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The world is changing rapidly 
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Mobile banking causes an exponential growth 
of the number of customer contacts 
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“If I cannot get it in 5 seconds, I am gone.” 
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“The last great 

experience at one 

company, is the 

standard for the 

next company.” 
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Manners are changing… 
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…and existing conventions have changed 
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30% Total bank income at risk 

from fintech companies: 

-Accenture 
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Empowering people 

to stay a step ahead 

in life and in business 
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But what if you  

don’t know which 

direction is right? 
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3 key elements in the transformation of ING 
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Omnichannel 

Squad Squad Squad Squad 

Chapter 

Chapter 

Tribe Lead 

Agile 

Coach 

CL 

CL 

Agile Way of Working New Culture 
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From ‘Single channel’ to ‘Omnichannel’ 
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Single 
channel 

Multi-channel Cross-channel Omnichannel 
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Agile way of working in Squads, Chapters and Tribes 
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Our new way of working 
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https://youtu.be/NcB0ZKWAPA0
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Collaboration is key 
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The Orange Code 
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A step ahead 
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Questions? Thank you for listening! 
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