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Explore Unica ~

personally tailo
experienceii

3X boost in offer More than a billion Direct positive bottom-
responses interactions

‘Company:BMO

ry:Fnance and Banking

Providing a customized and unique digital experience to more than 12

Challenge:

million customers globally with a lean team

Solution Unica Interact provides an omni-chan r BMO to personally
tailor each customer experience
Results More than a bil s with a 3X boost in offer responses showing a

direct positive impact to BMO's bottom line

1 ReAD THE FULL STORY

Business challenge story:

“In torms of numbers and

BMO — which also goes by Bank of Montreal — has a deep legacy and a well-established reputation in results, we're sesing overa
personal and commef King_ After 200-plus years i business, BMO s the eighth-largest bank in billion interactions across
North America, with more than a trillion dollars in assets and upwards of 12 million customers Canada and the US. Thero's

worldwide. BMO's company and performanca résumé is similarly improssive. They offr their customers beena 3X boost in offer
‘2 commitment to five strateic points: world- class client loyalty and growth; a winning culture driv response rates thanks to

by alignment, smpowerment, and recognition; being digital-fist for speed, effi and scale; enhanced targeting based on
simplifying work and eliminating complexity; and superior management of risk and capital the customer behavior

dormance for customors as well as shareholders. BMO recognizes that consumer expectations ha models we use. It only took us
volved, with customers expecting to choose freely the time and channel they prefer for engaging with six months to get a return on
theirfinancial institution. Those expectations prosent a challenge — feuiing that BMO be able to ourinvestment with Unica

meet a customer's needs irtespective of timing, with their account and product history ible as Interact”

4. BMO's goal is o turn each customer inq

ryinto a compelling
that, they must understand individual customer needs and preferences [T —
s through every channel — whether its an ATM, a mobi

and deliv Marketing Strateqy of MO
a website, or  brick-and-mortar branch location. [ER—————

Transformation story:

o diive conversion and enhance the customer experience, BMO uses Unica Interact to help deliver
tailored, relevant, and compelling offers through each of the banks channels. Al Kazeran, Senior

Manager of Marketing Strateqy O Enterprise says: "Having al-time omni

channel ints interaction management solution enables us to present an optimal offer

gration for &

lly to every customer in their preferred channel We now have been usin

automati is capabilty for

over a decade and inspifing our customers to embrace more of our services by providing them timely
Solutions that actualy it their needs:

Undor Unicais comprehensive contact rules, when a customer aceepts an offer,that offer s
utomatically suppressed and won't appear a
always soeing rolovant content. Similarly if a customr ignoros a mos

in. That helps BMO make sure their customers are
ago a cortain number of times,

the system will switch seamlessly to the next-best offer to help keep interactions between BMO and
that customerfeeling fresh. BMO can also fun A/B tests fo sco the practical impact on their bottom line
of presenting various content and offers. BMO is now
‘campaigns simultancously and doing it with a very lean

iaging more than 400 active targeted

rcam — a testamont to the powor Unica

Interact provides.

Results story:

BMO and its customers benefit from the way Unica Interact works proactively to provide services and

solutions to both parties. To give & service example: when a customer calls because their credit card

was declined during a store transactio

\ Unica Interact provides the technology that feeds the relevant

information about that decline to the call center agents in advance, helping to streamline the

les the customer to confirm the reason for their call
using their keypad prior to connecting them to the appropriate cal st
ank including al of their inbound channels, and

ustomer interaction; their IVR integration enal

center agent to addr issue.

BMO is now plugged info every major channel at
is able to provision real-time, targeted, personalized service messages through their branches, call

nking platform, mobile app, and IVR, allin a trus omni-channel fashion.

centers, ATM fleets, online

In terms of numbers and results, BMO s seeing more than a bilion interactions across Canada and the
US. There has boen a 3X boost in offer response rates thanks to enhanced targeting based on BMO's
ustomer behavior models. It took only six months Lo see a positive return on their investment in Unica
says, The Unica Interact capability has been a true success for us and has provid
holistic solution through all our inbound marketing needs.”

Ka:

About the Company
BMO s the o

personal and commercial.

bank in North America with more than a tillon dollars in total asset

th-larg having been in business for more than 200 years. Provi

anking and investment banking services in global markets, they serve more than 12 million customers across the globe.
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