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Rakuten Viber The banking reality:
- where conversational journeys break

Poor conversion from
campaigns

struggle to reach customers

We asked ~60 senior decision-makers in the
on the channels they prefer

banking and financial services industry what their
main challenges are:

Fragmented communication
k / across channels

Viber Media S.a.r.| - Proprietary and confidential




RakutenViber Messaging is already part of banking,
- but not yet optimized

Untapped potential in existing messaging channels

use messaging for
customer
engagement and
campaign conversion

prioritize tracking
revenue generated or
influenced by
messaging

say real-time analytics and
performance insights would
significantly increase messaging value
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Rakuten Viber So what do banks really need?

for business

One channel that allows:

@ Conversations m Analytics
e Personalization o Seamless journeys
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Trust &
identity:

Verified Business
Accounts that
customers recognize
and trust

Why Viber for the financial sector?

Trusted, secure, and built for critical customer
communications

Security &
reliability:

Built for OTP,
authentication, and

sensitive transactional
messaging

High delivery
performance:
Messages delivered and

seen when timing
matters most

Rich &
actionable UX:
Interactive formats that

guide customers in
one secure channel



Rakuten Viber Key Use Cases for
R Financial Sector

®

Transactional &

Authentication &
Security

Customer Service &
Engagement
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Secure OTP
& User Verification

Secure user authentication for UFG Bank Customer «®e
critical financial actions experience

11 UFGBank

Authentication for loqi i The customer receives a
uthen |.ca ion for ogln_s_, payments, T clear, branded message
transactions, and sensitive account and confirms the action

or policy confirmations \ with one tap

Hi David, this is your activation
pin. It will be valid for the next 5
minutes.

70016784

Expected

Outcome

@ Faster authentication

e Fewer failed verifications

e Reduced login and transaction friction
e |ncreased customer trust




Real-Time Transaction
& Security Alerts

Immediate visibility into critical < B Bank
financial activity

9 Dear Mary, your transaction of
345.00 EUR has been

e . successfully processed.

Notifications for payments, transfers, s sl

2678.00 EUR

balance changes, policy updates, and
fraud-related events

Expected
Outcome

@® Increased customer trust and
transparency

e Faster response to suspicious or
high-risk activity

e Reduced fraud and operational
losses

e Lower inbound support volume

Customer 9.
experience (%)

Customers receive clear,
trusted alerts and can take
immediate action if needed



Simple, guided selection of
cashback preferences

Choose cashback categories
without visiting the app or calling
support

Expected
Outcome

@® Higher engagement with
cashback programs
e Faster preference selection

e More convenient customer
experience

Cashback Category
Selection

AuroraSecure > , @ ¢ | Aurora Bank

Hi Anna, choose your cashback Hi Eva, customize your cashback
categories for this month rewards! Choose the category
Cho ption that suits you best for this month:

Groceries & supermarkets
Fuel & transport

‘,‘ Restaurants & cafes
Online shopping

Travel & hotels

Dining - 7% Cashback #% Fuel - 10% Ca:

Y Aurora Secure !
Hi Anna, choose your cashback...

Restaurants & cafes 12:48

Customer '-'-‘
experience o

Customers select
preferred cashback
categories in one
tap, directly from the
message.



Service Renewal
& Policy Continuation

Proactive renewal reminders AuroraSecure >, @ Customer '.6"
with clear next actions experience
B . . ] ! . ?-Ii Anna, your iflsurance policy C t
Financial services nearing expiration I about to sxpiee Mhat would ustomers renew or
trigger timely renewal messages with manage financial
. Renew my policy . .

clear actions ) e services In o_ne_ tap —

View poicy detalls no calls, no friction

Renew later

Expected Contact an advisor
Outcome

Y Aurora Secure £
Hi Anna, your insurance policy...

@ Higher renewal rates
e Reduced customer churn
e Fewer inbound support requests

Change coverage plan
12:48




Customer Feedback

Quick, structured feedback
after key interactions

After a support interaction, claim
update, transaction, or service
completion

Expected
Outcome

@ Higher feedback response rates

e C(lear insights into service
quality

e Faster identification of issues

& Service Rating

all ¥ ==

BrightWay Bank> ¢, &

Hi Helen, how would you rate
your branch visit?

Please select one:
Excellent &

@ Good &
Average &
Below average &

Poor &

5 BrightWay Bank @
Hi Helen, how would you...

Good & 12:48

Thanks you for your response

Customer 9¢
ience QP
experience

Customers share
feedback in one tap —
fast , simple , and non -
intrusive



24/7 Automated Customer
Support & Issue Resolution

Always-on automated support

. . . Customer ¢9e¢
for financial services

experience (%)

Hi! Could you please

help me?
Card issues, payments, accounts, O L Customers get |Qstant
policies, and claims — handled | answers 24/7, with
instantly through guided flows Frdath 222 R seamless human
P Pesessectmren@ handover if needed
Expected aters 1222 QY
Outcome G Icsn]g Cb;;;gtm Athens
Stadiou 10, 105 64 Athens
@ 24/7 customer support availability e

Phone: +30 210 123 4567

e Reduced load on contact centers
e Faster issue resolution
e Lower operational costs

e Higher customer satisfaction Patras

Thessaloniki Heraklion




Rakuten Viber What’s next:

for business

The conversational
banking maturity model

Stage 3:

Stage 1: Conversational banking
Transactional alerts

e Integrated payments

e  One-way notifications Al-powered personalization

° Measured by open rates and ° Revenue attribution
acknowledgment
Stage 2: Stage 4:
Conversational assistance Optimized Al finance

e  Two-way chat
e  Customer service automation
° Product discovery

Predictive banking
Real-time analytics
Journey-level optimization
Continuous Al learning

-

v
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360° campaign: high reach, seamless
engagement and easy onboarding

In the Viber Chatbot, users
access services and
Downloading Viber automated support 24/7
Stickers automatically
subscribes the user Viber Lenses
Viber Ads lead to to the Chatbot UFG Assistant bot > linked to the Chatbot
the banking assistant
Chatbot

ﬁ“: \ Ballin’ 6 Ca$h In!
‘ ‘ 3
) =

Hi David!

I'm the UFG Digital Assistant. |
can help you with your
account, cards, and recent
transactions. What would you

i ?
Maddy Johnson ® like to do?
Call ended
3536 I need help with my card

Sure, | can help with that.
Please choose an option below:

UFG Bank

Voted #1n the nation for customer
experience & digital ervice

T & Funds Recelved!

CREDIT CONFIRMED!  DEPOSIT RECEIVED...

&7

Loans & credit

My cards Profile & settings

| Payments Support




Rakuten Viber

for business

Thank you!
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