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The competitive cards market is in the midst of a sweeping transformation. This across the board transformation is leading
card issuers to employ radical measures to attract and retain profitable customers, minimize customer churn and losses
accruing from delinquent customers. Concurrently it is driving them to innovate and develop new strategies to standardize
operations, focus on core business areas and offer differentiated services to the market.

HCL Cards Business Services practice comprises of domain experts, industry practitioners and techno-functional consultants.
They provide functional and domain support aimed at providing transformational benefits to clients facing the following market
pressures and business challenges:

Challenges Customer Retention

Cross Selling

Cost Reduction

Revenue Enhancement

Speed to Market

Business Standardization
Improving Productivity & Quality

Efficient default management processes for reduction in arrears

Meeting existing & new regulatory compliance requirements

Overview of HCL's Cards Business Services Offerings

{ End-to-end functions across Origination, Servicing and Default Management |

Servicing &
Default

Customer
Acquisition

Orgination
Services

Management

« Account Acquisition  Application Scanning  Service Query Handling
« Channel Management « Indexing & Data Entry  Lost Card Reporting / Processing
» Lead Generation » Application Review & Verification  Retrieval & Chargeback Reporting
- Data Entry Authorization » Account Setup - Transaction Dispute
« Application/Documentation Review « Credit Review & Approval » Cross Sell / Up Sell
 Credit Appraisal  Credit Decisioning & Sanctions « Collections & Recoveries
« Customer Fulfillment « Exception Review & Approval » Write - Off
« Investigation Process & Resolution
- Billing

» Regulatory Compliance
* MIS & Analytics

KYC / Anti-Money Laundering

Customer Relationship Management

Analytics




HCL BPM Solution - HCL TOSCANA

HCL TOSCANA: Platform Agnostic BPM Solution for End- to - End Cards Fulfillment Functions

HCL Toscana is a proprietary BPMS platform that provides integrated, end-to-end location neutral workflow solutions for end
to end customer fulfillment functions. It delivers process efficiencies and offers scalability by enabling right shoring and by
leveraging client's legacy IT systems.
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HCL TOSCANA: Middleware

Onshore client centres

HCL onshore/ offshore
contact centre

Offshore transaction
processing centre

Exception
Management
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Service Request/
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Applications Offshore
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Segregates forms &
instruments
Scans forms using HCL’s

Real Time Visibility

Web based workflow
Automated reports

Real-time visibility &
monitoring of work queues
& tasks

Inbuilt document archival

Service requests
Exception management
Request for documents
Query resolution

Document indexing &
queuing

Validation
AML/Fraud check

Customer creation, Account
opening on client system

Exception management
requests as per defined rules

Credit scoring
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Credit Scoring

document management &
workflow system

HCL TOSCANA

clearance/rejection

|

Customer communication
management thru Portal, Email,
PDF. SMS IVR, Contact Center
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HCL Cards Business Services Value Proposition

Experience across Cards Origination, Servicing & Default Management functions and in performing complex
activities like Chargebacks & Dispute Resolution

Integrated Global Delivery Model (Offshore / Onshore / Nearshore) ensuring seamless integration & hand-off
between multiple sites with common user interfaces

HCL TOSCANA - Platform agnostic BPMS solution for end-to-end Cards fulfillment functions. Ability to integrate &
leverage client's existing IT systems / platform

Dedicated Governance, Risk, Compliance Centers of Excellence (CoE) to meet existing & new regulatory
requirements of Cards industry

CoEs in niche areas such as Recoveries & Collections
Deploying business analytics to improve decision making and address leakages & frauds

IT - BPO synergy enabling identification & implementation of process automation opportunities leading to
significant cost savings

Flexible engagement models designed to fit business requirements

Flexible pricing models like transaction, risk-reward & profit-sharing based models

HCL's Succe#,s Stories

U.S. premier retailer A large European Australian subsidiary Leading Asian bank
offering private label bank of one of the world's
charge card largest financial

services companies

Early stage & late stage - Contact centre

 Recoveries for charge- 24/7 customer service

collections « Application fulfillment for off debts helpdesk

» Email management credit cards « Lettering « Hot listing of cards

« Inbound customer » Cards sales & service - Skip tracing « Card issuance processing
service calls fulfillment . Settlement &

« Cards processing reconciliation processing

Billing adjustments

MIS / Adhoc MIS
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Hello there! | am an Ideapreneur. | believe that sustainable business outcomes are driven by relationships nurtured through values like
trust, transparency and flexibility. | respect the contract, but believe in going beyond through collaboration, applied innovation and
new generation partnership models that put your interest above everything else. Right now 105,000 Ideapreneurs are in a Relationship
Beyond the Contract™ with 500 customers in 31 countries. How can | help you?
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