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ﬂ}"., PARIBAS Retail Banking in France
2002 NBI* GOI* Pretax income*
€4,740m €1,468m €1,270m

Share of
Group total**

Share of
Retail Banking
total

* Private Banking France carried 100%
** Operational core businesses
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Sy Retail Banking in France

Vo gn )
T TARIBAS Medium-Term Strategy
: Increasing profitability and
Private Banking #1 AEEE thy maximizing value creation for
CASIGINET S .~ shareholders

Individual
customers

5.6m customers ,
Outperforming the market thanks to

| 400,000 customers multi-channel retail banking
Professionals

Optimizing profitability through

cross-selling and control over risk
weighted assets

Corporates 18,000 customers

Improving service quality and
Back offices optimizing costs through process
re-engineering
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rl;:, DARIBAS Major Medium-Term Programs

* 4

eMulti-channel retail banking (the platform is already
operational)

eNew corporate approaches (2/3 of the clientele
covered by the end of 2003)

eRe-engineering of back offices (2003-05)

eSelf-service banking (2003-08)
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. BNP PARIBAS
.

e 30,620 staff members at 31
December 2002

e Recruitment of sales and
remote relationship manager
staff

>2001 : 1 350
>2002: 2 225

e Large degree of turnover
allowing the Bank to adjust to
the economic climate and to
customer behavior
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Staff—Preparing for Departures

BNP Paribas SA France:

Number of employees reaching age 60
1904

1732 1767 1735 1777

2003 2004 2005 2006 2007 2008 2009 2010 2011 2012




sl A Branch Network Undergoing Change

§' BNP PARIBAS
o+

Greater Paris Area
28% of 2000 GDP Nord/

e A mobile network

>80 to 100 openings and 20
closures in 2003-05

e Growing presence in the most
promising regions
>60% of sales staff working in 4

regions that generated 50% of ~
GDP in 2002 ’
Provenci/Riviera
. . o 7% of 2000 GDP
e Continuous modernization Population growth
; : : 1990-1999 (%
>Self-service banking project S 3. 04 (7%)
0-03-1
8368
E6-1
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fl;:, PARIBAS Continued Cost Control

Cost/income ratio

71,1%

69,4% 69,0%
ﬂ

1999 2000 2001 2002

eBy 2005, the increase in costs will be about 2% a year versus
3% in Project 2005, concurrently with a strong investment
effort
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f‘ :‘FP PARIBAS High Degree of Profitability

Pretax ROE

1999 2000 2001 2002
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BNP PARIBAS
-+
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FRB—Individual Customers

#1 among

Privagss__—in
/ J wealthy customers

Individual
customers

5.6m customers

= : / 400,000 customers
Pragscs= S

Entrepreneut

Corporates

40,000 customers

18,000 customers

Back offices



e | FRB—Continued Efforts
BNP PARIBAS to Gain New Personal Customers

Increase in the number of
personal current accounts

+104,000
+97,000*

+72,700
+64,000

+43,000

+23,000

1998 1999 2000 2001 2002 Q102 Q103

* Plus 30,000 new customers from the French Treasury network
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* ENF PARIBAS

Multi-Channel Retail Banking

["\_ - rh_ -
— -JII'\.I.--I' I.:":_._-"
- | PEE

Internet
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:’“.:p PARIBAS BNP Paribas's CRC Today

e A contact and service center: day-to-day banking for 6
million individual customers

eReception and processing of incoming "branch"” calls
and customer e-mails

¢ 2 multimedia platforms (Paris-Tolbiac and Orléans)
with centralized operation

e A staff of 380 remote advisers

11
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Outline of the Presentation

¢ Reiteration of Objectives

R
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T Customer Expectations—

NP PARIBAS More Service, More Personalization
Increased
- anagemen choice and
SGche of customer availabilit

Proactive Sa I €S

situations
N contacts

Product
life

Personalization
Homogeneity

Pertinence

Speed

Precise

Reliability responses
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2 BNP Paribas's Response—
y N PARIBAS. Multi-Channel Retail Banking

eAn integrated commercial organization

eComplementary channels for contacts, service, and sales
i, :

e Rl LT

Customer Relations Center
Internet
FRB / MCB 27 May 2003



f‘.:ppmms The Objectives of Multi-Channel Retail Banking

eGenerating higher service quality at lower cost

eMultiplying and handling sales contacts

=> Securing customer loyalty and

increasing sales
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o :fp PARIBAS A Strategic Project for the Long Term

-+

1997-98 1999-2000 2001 2002 2003 2004

-~ PUTTING
WORKSTATIONS

%

SURVEY TATION INTO THE
- BRANCH NETWORK

June 2001: March 2003:
OPENING OF THE LAUNCH OF THE
CUSTOMER INTERNET PORTAL
RELATIONS CENTER www.bnpparibas.net
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Outline of the Presentation

¢ Successful Deployment

R
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@?F PARIBAS A Fully Deployed Organization

e A single new proprietary CRC/branch workstation
>on-line assistance for products and customer situations

>common entry point: the customer file (information,
contracts, sales, assistance, and appointments)

o CRC-Internet interconnection with the 2,200 branches

>real-time sharing of customer information across all
channels—shared appointment-taking

>shared content
>common IT platform for banking services

e Integration of all remote media within Remote Banking (IVS,

CRC, Internet, etc.) using a single customer ID humber

20
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BNP PARIBAS
X -

Multi-Channel Retail Banking—
~An Integrated Commercial Organization

||||||
uuuuuuu

Internet
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Customer Relations Center



@?P PARIBAS Current Flows

eMore than 1.6 million calls received every month

the Interactive Voice Server (IVS) has a retention rate
of close to 80%

330,000 calls a month handled by remote advisers

eNearly 6,000 e-mails a month

23
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@NP PARIBAS CRC—Setting High Standards for Recruitment

eObjective
ensuring a high level of service quality
preparing to take over from branch-based sales staff

e Impact of the tight job market in 2001-02: delay in getting the
CRC up to speed

about 2/3 of Telephone Reception Services (SAT) taken over
by the CRC as of late-May 2003

widespread use of outgoing calls postponed to 2004 (limited
series starting in July 2003)

e Brisk pace of recruitment in 2003: some 30 hirings per month

24
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@?P PARIBAS Improved Customer Service

eSharp improvement in reception quality
the rate of call taking on the CRC is constantly higher than 95%

the CRC is open 14 hours* a day, 6 days a week, versus 8 hours
a day for branches

broadened offering and securitized transactions

e|VS flows are up by more than 10% from 2002 to 2003

with an availability rate of 99.8% (24hours, 7days a week) and
marginal processing costs

095% of e-mails are processed the same day

* 10 hours on Saturdays

25
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@Tp PARIBAS High Degree of Customer Acceptance

eGrowing use of customer ID number

eSharp decline in the rate of calls transferred to branches:
from more than 30% at inception to about 15% today

26
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cal Multi-Channel Retail Banking—
y N PARIBAS. An Integrated Commercial Organization

Internet Customer Relations Center
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Branch Network




.l Deploying the Workstation in the Branches—
ko PARIBAS A Vast, Long-Term Program

e A large-scale training effort

>all 2,500 managers trained by the project team (250 two-day
meetings in 2002)

>all salespersons trained by their managers
e A substantive effort that will continue in 2003

> assistance to branch managers, who are the essential agents of
change

>a dedicated hotline (technical and functional)

>on-line help integrated in the workstation (FAQ)

29
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Growing Use of Workstations

MCB periodic reports - March 2003

Total Utilisation du Dossier Client Total Rendez-vous
83000000 - - mm oo e 180 000 - 158 250
2500 000 2463 026 160000 4 - - - - - m o
2058230 1988 418 140 000
2000 000 -+ 120 000 +
100000 4 -~ B R 93018 _______ N
1500000 -1 45 - 80 000 -
1000000 L-——J} - - - - - |- -8 ________J 60000 +-- 5050 ------- 1 -------- R ----—--- -
40 000 -
500 000 -
20 000 I 777777777777777777777777 -
0 : 0 ‘
décembre 2002  janvier 2003 féwvrier 2003 mars 2003 décembre 2002  janvier 2003 féwrier 2003 mars 2003
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100 000 - 84 725 >
80 000 - 71160 ]
60000 &~~~ Lo L
40 000 - 32973
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0 L ‘ L
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Pl More Effective Monitoring of Commercial Activity

BNP PARIBAS
X -

eMore proactive management of contacts using CRM
applications

eNew ways for managers to monitor and qualify the
salesperson’s activity thanks to functions offered by the
workstations

MCB periodic reports - March 2003
160000 - Evolution et répartition des actions traitées Ouverture de dossiers clients par vendeur
140000 -
53153 350
120000 4 - ———c - - oo S
300
100000 +---4  |---————-{  too—————- 050
80000 | 55 980 Sy
69 939 66% 200 I
60000 ~ 56% 150
40000 - - - 38 051 S - - -~ 1 39098 || _______ R 100 L
20000 ==~ e || ] 22000 [ 777777 32843 11777 50 -+
0 o
janvier féwrier mars Bordeaux  DAP DRBP Lille Lyon Marseile Nancy  Nantes
‘ O Client contacté avec RV @ Client contacté sans RV ONon contacté (nj+so) mJANVIER O FEVRIER @ MARS
31
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Sy Rapid Appropriation of The Workstation
g 2 PARIBAS by Sales Teams

eExcellent reception, even for integrated monitoring
tools (shared appointment books, tracing of task
completion, shared "to do” lists)

eEvery month, the CRC schedules 12,000
appointments for existing and prospective
customers

32
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cal Multi-Channel Retail Banking—

g o PARIBAS. An Integrated Commercial Organization
s .

] = (TR

Branch Network

Internet Customer Relations Center

O
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e | BNPPARIBAS.NET—The Internet
 PNP PARIBAS Segment of the Multi-Channel Organization

eLaunch of the www.bnpparibas.net portal in March 2003

>aggregation of FRB sites
230% to 50% increase in flows and visits

>integration of the functions of making appointments
and customer relationship management

h

An Internet portal integrated within
Multi-Channel Banking

35
FRB / MCB 27 May 2003



; I )
BNP PARIBAS
-t

A Federative Portal for FRB's Sites

BINFPPARIBAS ~NET ‘

One ID for all of the Bank's channels

]

]

]

I

Integration of FRB's
5 main sites

BNP agence
& o
&oa d A

b ‘.r:
-1"':..‘"

Adaptation and use of
existing tools and
content

MCB on-line help: Customer
meeting guidelines and
Information fact sheets

Selection of content and tools
from Moneymag

=l
f I{

2]

o

Integration of CRM
processes

Requests for subscriptions
and appointments sent to
the CRC

Input for CRM databases
(BEC and BMD)

Personalized messages for
customers
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X

Integration of |
local sites
(regions and
branches)

Magazine | Services et As

BINERPARIBAS . .~eT

BNPPARIBAS.NET—Home Page

A completely dynamic site Single ID

Integration of
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Outline of the Presentation

Operafjonal, Integrited Customer Relationship
Managdment (Brangfjes, CRC, and the
Internet
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~ A Fully Integrated and Operational
 DNF PARIBAS Customer Relations Management Application

eProprietary applications

e A Customer Relationship Management "loop" that is
simple for salespeople and managers to use

eIntegrated monitoring tools for managers that handle
contact management and reporting of completed tasks

eWinner of the European
Laffe rty Award in 2001 Lafferty 20th Anniversary Retail Banking Awards 2001

- Retaill Banking

Arrrards.

Baest Bank CRMM Application
EuUurope

) B~NP Paribas

39
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sl CRM—End-to-End Management of Contacts

i' BNP PARIBAS
o+

Proprietary tools and architecture

MKG Database Event and contact database
. i i Real-time tracing of events
Datamining, targeting, reporting Management of customer files

Multi-channel contact management motor

Scalable time
management
rules Work- d:ItOe-s
station
Branch Letters
1 1 BNPParibas.net
To Do List

wwwwww s o
/& =}
“Sal ™

ar:i' Remote adviser

Call automat Letter
g
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Outline of the Presentation

R

e Upcoming Steps

Investor Day .
27 May 2003 @



?f*,;:, PARIBAS Outgoing Calls—To Be Systemized in 2004

>

e Promoting the multimedia offering (customer
ID humber, IVS)

e Welcome calls
e Scheduling appointments at the branch

e Monitoring attrition
[ e Pseudo-outgoing call line*
e Promoting and encouraging use of
products/services already subscribed
)

‘l.llllll l'lr,

Sales e Simple products
| |I |u I e Multi-channel campaigns

* line decicated to incoming callsin response to a specific promotional effort
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e Multi-Channel Retail Banking—
 SNP PARIBAS Operating at Full Speed in 2004

e CRC-Internet/branch complementarity on service and sales
completed with outgoing calls

e Comprehensive response satisfying customer expectations
> more service
> more personalization

e Optimized management of growth levers
> product life
> high-potential customers
> recent customers
> "fragile” customers

43
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@?p PARIBAS Multi-Channel Retail Banking

Branch Network

m:mﬁ. -_— [ - |
Internet Customer Relations Center

An integrated commercial organization that allows for

a high degree of responsiveness to upcoming
developments in the market

FRB /
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