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Retail Bank Strategy citibank handlowy

The best retail bank in
Poland in selected
customer segments

citibank handlowy '

Bank Handlowy w Warszawie SA

Full customer relationship ||> Complete Product Offering
Enhanced distribution strategy |> Physical and remote channels
Innovative acquisition strategy |> Leveraging the corporate bank

Efficient processes/procedures |} Customer First initiative




Full Customer Relationship



Complete product offering

Time deposits/
Bundles

Savings
accounts

Mortgage Loans

Wealth
Management

Primary Banking
Relationship

Margin Lending/
Secured Overdraft

Under Development

citibank handlowy

Bank Handlowy w Warszawie SA

Simple

Overdraft

Equities
brokerage

Under Development

Insurance

Investments




Strategy — account

= Mortgage accounts - implemented
« 5% p.a. on limited balance

= Account opening via Internet — e-account
« Launched on December 1st, 2006 — in 60 days
« 3rd best internet account in the market by
,Gazeta Prawna”

= Multifunctional, transparent debit card (possibility to
perform non - cash transactions via the Internet)
» Under preparation

= \Worker remittances to Poland
» Under development

2006 2007

Other Transactions Other
via Internet

citibank handlowy

Bank Handlowy w Warszawie SA

-
] As0BR

Number of e-statement users
increased by 60% (vs. Q3, 2005)




Strategy — Cards - more innovations C""E?JQ&LDEQEJPWV

= Expansion of the target market to include:
— CitiFinancial customers — cards launched in November 2006
» Currently selling 2000+ cards per month
— Students — 4500 cards sold
— The youth (from 13 years old)
» Launched in November 2006
* More than 1000 cards sold

" New co-branded cards Warsaw School of Economics,
« Contract with Polkomtel signed in March 2007 October 17th, 2006

. Cards Acquisitions (in M) :

18%

Oct-06 Nov-06 Dec-06 Jan-07



Investment and Insurance products

Mutual Fund assets acquired

through the Bank

|
Single Premium Unit Structured
Linked Products
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| |

e
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3Q 06 4Q 06 3Q 05 3Q 06 4Q 06

18% = New product launches from October 2006:

l On-shore funds B Off-shore funds

3 Union Investment funds - UniEquity
ING Construction & Real Estate fund
DWS TOPS50 Small and Mid Cap Plus
2 New DWS funds introduced to SPUL
Bundle offer with SPUL and TD 11%
New tenors in SPE PLN 1Y and 3Y
Hedge Funds — under development

citibank handlowy

Bank Handlowy w Warszawie SA

B’ Union
Investment TF/

ING o

FUNDUSZE INWESTYCYJNE

Lokata z Portfelem Inwestycyjnym

- miesigezna lohata £ oprocentwaniem stalym %
* 2B fundusty tarzadzanych prees 6 reomomanych TFI
* pranoszenie brodkdw migdry fenduszani bez podathu | optat
* bezpieczoe | szybhle zartadzanie Poctlelem przez internet

=~ citibank handlowy

—




Strategy — increased efficiency of CitiFinancial CIthankhandSIo W

Multi product channel ]
= Mortgage loans portfolio - implemented ,':’;‘T’ﬁj‘; :,?egi,?::,ie
» Home Equity — November 2006 — in 50 days
* Prime Mortgage — January 2007 Bierzesz $lub? .
. - : . . citifinancial
= Credit Card for CitiFinancial customers Remontujesz?
« Launched in November 2006 — in 35 days

Kredyt Mieszkaniowy

Pozyczka Gotéwkowa % Superszybka gotwka citifinancial
~ na nagfe potrzeby!

Gdy potrzebujesz na juz!

Wystare: iesz do CitiFinancial
z dowod: a gotdwke mozesz

citifinancial = e

O z{

= ——
opl
/ . pi itv 2a rozpatrzenie wnjos,
!M [ tvceng nieruchomosci
Poiyczke Gotéwkowa mozesz otrzymaé: : F _ _‘_‘—ﬁ‘_ﬁ‘_ﬁ_‘k—‘———.—__
« szybko - podczas jedne] wizyty

Kredyt d
= fatwo - wystarczy, Ze przyjdziesz z dowodem osobistym V OStean

N . og g, . W PLN, [
0 chcn - dowoie gty [yt Pozyczki CitiFinancial CHF iEUR

Wystarczy, ze:
« wypeinisz wniosek o pozyczke

SprawdZ w CitiFinancial:
o Zory, ul. Szeptyckiego 4 .
uroczystosé : teh (032) 434 00 4 Juz od

rOd 7 | nna - ) ::.ummy od poniedziathu do piatiu w godz. 9.00 - 17.00 4’950/0

slg z naszym Py

Mortgage Loan at CitiFinancial

citifinancial

Wystarczy,
ze przyjdziesz
z dowodem!

Loans Offerings at CitiFinancial




Enhanced distribution strategy



Tailored branch network CItlbankhandlo ey

= 115 branches servicing both individual and corporate customers
— Joint network with corporate bank went live on March 1st, 2007

13
branches 86 111
Corporate Retail CitiFinancial

J Out of 86:

= 72 Multifunctional

= 13 CitiGold
Branches that service CitiBusiness clients = 1 Investment Center
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Strategy — closer to the Client Cltlbankhandlowy

BP gas stations

= |nnovative access channels — BP gas stations, malls
» Malls launched in July 2006 =
« BP stations launched in October 2006 m N S .?’
. 70 BP stations & 5 malls — as of March 2007 g
= Qutlets in companies — mini-branches
» Electrolux”in Siewierz

'. ok A
ﬂm.‘rsmx\

» ,Sharp”in tysomice

citibank handlowy
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Efficient processes and procedures



. itibank handlow
Efficient processes and procedures cit ba Y

= Client First Initiative
— Diagnosis made on external and internal customer feedback

— Projects aimed at:
* Process efficiency
« Documentation simplification
* New innovative ways of servicing our customers

— New claims resolution process
— Constant customer feedback
— Continuous process

=  System support

— One common front end system allowing for account opening and full loan approval
process

cifiiank handiow

)
Cltibank Online
fp— s s

[T ——
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. itibank handlow
Efficient processes and procedures GIt ba Y

= Client First initiatives:

Co Panstwo

. ?
— Skybranch — virtual contact centre for selected Gold customers O nas sadza?
e [aunch in Aprll Badanie Satysfakcji Klientow
Citibank Handlowy
— VIP Service for customers recommended by corporate bank F’fﬁg:tzci";fj::ii;‘jsza
» Already in place from December 2006 at Investment

Centre

— Investigation Handling Timeliness — 85% of customer
complaints handled no later than 3 working days

— Constant customer feedback — to identify and analyse
important customer service problems

» Online Branch Pulse Survey implemented in 13 branches
» Additional 30 branches by mid April

— OBOP Survey — local survey covering customer service
* Live in April
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citibank handlowy

Enhanced Marketing Communication Strategy

= New campaign goals:
— to support loans acquisition
— to increase NTB customer traffic in branches
— to increase awareness of our bank offerings

Leaflet

Press

e ”»
Udostepniamy pleniadze 3 O I V‘
w Citibank Handlowy.

4,954

bedzie OK?

cifibank handlowy

Udostepniamy pienigdze
w Citibank Handlowy.

,We give access to money
at Citibank Handlowy.
Is 4.95% OK?”

Czy 4,95%' bedzie OK?

W Citil Mﬂu\dhnm oiesz podycryé plenigdze na dowolny cel. mmummwa.osw wPLN, Porbwrujac alerty innych
bankéw, prrekonasz sig, fe warto odwiedsé nasz oddrial. Wyblerz cod dl = naarej nowej oferty kredytows]. Prryjal
da udﬂ(lnl Iub zadzwolc O BOI 605 605 awut peiacawnia coms | s kabdy rapesapty miutel.

* Priyhimdoss sprocentywanie wylcone dis Padvin] Hpstecone | Oprocen bowan e recrywiste 6.50% ne possianie WIBOR JM ra szieh
FUO22007 r. Meots brwdyte 100 OOD 21 na clires D00 miet oy Kwota knedyty do wartobol nieruchemodcl (0%,

www.online.citibankpl

Bank Handlowy w Warszawie S.A. Cﬁibank handlowv
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Innovative acquisition strategy



citibank handlowy

Leve rag i n g th e S ! n e r i es Bank Handlowy w Warszawie SA

Unikasa .
121
« Live in 9 GCB branches from January 2007 uni kasa

« Live in 5 CitiFinancial branches from March 2007 Tu zaptacisz rachunki

Citibank at work

= Structured approach to all customer segments -
implemented

= Complete product offering for all employee groups

» Moved from single product selling to full package
selling

» Already 450 retail packages sold

= Presence at the workplace through mini-branches
» Electrolux, Sharp

= Financial education as Point of market Entry Tool

CitiBusiness
= Usage of corporate products and platforms
» CitiTreasury Interactive platform — under implementation
= Reaching out to the suppliers and distributors of our corporate customers
= Leveraging best practice marketing and acquisition strategies —" T'rade with us” campaign
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citibank handlowy
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