow

1. End Exception Flow

Request Informati...

14, Restart Assignme...

EndNewWorkFlow

n 1. End Exception Flow

CONFIGURE PROCESS
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Optimization — At A Glance

Operational Excellence Straight Through Process Employee Excellence Product Awareness
Pro-Active monitoring of open End to end GPI integration Next Best Action based on Considerable effort reduction
investigations automated phrase recognition in manual updates and local
Full STP cancellation of maintenance of templates
Usage of highly efficient task payment, UTAC Reduction of Unknown
management reporting Central Orchestration investigation types Utilize financial messaging
mechanism to communicate capabilities of investigation
Auto selection and (or) between Client or Front Help Back office investigator tool of automatic or guided
distribution of tasks channel with Back office with a guided view to increase data population
process efficiency

Possibilities of Skilled based
task distribgtion mechanism

C§>"o

—

Rabobank



Remaining 2024 Priorities

Swift Annual Standards
Release

+ camt.105 & 106 support for charge and
multi-charge claims

Swift Case Pilot

Further camt.110 & 111 - pilot investigation
types (RQFI, RQDA etc.)

Swift Case service APl v7 update for
CCNR/CONR & UTAP

Technical enhancements

Security updates (PCI DSS, OWASP)
Accessibility improvements, UI/UX

Smart
Investigate
Next-Gen

(Project
SING)

Future For Smart Investigate Platform

Modern, Constellation-Based
Product Offering

* Full MT and MX message support

+ Intuitive inbound telephony handling
powered by Pega Customer Service™

Al Infusions

» ‘Talk-to-your-case’ with GenAl Coach™,

» Knowledge Buddy™ provides on-the-fly
insights and training

+ Pega ProcessAl™ predicts likely outcomes

OOTB Process Automation
Automate message response handling and
adapt with our new orchestration model

Automate common processes in-line with
industry standards

& cognizant = Rabobank



Further Optimisations — To Infinity And Beyond

« Leverage technology for identification @
of exceptions, alerts and automated

repairs and reprocessing I

Data Gathering ﬁ — Accuracy

Time criticality

« Automate investigation process further
using process Al

* Map Sl processes to Pega infinity
platform for further enhancements

ADAPTIVE Al

HUMAN

* Streamline process design using
Fusion delivery methodology

ADAPTIVE Al

Pega SI

Eximbills Intellimatch

& cognizant = Rabobank

* Improve Customer experience across
channels using DX API

Channels

Payment




Thank You

For Your
Attention



Rule Migration

* Ongoing business as usual in on premise

* Intermediate environment of skimming
and revalidating

* Parallel implementation of upgrading
interfaces in Pega cloud

* Retrofit skimmed layer into Pega cloud

* Maintenance of complete list of sequential
changes of On premise

! 1 1 1 1
1 ! 1 ! 1 .
1 | Sync Phase 1 Phase2 . N Freeze
! . ! 1 1 1
! ! ! ! ! 1 1 1 1
! : ' : ' v ! ! 1 1 1
3 S i . 1 1 .
+ > > & - = Pyu— —
; 1 1 1 1 : 1 RL:,_:.‘ Coa 1 1 1 1
Pega sl 1 ! 1 ! . | Eie ;
243 Fir=t Packaging from | 1 ! 1 ! ! !
- Prevmise Sancbax ! ! 1 1 1 1 1
sandbox ! 1 ! 1 1 1
— — L 1 > 1 " 3 > L A >
I - ! : ! v Ragutar Coda ! Regular Codely 1 1
1 First Code drop | " Replacement of Identified I U — 1 S?mc 1 1
1 P 1 Interfaces into I 1 1 1 1
Fegasl | Pelbene I | EDL(BEB).FUSE. Sync.APLMQ 1, | ! X . .
ES).S ! > ! . ! | | ! 1 $ Ll $ 2> >
ev - | > TR = - - —1 . i >1 1 1
Cloud 1 Migrajion of Idedtified Interfaceqd into 1 1 1 1 ' 1 1
1 ! | EDY(BEB). FUSE. Sync. APLNIQ | ! 1 | X . . \
1 | 1 ]
1 1 1
- I - ] I I ]
Pegasl | : onﬁnuoqs Code Sync - Functional 1 1 ! ontinuous Code SJnc - Fb'ctional 1 1 1
83 1 " 1 and Regression Testi 1 v ! and Regressich Testing 1 1 1
Qv 1 . ! " ! - b ' 1 I I 1
Staging | 1 1 R 1 | " A
Cloud 1 . T N T - ] + >
1 ] 1 1 ]
. ! 1 |
I I 1
. 1 e 1 ]
_ Smoke Testand ! 1 y Update versions 1 ! L‘T’?j‘:,::,_ﬁ ' '
Start Migration First Cods Cut Adjust Start Technical - " o skimmed \ ] version | ' .
Interface Es)ecf:ﬁg,f; as’?:: T 1 Updsie versions into 1 1
Migration yn : ' 1 skimmed versicn 1 ' Final PPackagSu'Ilg
. 1 . . from Pega
First PROD 2..NthPROD Freezs Code £8Cloue
> Dev env. Pega Sl 8.4.3 On-premise Deployment Degloyment Syne
esee hanis since Cut off since Cut off
Sandbox env. Peg3 51843 On- BAU Relzase BAU Release
— premise
—

Dev env. Pega S1 8.6 Cloud

— QA / Staging env. P=gs S| 8.6 Cloud

—

Modification of the interfaces
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Data Migration Connection setup

* Rabobank Payments Pega Cloud VPC with
reserved IP space

* VPN setup through public internet
connected to DMZ route

* Connect to dedicated Oracle Connection
Manager specific to the environment

* Access to Rabobank Pega on-prem
environment

AWS

PEGA cloud

Rabo vpc within
pega cloud
172.22.0.0 /20

Pega
db's

Rabo Azure

€,
D’G_gs o
at,

SRVOPINV101

Rabo pega Rabo on-prem

SRVOGINV101

SRVDAINV201
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