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Operational Effectiveness & Organization

Our services

Organizational
Governance

* Organizational
Chart
Management

* Regulations
(Bank, Business
Areas)
Management

* Pricelist
Management

* Custodian for
Product/ Service
Process Creation/
Modification

Corporate
Documents
Custody

 Corporate
Documents
Publication

* ABIiD Platform
Management

» Committees/
Councils
Management

* Signatures

* Business Cards

* Telephone
Catalogue

¢ Hellenic Bank
Association

Operating Model
Changes

 Centralization/ Carve-
out

* Organizational
Restructuring

* Roles &
Responsibilities
Documentation/ Re-
allocation

» Governance
Mechanisms
Assessment/ Design

* Change Management
and Communication

Process
Transformation

* Process Diagnostics

* Process Statistics
and Analysis

* Process
Improvement
Solutions Design

* New Process Design

» Continuous
Improvement and
Training

‘s

Horizontal
Capabilities &
Automation

* Robotic Process
Automation

* Simple Workflow
Solutions

* Electronic Signing
Solutions

* Qlik Platform
Management

Business
Process
Documentation

* Definition and Update
of the Methodology
used for the
Documentation of
Business Processes

* Documentation and
Publication of
Procedures and
Processes using
ARIS

7. Support Business

Areas for the
Documentation of
Business Process
using ABiD Template

Branch
Network
Instructions

 Coordination of the
Issuance of
Instructions related to
Branch Operations

* Clearance and
Organization of
existing Documents
(e.g. Circulars,
Manuals) related to
Branch Operations

 Coordination of the
Creation of Product
Sheets

* Participation in
Projects related to
Branch Operations



From business strategy to implementation

How should capabilities be
Where will we choose to play configured? Where should they be
and how will we win in these executed? Who has ownership
markets? and decision rights?

How do we bring everything into
action?

Business Operating
Model Model

Operationalization

People,

2:15|tr1ess Capabilities processes
rategy & technology
What are our aspirations? What capabilities are needed? What business processes,
Which capabilities must be built, technology solutions and
refined or bought? management systems are

required?
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Business Process Documentation

ARIS Project Scope & Expected Benefits

* Project Scope: Mapping of Business Processes (cross functional/ end-to-end), using a specialized BPA tool (ARIS)

Previous Status

Target State

Process documentation:

Units, without central governance
* lacked standardization

» was limited to circulars issued by stand-alone Business

 did not cover all processes nor all process-related
resources/ objects (roles, documents, applications, etc.)
» was characterized by a “vertical” process view

(end-to-end)

*Designated BPM Office (under Organization Division)

*Repository for business processes interconnected with
respective applications (Data-Documents, Applications,
Products/ Services, Organizational Structure)

* Transformation of process view: from vertical to horizontal

Regulatory Operational Efficiency

« Compliance with Regulatory Framework
regarding process documentation

* Support of Internal Audit and Operational
Risk: provision of a common process
repository for conducting Internal Audit
and assessing Risks (RCSA)

* Quality Management System (e.g. ISO
9001) readiness

« Continuous Process Improvement driven by
informed decision-making

* KPI monitoring and process measurement

» |dentification of opportunities for operational
efficiency initiatives (centralization,
streamlining, automation)

* ARIS Connect — “Enterprise Management
System” (consolidated presentation layer
of Enterprise Architecture)

« Single point of reference for Business
Processes

* Assignment of Business Process Owners
(accountability)




Business Process Documentation
ARIS Project Approach - Timeline

O

Phase B’

Creation of BPMO,
detailed modeling of
Bank’s core & support

Phase B’ (cont.)

procedures (EPCs) and 3.800 procedures & 114
processes (VCDs) E2E processes have been
based on prioritization published
| |

May 2018 Jan 2019 June 2021 Dec 2025

| |
Phase A’ Phase B’ (cont.)
ARIS Platform ARIS Connect Portal
selection, project Go Live

and platform setup,
high level analysis
of Bank’s functional
areas, prioritization
of process
documentation




Business Process Documentation

Current Status

Process Documentation @ Alpha Bank

ARIS
p—
[

Visual modeling using
ARIS Platform

Units in close collaboration
with the BPMO team

Publishing of processes in
ARIS Connect Portal
(flowcharts) and ABiD
Platform (pdf manuals)

Word Template

E

Textual description using
Word template

Units with oversight by the
BPMO and Rules &
Regulations teams

Publishing of process
manuals in ABiD Platform
(pdf manuals) and link with
ARIS Connect Portal
(~480 manuals have been
linked)

ISO Certification
SRR
ISO
h\avr2 g

Textual description
using Word template

Units supported by the
Group International
Standards Certifications
Management team

Publishing of ISO
manuals in eQual and
ABIiD Platform (pdf
manuals) and link with
ARIS Connect Portal



ARIS Connect Portal (Home Page)

ALPHA BANK ARIS Connect

Advanced

On-Board Content

Ailadikaoieg Movadwv E2E Aiadikaaieg
(Unit Procedures - | (Business Object
EPCs) B Processes - VCDs)

EmA£ETe TOV OUVDEOHO EmA£Ere 1ov ouvdeopo B

*Aiadikaoiss MovaSwv/ Mapdywv” ' A \ "End-to-End Aiadikacisc”

yia va TTAonynBeite ong 1 gxa va Thonyn@eite oTic "on board”

"on board” diabikacieg Twv IEpyaoicg (end-to-end/ cross

Kevrpikuv Yrnpeowv/ Karaotnudrwy functional S1adikaaizg) Twv
ETTIXEIPNOICKIIV OVTIKEIPEVWIV.

Aiadixaoieg MovabSwv/ MNapoxwv End-to-End Aiabixaoicg
{Unit Procedures) | (Business Object Processes)

Favorites show 3 Quick Links

«AyaTtrnuéva»

>

Xpnoigol cuvdeaol

p A3 |
N /7 :
Alpha Bank Issued Documents

(favorites) T 1 ‘
| i

Napoyn ZupPoulsutikng Yrnosoiag
LuapBpwong Xaproduakiou (PC)

Private Banker ARIS Connect Zivropog 05nyoc Xprong 0B8nyizg (Op=rating Documents)
Functional Role

Latest News
Evnuépwaon yia tn
dnuoacIoTToinan Véwv/  soemson s
rs 3 Map 2023 Private Banking - Emuaiponoinon AtaSixaouov Emwatponouj8nkav ot axohouBeg Siadwaoisg g aisdBuvong Private Banking: Zovbeopoc
ETTIKAIPOTIOINON

Ve
UQPIOCTAMEVWYV

q b Kardotnpa - Sadikacie anuoolonouiBnkav ot SlaSwasizc AroSoyic Kaptiw {Acquiring) Tou
O1adIKATIWV snomenmiirans ——
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ARIS Connect Portal (Atadwkacieg Movadwv)

006vn “On-board Content — Unit Procedures”

MapéxeTal n duvarotnTa TAoriynong oTi on-board diadikacieg (EPCs) Twv Movadwv/ Mapdxwv

ALPHA BANK

~ Unit Procedures
? Accounting Policies and Financial Cont

Advisory and Products

AML

Asset Liability Management

Bank Secrecy

Business Continuity

Business Management and Services
Capital Instruments and Securitizations
Capital Management and Banking Sup...
Cards and Personal Loans

Civil, Administrative, Criminal Law Dis
Climate, ESG and Enterprise Risk Man
Collaterals

Communications

Communications and Corporate Affairs
Corporate Banking

Cost Control

Credit Risk and Enterprise Risk Maodell...
Credit Workout

Custody Operations

Customer Data Verification

Customer Susadsi

Customer\

L Y N Y V)

Customers

Banking Services and Operations Legal...

<

Navigation Tree

Euoavidovral ol Movadeg Tou
d1a8€Touv on-board diadikaaoieg, KaTd
aA@aBnTIKA oeIpd

\ ARIS Connect

Advanced

Alpha Bank
Greece

EmiAéyeTal n emBupntr) Movada
atro 1o «Navigation Tree» 1

Retail Banking

TQ

Retail Networks
Operations

5 AigvBuvon
KaTaoTnuaTwy

KardoTnua

Cards and Personal
Loans

il
I

Retail Banking
Products Operations
Management

Wholesale Banking

i

Private Banking

1.

B Business
— Management and
services

Advisory and
Products

EuTrOopIK TpaTedIKn

]
- Corporate Banking

TTPAYMATOTTOIEITAI KAIK OTO €IKOVIidIO
«assignmenty B tTng emOUUNTAG

Movdadag

"

B Wholesale Credit
> Services - Bilateral
Loans - Credit...
B Yoo TApIEn
1 MoToSOTATEWY
MIKpWV...
= Retail Credit
> Services (Mortgage
Loans)
B Retail Credit
> Services (Consumer
Loans and Cards)

Iiil
)
>

Fay anma
Investments
Operations

Private Banking

Operations

Custody Operations

Treasury Operations

il

NANpwHEg

1

Financial
Management
=]
- Capital Instruments
and Securitizations
=] - —
5 Accounting Policies
i and Financial Control

el ol ol
M
b
L e
miatninlil:

o
]
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ARIS Connect Portal (Aladwkaciegc Movadag — ZUuVOoTITIKI ATIELKOVLON))

0086vn “On-board Content — Aladikacieg Movadag/ NMapoyxou”

EpoaviCovral o1 diadikacieg (L3) Tng emmAeyuévng Movadag/ MNapdyxou, TagivounuEéVES ava avTIKEINEVO epyaciwy (P3)

H mrAorynon oTig diadikacieg Tng Movadag TTpayuaToTrolEiTal HECW:
* Tou Unit Procedures povtéAou 1

* Tou «Navigation Tree»

MeTdpaon oTo )

EYXEIPIdIO

ALPHA BANK

ARIS Connect

Mapd&Bupo

d1adIKATIWYV TNG

MovTéAo «Properties»

Movadag )

I I Epmropikn Tpammedikn

< T Epnopuwkn Tparnsikn wr (4

Movada/
Mapoxog

AVTIKEIPEVO
Epyaoiwv (P3)

«Unit Procedures»

-

Ay OUDV o, AVATITUEN
Kal Aloxtl_?u.,n IxEong

LuOxEIpION EVKDITEWY
I'I|UTODO nu.uv OOlqu

E rlap|00|k53é_p‘.fccicc ?@gﬁgggﬂnﬁ
’
AlaélKaola .

] Ermihoyn, AZiohoynan |
Kol KOBopmopo
MAcigiow Fuyepyasiog L3
HE AuvnTikd TTEAGTR
. wWB
*rj .o
Tup. =] =~ ] =]
MNpayuarorroinon, YIroRoAr Eiomy nTlKOU
€ — Zuvavtnang pe Meham — MigToSorioswy WE —
- WEB Tpog ‘Eykmorn
VOPac...
oo
r

Zuvebpiaon Ea

YTroBoAr MpbTaong
MpodTToAoyIgUOU
EpTTopiknc
Tpamsefikng

onlm ExTi ||_u-|an
KIVITO
‘IIO—OOOTFIU"K WEB

KaTovour ZToxty
BACE EVKEKDILEVOU
MpoUroAoyigpon
Epmropikng
TpaTEdIKNG

ErrochTlunuﬂ
Mo 06 Dm c!:wv WB

T

Flupclho.»\nuencn £

Flclpclhu.»\ouencln
Opiwvi Dprov TupBoukiou r\“?;llgg?ﬂu}r\ﬁ)eg L
EUVERYOTIOC Kal MIGTO0OTATEWY WI Efaopahiosuy °U”°"°V'UL'°U
EEUTINRETNGN HAEKTDOVIKD MioToSoThoEwy WE aKne

EXTaKTWY AITNPATWY. . Eionynmiko

fuevEpyoia Epsuvag
MNapaxkohodsnon ZuveBpiaon !

E%:M ng MioctoSoTkng ZupBoukiou AKW'I"WUI—:S%"?L’:T;?C

XEGNE MeAdTn WB MoToSoThoewy WE 19nc

Navigation
Tree

[ =
Mpowanan Amagacns Ega ‘D_L}IK\‘ICfJJ%VUN
TupBouhiou  — inuuuwuaw\-’
[ T 101000\;;\10&1\" WB (Impairrment)
RO Y AOTTINGT) MoToSotiacwy WE

MapakohouBnan
Eugg\:mgﬁ oz \r;:\urm'lnc'n;
kBnAwan TN i
Toamecact Tonou ZuuBouhiol

IUNTOVIOUOC KOl
ETToTTEIQ Epyacin

MNapaywyr] Avapopl
(ECWTERMKO Reportin

‘ ]
iEcwr EDI

A\fcrrnuén Epyoouinv
ko BeATiwion
LSRN uJ\"

MeTdBaon oto
EYXEIPIOIO TNG

N

Aladikaoiog

H petdBaon o€ povréAo
VivETQI JE KAIK OTO €IKOVIOIO
«assignment» B Tng
d1adIkagiag

Y,




ARIS Connect Portal (Atadwkacieg Movadag — AVaAuTIKL atteltkovion)

0086vn “On-board Content — Aladikacieg Movadag/ NMapoyxou”

I T Eumopikr Tpameler, @ [

O1 diadikaoieg (L3) Tng emmiAeyuévng Movadag/
Mapdyou, duvartal va atreikovidovral Je TOUG

< 0 P Emhoyn, Aflohdynon ko KaBopiopd Niouiou Fuvepya ~

aezun _ MovTéAo .
- s 2@

«EPC»

€€NG TPOTTOUC:

1. Aldypaupa pong Epyaciwy To OTToio
TTepINapPBAvel TIC evEpyEIES/ BApATA TTOU
EKTEAOUVTAI KO TOUG TTOPOUG TTOU
xpnoigotrolouvtal (MovréAdo EPC kai
ouvdeon e eyxelpidio «kEPC Report» 10
OTTOIO £XEI TTAPAXOEi HEOW TNG EQAPPOYNG — -
ARIS) :

T Epmopukd Tpomelky 5

oto EPC Report

Euibary, Ashingny won Kesopauisg,

1. MetdPBaon

2. Aidypaupa 10 o110i0 TTEPIAAUPBAVEI
oUVTOMN TTEPIYPA®N TNG OIadIKaCiag, TN
Movada 1Tou eguTTnpETEi TN dladikaoia Kal
TUXOV TTOPOUG TTOU XPNOIUOTTOIOUVTAI
(MovTéAo Non-procedural FAD kai <
ouvdeon e eyxelpidio «Non-Procedural
Function Report» 10 o110i0 £X€I TTOPOXOE]

Function Report

2. Metdpaon
oT1o Non-
Procedural

MovTéAo
«Non-procedural FAD»

o oo
Decrpmon Defniborn -

sk . T sk

unk

MEow TNG e@appoyns ARIS) ®

3. Aidypaupa To otToio TTEPIAaUBAVEl TOV
TiTAO TNG diadikaaoiag kai T Movada 1Tou

ecuttnpeTei TN dladikaoia (MovréAo Non-
procedural FAD kal cuvdeon pe eyxelpidlo
«Eyxelpidio ABID» 1o o110i0 £X€1 CUVTAXOE]
atré Tn Movada kal gival dnNUOoCIOTTOINUEVO
otnv epapuoyn ABID)

ezartments

3. MeTdpaon
oT0 Eyxelpidio
ABID

< 0 Kipux Avadoyr yua v Ewooywy Kwnoow Afuoy oto XA 1 [

Model nfa Iocuments

= [ —
Kipen Avofiayr yio Ty
Encayeyr) Kvnpiiw - 0%,
Afiin aro XA

Kiopie AvaSoyd yua trv Eumeywyr
Kuvnrusw Afwov oto XA

MovTéAo ]

—

«Non-procedural FAD»



ARIS Connect Portal (End-to-End Awadikaocieg)

0086vn “On-board Content — Business Object Processes”

MapéxeTal n duvarotnTa TAorynong oTig on-board End-to-End diadikacieg (VCDs), dnAadr digpyaaieg

ALPHA BANK , ARIS C t
EIJ(PGVICOVTCXI TA \ onnec
Emyxeipnoiokd AvTikeipeva B _
» Unit Procedures -ITOU £ival On_board OTO . N

~ Business Object Processes

> Alpha Private Bank ARIS

Kapteg

>
¥ Komovolwtikd Advela

) ETTi¥gipnaiakd
> Opyavwon ANTIKEIDEVT
>

Xpnuatodotrjoswg WB |

| ! |

) : \ ) : )
| : Y K
= = *ﬂl : MisToSoTrosig EmrevBuTiKr Tpcmsz_lkﬁ: Wealth Management Risk
| | |

EmAéyetal To Emixeipnoioké | | o0 oo

=
< AVTlKEilJSVO aT1ro TO « NaVigation XpnuaToBoTioec WE i >|il Alpha Private Bank

Tree» 1] TTPAYUATOTIOIEITAI KAIK OTO

gIKovidlo «assignment» Ej Tou E N
QAVTIKEINEVOU

Gold Personal Banking|
(evTog ZuuBaong) |

—_— Kapreg




ARIS Connect Portal (Alepyacieg ETiixeipnotakou AVIIKELNEVOU)

006vn “On-board Content — End-to-End Aiadikacieg ETrixeipnoiakou AvTikeIgéEvou”

Epgavidovral ol End-to-End diadikaacieg (L2) Tou emmAeypévou ETTixeipnolakou AvTikeigévou (L1), Tagivounuéveg ava opdda diepyaciwy (P2)
H tmAorlynon oTig digpyacieg KABE opAadag TTPAYHATOTIOIEITAI HECW:

* Tou Function Tree povtéAou n

* Tou «Navigation Tree»

ALPHA BANK ARIS Connect
Q search Advanced
> Unit Procedures .
< T Xpnuparobotriosig WB picg
~~ Business Object Processes y
N Emmixeipnoiako Qs & um
> Képrec AVTIKEiIJEVO (L1 ) Attributes Related models
» Koo
O 4 E E / Attribute Attribute value
> oey pada End-to-End —
~ Xpn| , XpnuaToSotrigac WB MName Xpnuavtodotriosic WE
Type Function tree
> dladikaoiwv (P2)
| Release 1.0
= L Released on 28 low 2022
L Release ..
1 Apxixr ExBoon
seree I notes
AIPEpED ZUvBET o
XDnJmogngﬁcgElg wB X?}"Iﬁl-ﬁ}ggi_ﬂotit_l-ﬁ_'\:'\]B i
|

Edwayn Miag
LupEpolg
XpnparodoTnong

H perdBaon o€ povréAo
(VCD) yivetal pe KAIK 0TO
€IKoVvidlo «assignment»
TNG dlEPYaTiag

Algpyaoia
(L3)

EKTauicuan Apep
XpnuartodoTnong

TpoTrotoinan Tpuww

0
Xanmoéé’lﬁcng‘
Efacpahiioswy WB

uuuuuuuu

uEp
Xpnuparodornonge WB

€
E
8
I
)
+



ARIS Connect Portal (Aiepyacia - VCD)
006vn “On-board Content — 2eAida Model”

Eugavidetal o povrédo (VCD) 1o otroio mrepidapBavel Tig eTTiuEPoug diadikaaieg Twv Movadwv/ Mapoxwy TTou CUPPETEXOUV OTNV £GUTTNPETNON
NG End-to-End diadikaaiag

ALPHA BANK ARIS Connect

Q search Advanced

» Unit Procedures <

Juvalpn Néac Alpspolc Xpnuatodotnone WB ¥y

~ Business Object Processes

r 14 \
R - AvaKTNON EYXEIPISIOU oe aum
» Kaprec Zovaown Néag Aipepo 6|Epvqo-|’qg J- ( 1ated models

L[ 4
> Kortavohwtikd Advela /_\ I_I p X g
Mpooéhk \ Eirfiynon/ ‘Evkpion a 0 O
> Opyavwon

7 Yenuarebomosa e MerBaGn GTrI GeAiéa Type Value-added Chain Diagram {VCD)

~  Mpepeic XpnparoSotioew; WB A , 6 e 4 =
L . . . Release 1.0
e Avayyehic IxEong pe Mehd... T n pO(pO p WV Tn g |£pVG0|0§ n kri Toammegikn Eﬁ;‘;,ﬁg’,{g‘gﬂg Eutropikri Tpamedikn
H > \'\-TIEI! Released on 28 lav 2022
]

ibute value

Dvonln Néog Aypepo g Xpnuartobatnong WE

ima Tovoubn Niag Awpepoic X.. OTlg 06”V|£g -ITOU | - .L .L Release
ALlohbynan

b Ecaulzuon ucools Xen.- XpnolyotroiouvTal otn dlEpyadia o, T

Apyuxr Exboon

YTTOBOAA | notes

3 3 Eignyntikol
. - borncz.uv (Credit Opinion) - MIGTOOOTACEWY
awa TpOmomoinon Opwv ApEp... HAEKTROVIKD WE mpoc Byxpion
Eionynmxo Eutr
Aladikaoia
<
Mapdyou e . —>E
V aa L 1 ot
2] B Eva
Zug]l'[?g?p?]ﬁg:[tlrmcz 3 4nggyasoc:aggrlu
Nouikd NpoowTa
K&vtpo/ Corporate LETL Bﬁgmec.c.
Onboarding - |
|
=N
=t
|
Yhomoinon Eykpimkig Ao i
AYT]
Turjpa MoTed e . B —
‘Wholesale E -—E ﬁ i -0
AYTT AMWB = :-
- X . YAoTroin o
) . § . A gipian Epyaouv ;
o [T . R . e, .., [
o = 3l - e +




Alpha Bank Issued Documents (ABiD) (1/3)

AsiToupyikoTnTa ZEAiIdAG

£ AioBéoipec BIBAoBrkeS / EvOTnTeg

9 MerdBaon otn oeAida pe 1a ‘Eyypaga trou £xel ekdwoel n Tparreda otnv ayyAikh yAwooa

@ Mnxavr) Ava¢nrnong mng TmAaTgpoppag

ALPHA BANK

‘Eyypada Tpdmelag

XpewaZeote Ponfaia é | A-Z | 4| @

E X/
ok
. Pk A
Alpha Bank l;sued Docur.nents 1 ;
S
i‘ L ‘b a 1
Q Avalijmon £0vBetn Avalitnon

N

Ta Eyypapd pou Q

s g i =

Ta Eyypapé pou T Ta Eyypapé you Y Ta Evrund uov T Ta AwcnoAoynrucd pov ‘T
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Alpha Bank Issued Documents (ABIiD) (2/3)

Amogaozig

v dEpouv TV uTtoypagr) Tou EkSaTn

¥ Avaronuwvouv TipooBrikeg/petafokés Tou
mhaigiou Aermoupyiag Tng Tpamelag

v To mMepIE}OUEVD Toug EEEIBIKEDETOI PE
O&nyieg, Eviuma, Kavoviopoug Asmoupyiag

0&nyieg AixTlou

¥" MepihapBavovtal o1 oBnyieg ou
atmrooTéhhovtal oto AikTuo amd Tn fAuedBuvon
Aakriou Koroompdrwy EAMaSag ) alheg
Movadeg pe Tn poper) nAekTpovikrig
ahAnhoypagiag.

Opyavéypaypa

¥ Tnpei v Tpéxouca eixdva Tng OpyavwTikrhg
Aoprig
¥ Alpop@uveTal e BAaT TIG OpPYavIWTIKES
HeTaBoAég
¥ [Mapeye TN SuvaroTnTa EPPAVIoNS Twv
Kavoviopwy Aemoupyiag

¥ EfeiBiketouy TO TIEPIEXOUEVD TLWV ATTOPATEWV

¥ Na kaBe Obnyia sivon SiaBémpn pévo n
Tpéyouoa ékSoor

¥ Fuvobelel pia Amopaor

v MepihapBaveran To oUvoho TwWv KWSIKOTTOMUEVWY
Evtimww

v" Mapéyovial o ¥eipdypaprn Ko nAEKTpovikn Ekdoor)

v AVOKOIVUWVOVTOl JE O¥ETIKG ATTOPaoT - AToTEhoUv
Odnyia

P

~

H Tpdamela exbidel «ATTopdoeigs, 0l OTTOIES AVAKOIVUIIVOUY
opyavoypapdanikéc akhayéc, Emyepnuankécdpdoeic,
Exdoon pubpioTIKwy eyypdpuy, vEa TTpoidvTa riuTTnpeoieg
K.ATT.

H «Amépaon» ouvodelel éva ‘Eviuto fj Obnyia

O 1pdTroc uhoTroinong Twy ATTogpdoewy eEBiIKeUeTal OTO
avTioTono ‘Eyypago Obnyiag,.

Ta'Evrutta guvigtoly Obnyia, Adyw dpwe e 1SiaiTepng
onuagiag Toug ot Aemoupyia Tou Opyavigpou, /

SlaywpioTnkav Kal TnpoUvTal g avefdptnTn BifAiobrikn.
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Alpha Bank Issued Documents (ABiD) (3/3

) @™ O |3 wesreapha-Home

< C M

X [ Osnyisc- Oha

ALPHA BANK

x |+

El https://sp.central.root.alpha.gr/apps/ABiD/el/operating/Doclib/Forms/view14.aspx

Q  Avatimon

Eyypada Tpanelag

TovBztn Avalfiton

h '3?;' Anoddosig

Huzpopnvia ExBoang

10/12/2024

6/12/2024

4/12/2024

4/12/2024

3/12/2024

3/12/2024

2/12/2024

2/12/2024

2/12/2024

2/12/2024

2/12/2024

2/12/2024

lg..iﬂ BiBAwoBrikn Evtimuwv

Mokt
=l

Tevikég 08nyisg Epyaouv
A

Eyxetpibia Mabikacuiv ABID
Kt

Eyxeipibia Mabikacuin ARIS

£, Evxewpibia MuSwaouiv IS0

EyxewpiBia Xpriong Edappoyiv
) b
Kortaorarmikii TupBouhiny / Erporin
Kavowviopoi Aswcoupyiag
a
Nepypadéc Oéozwv Epyaaiag

£ Ninpodopiz Mpoidvruy

Tuohdyio

m w
TaEyypadi pou

Evyetpibio iag Y AmnpdTuy i c

Evxeipibio AaSaciag YAorolnong Axrparog Maxeiplong O

Sivrang/Fupha
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Next Steps — Process Documentation Application (based on ABiD template) 1/3

ALPHA BANK

M Néa Aladikaoia Avalntnon  Odnyieg  Atmoouvdeon

Néa Aladikaoia
Auvatdtnta emmiouvayng

Ievika Mepiypaen Evepyeiwv MapapthpaTa Noitrég MNAnpogopicg EIKOVaC

Ardypappa Porig NemrTopépeieg BApATOG

Emouvayn Eikévag: Eikéva diaypaupaTog pong diadikaciog Avolyua véag oeAidag yia
emMeCEPyaaia Kal GUUTTANPWGN

Tuvorrikij Nepiypagn Evepyeiiv TWV ATTAITOUUEVWYV TTEDIWV

o+
MeTakivnon
1 | MapaAaBr aIruaTog d (] Brinarog
2 | "EAeyxog opBoTNTAG QITANATOG & 5 T
MpooBnkn
Briparog + Alaypa®ry BiUaTog

Mpoodnkn Brparog

To Bripa TpooTiBeTal TTdvTa oTo TEAOG Kal TTaipvel auTépaTa Tov algovTa aplBud Tou.

MNa tnv elcaywyn BRuatog evoidueca otn dladikaaia, Ba TPETTel agou TTpooTedEi aTo TEAOG, Va
METaKIVNOEi aTnV KATAAANAN B£an.

To Bripa Ba Tapel autéuaTa vEo auéovta apiBuod avaAoya Pe T BEon TTOU TOTTOBETABNKE.

ATobrikeuon




Next Steps — Process Documentation Application (based on ABID template) 2/3

ALPHA BANK

M Néa Aadikacio  Avalitnon  Odnyiec  Ammoouvdeon

Mepiypaen Evepyeiwv MapapthpaTa Noitrég MAnpogopieg

AetmrTopépeieg Biparog

A/A BrAparog: 2

TiTAog BApaTog : ‘EAeyxog 0pBOTNTAG AITAHATOG

Mepiypagr BrpaTog : MpaypaTtoTrolel Ta akdAouda:
» EAEyxel TNV 0pBOTNTA TOU AITAPOTOG TTANPWHAG (OTTTIKGG EAEYXOG)
» EAEyxel, Baoel TijoAoyiou, TuxoOv UTTapgn diuepous cUP@WVIAg Kal TUXOV Kataxwplion TG
TpdmreCog 0TOV KOTAAOYO QCUVETTWV TTANPWTWV
2TNV TTEPITTITWON TTOU UQioTATAl JIKPR aTTOKAION OTO TTOC0O, TTPOWBEITAI GTNV TTPOETOIUACIA TOU
airiuatog (BAua 4).
AlOQOPETIKA, €AV TO TTOCO TTANPWUNAG £XEl HEYAAN ATTOKAION OTTO TNV TPOTTECIKN) TTPOKTIKN,
TpowOeital oTn digpelivnon atrokAicewv (Brua 3).

Brua eAéyyou: ™

ATobrikeuon
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Next Steps — Process Documentation Application (based on ABiD template) 3/3

ALPHA BANK

M Néa Aladikaoia Avalntnon  Odnyieg  Atmoouvdeon

Néa Aladikaoia

Ievika Mepiypaen Evepyeiwv MapapthpaTa Noitrég MAnpogopieg

AetrTopépeieg BAparog AuvaTtoTnTa EVOWUATWONG

HMOPQOTIOINUEVOU KEIMEVOU Kal

Odnyieg ekTéAeang M.x. O1 KIVAOE€IG TTOU TTPETTEl VO KAVOUUE WOTE VO EVEPYOTTOINBEI N K&pTa €ival ol €ENG: el

BrAuarog 210 Tedio Activate kataxwpouue “y” kal oTo TTedio Confirm karaxwpouue “e” kal enter. H kapta
MOAIG evePYOTTOINONKE

Auvatotnta ouvdeons Pe
apxeio/ oeAida oTo Intranet/
Internet

Odnyia 1

ATobrikeuon



https://sp.central.root.alpha.gr/apps/ABiD/el/operating/DocLib/Forms/view4.aspx

Next Steps — Wiki Page

Evzpyomroinon Kaprag peow Call Center

# Tzvika
+ Neprypogn Evepyeiuy

1.

i

Afyn aimiparog
Mekarn

Eheyyog status
EVERYOTITINDNG KApTag
Evnpzpwon Neharn pz
Kawi kg
EVERYOTITINDNG KApTag
EmpzRaiwcn
OTONEHIN KODTOG
‘Ehzyyoc SuwaraTnmag
EVERYOTITINDNG KApTag
Evepyomoinon kapTag

+  Mdypoppo

+ Mopaptipara

NEPIrP&®H - EKCNOE

H Babooia mombapfdvn fig EvEpYEEG TOw TRAYLOTEToaivialn yia my odepyaroinon
wiptag piow tou Gall Gepier, cpoooy mhngolvim o kamdbinbeg npodrodiog

NEAID EdAPMOrHL

H Babimooia byo cpappayr) v ra Gl Seakss,
AKPONYMIA

o
3
b

NEPIrPASH ENEPINEKIN

@ Aryn orfparog Mesdmy -
8 EAsyyoc status svepyomoinong kdoTag -
AzmoupyiEdg PdAog: Call Center Agent E
Negrypagn

EAbyyel MEOLS TRC E@appoy R pdy i kapra Tau MeAdm ehve evepyaTompivn i Sy,
Lt Acpinrwern maw:

- 1 EapTa tvm A8 evepvaTonLivn, n Axdikaoia Teppanifetm
= N wipra Sov v ovepyomaineivn, n AmSwasia ovvexio oo Bipo 3

Eqappoyig: CMS

B  Evnpepuon NzAdTh Pz KOvAAa EVERYOTOINTNC KAPTOS -
B EmBEfoiwen oTonEiwyY KApTag -
B EAzyog SuvaTaThTOG EVEROTOINONC KApTag -
B Evepyomoinon kdprog -

AzmoupyEog PaA0g: Call Center Agent

Nepr/popn
Evepyomain Triv kdpta, piau e opopuayns.

Onmyizg

O KWTOEE TTou TIPERLI WO KEVOUME WETE va cecpyommainB n edota chai ai e
Lro modio felivale xamapwpodpe *y" km aro medio Grafon, saroywpatpe “e” o gpder H
wdpta pakg peepyomanBke.

P

Empopuoves: CMS

Evowpdartwon odnyiwv
oTa BrdaTa TNG
dladiKkaoiag
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Konstantinos Alexiou
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“Let’s Empower Everyone to make
Small Incremental Improvements
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Alpha Continuous Improvement (Cl) Framework
Small Steps. Big Impact. Empowering Daily Improvement for All

WHY: The Bank’ s operational performance suffers from legacy
structures and processes, i.e. from unnecessary complexity that make us
bureaucratic and slow. Simplification on all fronts is urgently needed.

WHAT: The CI Framework will drive a self-service continuous
improvement culture within Operations, whereby each will be
empowered to facilitate intra-departmental targeted, every-day
improvements.

People People People Project Programme
Training Coaching Empowerment Delivery Governance

Top Leadership support HR support

(Bottom-up motivation)

(Top-down support)

Our Vision:

We envision the ClI Framework to act as a
catalyst for every-day positive change. Each
GM area will develop the capability to identify
process inefficiencies and be empowered to
deploy appropriate countermeasures

Our Approach:

- Each General Management area will
nominate Service Improvement Champions.

- Champions will complete either Lean Six
Sigma Yellow Belt certification or an internal
Continuous Improvement training program.

- Upon completion:

v Those certified through Lean Six Sigma will
lead at least one process improvement
project within their area of responsibility.

v Those who complete the internal Cl training
will participate in a team-based improvement
initiative.

- Throughout the initiative, Champions will
receive ongoing coaching and support from
the Operational Excellence Coach.

Deployment Strategy

1 ey e b Uas g e sada o
Lean Six Sigma - 1ASSCH Certified
Yellow Balt™ ICYB™

Internal
Route

6-Hour Lean Six Sigma
Theoretical Training

2 4.5-Hour Practical Workshop:
Lean Simulation Game

[lll 16-Hour Real Case Study
Workshop

External
Route

® 32-Hour External Lean Six
Sigma Yellow Belt Theoretical
Training

® 2.5-Hour Exams (IASSC) &
Certificate

& Individual Yellow Belt Project




Alpha Continuous Improvement Framework
Why small changes matter

COMPOUNDING EFFECT

Compound Interest : interest earned on
money that was previously earned as interest

Compound Efficiency Gains : efficiency gains
achieved on top of previous process improvements

Compound Interest

Simple Interest

Exponential Effect (over time)

THE LONG TAIL (AGGREGATING EFFECT)

The aggregate efficiency gains
from many small wins can be
comparable to those achieved

/ via few “flagship initiatives”

“—r <

Low Small Wins
Hanging
Fruit

v



Lean Six-sigma Stories in Banking

....we have adopted the essence of Six Sigma and Lean in the way we think and approach a problem

Our belief is simple: as employees start to embrace the culture of Lean Six Sigma, operational excellence
H B ‘ will follow automatically
You might have a wonderful set of people running the Lean Six Sigma Initiative but if you do not build the acceptance

around it - i.e. the culture - it will never be effective

<v> Hemant Malhotra, Head of Process Improvement & Quality at HSBC Securities in Dubai (2011)

Source: https://www.processexcellencenetwork.com/lean-six-sigma-business-performance/articles/lean-six-sigma-at-the-world-s-
local-bank

No 1 Bank in Europe in total assets

Youcef Bensafi, Corporate Lean Six Sigma Director at BNP Paribas in France (2019)

“Companies make too much use of external resources. This is not compatible if one wants to become

Let’s not re-invent the

B N P autonomous in terms of methodology.
This is why, at BNP Paribas, we have chosen to drive our transformation efforts using internal
PARI BAS teams, our talents come from internal mobilities as well as external hires.

Source: https://insights.btoes.com/research-report-2018/19-our-experience-in-deploying-and-sustaining-an-oe-system-bnp-paribas

Dr. Alex Balbontin, Vice President of Productivity and Quality and Master Black Belt at
JPMorgan Chase (2005)

JPMORGAN ..we are using the Six Sigma approach to drive improvements in quality and efficiency
YrT A Q throughout JPMorgan Chase

("HASE & CO ...Six Sigma drove more than $400 million in financial benefits in 2002.

...... we nearly doubled the number of employees with expert Six Sigma certification

Source: https://www.isixsigma.com/financial-services/jpmorgan-chase-six-sigma/

No 1 Bank in the world in total assets




_____________________________

Governance & reporting

Coaching \ Cost — Benefit

analysis
i > : O O
. Recognition Y n

Operational
Excellence Operational Excellence specialist Operational Excellence Specialist

(Black belt level) (Green belt level)

_____________________________

___________________________

Team
Mission: Develop Service Improvement Champions & coach them on projects
delivery, programme overview & reporting. Also facilitate high profile process
improvement initiatives.

Service O O Q O O O O O O ( Yellow belt level)
Improvement m m m mm m mm ﬁ

Champions

aﬁ;’:ig’;) Mission: Develop to a Yellow belt level, lead process improvement projects in their areas
(invest 5% of their time for training/coaching & 15% on process improvement work)

SS990.d

____________________________________________________________________

____________________ " Project | | Project | | Project | " Project | Project i1  Project

: | W L #2 L #3 L #4  #5 #N

| Engagement PN e e e e Reduced

e At \ process
Development complexity

Improved process
lead times

I\‘““':'_'_'_'_'_'_:::-_-_-_-_-_::-_’_; ____________ Continuous Improvement Mindset %
’ i Process Optimization/Simplification G

People Development
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Lean Office Simulation Game Road-Map

Agenda
. Responsibilities Read Work .
Case study presentation Allocation Instructions Run 15t Round Th e roa d ah ea d'
(10) 1. (10) 2. (2) 3. (3) 4.
Introduction in Lean Methodology
Tools Presentation for. Pr_ocess Improvement (Basic
Identify Process - Process Mapping Principles & Tools)
Inefficiencies: - Value Concept ’
Capture Current State Process P g ; 20
Non- Value add steps g Map - 8Lean Waste B"sfd'safs'on g’;fey tﬁam . Bring it to Life by Simulating and
- Waste & Root Cause (5 - Bottleneck Analvsis observations & Baseline ) i
Whys) - 5 Whys y Process Performance Improving a Common Office Process
- Multivoting . ; .
% Having fun while doing
8. (30) 7. (30) 6. (15) 5.
(40) Improvement Solutions
‘ Brainstorming & . .
(20° Break) ~ Prioritization (Multivoting) Run 2st Round Quantify Improvements Team Discussion

Lessons Learnt

\ 9 ¢ ¢

. y . 20 ) 15’ 12. 257 260mins
9 (20)) 10 (20) 11 (15) (25) (4.5 Hours)




Alpha Continuous Improvement (Cl) Framework ! Next Steps for OPs

Why the Pilot Succeeded, Key Outcomes & Next Steps

Credit Services - Shipping Senior Specialist
"I now automatically think about how to make everything Launch the second CyCle Of the

higher quality, faster, addressing problems at their root rather | n te rnal C I p rOg ramme | n Q 3_

than applying supefrficial solutions."

Third Parties - Insurance and Invoicing Specialist
"The program enhanced my skills in process improvement

.y - and data analysis, providing me with the right tools to achieve
. _— oy — higher efficiency and quality in my work" Q4 2025
Success Drivers al g
y
o | rshi mmitment ~ Third Parties - Insurance and Invoicing Specialist . .
eaders P Co e i ~ y ~ "A very interesting empowerment course that each of us can Traln and Certlfy th ree
° Targeted, hands-on Iearn/ng approaCh ~ utilize in our daily work life to make it better! A unique e indiViduaIS at Ye”OW Belt Ievel
e Real business cases = immediate relevance ~ Co{laboration experience with a team having a very positive :
. Ly ~ attitude towards 'change’.” in 2025
» Measurable impact within weeks ~ N
* Internal Expert Trainer & Coach in LSS ~
N :
R es u’ ts \ Credit Services - Retail Associate Develop a COntl nuous
o "It was a very enriching experience through which | _ |mprovement p|aybook for
Team 1: Streamlining the Monthly \ developed and learned things that will truly help me in my job o "
iati iliati and make me better and more valuable to the bank." erations
Dl el Reja Team 2: Optimization of Private Loan \ P
Kev Benefit Collateral Support Process ‘
ey Benefits
+ Process steps reduced: from 32 to 17 Key Benefits ‘\ Operational Process Specialist
. . . "It was a well-structured program, perfectly targeted, with
» Process hand-offs reduced: from 8 to 3 Process steps reduced: from 30 to 24 ‘ content that was substantial and useful for the operation of CERT] FI C \TE
* Annual time prospect savings: + Process hand-offs reduced: from 11 to 7 \ the Ops. OF ATTEND j\ NCE
: ?’9232 mlzgtes * Annual time prospect savings: \
. Wor ays > 14’445 mlnutes \ CHS CEETINICATE 15 PROUILY PRESENUELTO
» 34.4 workdays \
N \People Engagement -4
Rescens WeP (Fojwe 3hm}
v 'BENKi‘ 2—? _______ \\ .ILKIX]DL'KDNEl’A_VI'JII.im @ J::E:xmnmsn'nmmlf::s
Laifia 550 = \ \
~

o Lope

— 1
Shps | A |28 u_?m‘
= FE o
il

LREPIT SERvIcES e
A ] o




Yellow Belt Projects — Overview

@ @ @ “From theory to action — our Yellow

Belt training turns knowledge into
measurable results.”

NON-FINANCIAL RISKS Functional
CONTROL Area:

Functional Workplace Services And Functional

RETAIL CREDIT
Area: Physical Security Area:

Thalis Credit Assessment
Model Optimization & STP
Improvement - Mortgage
Credit Decisioning

Bank's Storage system

Title: Cost Optimization. Focus Title:
on Buildings & Branches
requests for transport

Optimization of

Operational (Non Title:
Financial) Risk

Management Process

Expected ) Expected Expected 1976 W
Benefit: 50k (Cost Avoidance) Benefit: 44 Wa/Year Benefit: ,6 Wd/Year
S Define/Measure/Analyze/ i Define/Measure/Analyze/ Status Define/Measure/Analyze/
ats Improve/Control atus Improve/Control Improve/Control
Functional Procurement Functional Procurement Functional Procurement
Area: Area: Area:
Accelerating Claims
Title: Contracts Lead-Time Title: Optimization of Tender Title: Documentation Collection
Optimization process for International
Companies
Expected Expected Expected
Benefit: e Benefit: 78D Benefit: v
] ' Define/M /Analyze/
Status Define/Measure/Analyze/ Status Define/Measure/Analyze/ Status efine/Measure/Analyze

Improve/Control Improve/Control Improve/Control




Alpha Continuous Improvement Framework — 2025 Impact
Delivering on Alpha Way Commitments: Tackling Bureaucracy & Driving Efficiency

Training Projects
« 32 People Yellow belt trained 8 Projects Delivered
« 61 People Internally Trained v" 5 Completed

v' 3in Final Stage

Tangible Impact (after full implementation)

Total Estimated Savings:
v' 225.6 workdays saved / Year
v €50K cost avoided /Year

il

“Simplifying processes. Driving
impact. Living the Alpha Way.”
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