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GAINING STRATEGIC KeyCorp's critical business requirement was to improve competitive positioning by
ADVANTAGE THROUGH making customer service more convenient. With ViewDirect®, Key customers now have
CUSTOMER SERVICE secure Web-based access to check images, statements and other account information. Calls

to the customer service center have decreased, inquiry turnaround time has been reduced

from 5-10 minutes to seconds, and hundreds of thousands of pieces of mail have been
eliminated. Key’s enterprise-wide ViewDirect implementation supports requirements for

regulatory compliance and internal operations as well as customer service and is saving Key

more than $12 million a year.
Cleveland-based KeyCorp is one of the nation's largest bank-based financial services companies, with

assets of approximately $84 billion. Key companies provide investment management, retail and
commercial banking, consumer finance, and investment banking products and services to individuals

and companies throughout the United States and, for certain businesses, internationally. The
company's businesses deliver their products and services through KeyCenters and offices; a network of
nearly 2,200 ATM’s; telephone banking centers; and a Web site (www.Key.com) that provides account

access and financial products 24 hours a day.

Improved Competitive Positioning
Key's enterprise-wide implementation of ViewDirect, phased over a two-year period, is a

component of its strategic migration from a paper and microfiche-based organization to a digital one.

Key believes that paper, checks and microfilm have no inherent value—that the value is in the data and
that digitizing the data overcomes the two major obstacles to information delivery: time and distance.
Key's goals for this initiative were to enhance the customer experience, improve sales performance,
streamline operational processes and leverage the Internet as a delivery channel. At the heart of the system
that meets these objectives is an integrated ViewDirect Repository that puts 80 million checks, 36 million

statements and 175 million report pages a month on line.

Headquarters
» Cleveland, Ohio

®

Profile
» Bank-based financial services company, with assets of $84 billion. Provides investment management,

retail and commercial banking, finance and investment banking products and services

Solution Summary
» Integrated repository for 80 million checks, 36 million statements and 175 million report pages per month

» Customer self-service access to check images, statements and account information 24 hours a day
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Putting Check Images Online
Before the ViewDirect implementation, Key was
archiving checks to microfilm and mailing
hundreds of thousands of checks, statements and
reports each month. Customers who needed
information before the mail arrived called Key,
where a customer service representative (CSR)
entered a service request for a search. Finding the
right roll, scrolling to the check and printing the
image for the customer
took 5-10 minutes in a OU}’
process that could be
repeated over a hundred
times a day and that also
incurred the costs of
mailing  the printed
image to the customer.

Key replaced its check Operananal

microfilm process with
an imaging solution
comprised of ViewDirect
software from Mobius
and document processors
from IBM. Images are
now scanned, indexed and stored for 30 to 90 days,
depending on the type of document, and then are
compressed and migrated to virtual tape storage
silos for nearline access. Most of the document
retrieval activity occurs within the 90-day window,
but a large percentage occurs within 30 days, when
customers typically wait for their statements to
arrive in the mail. These documents are now avail-
able to customers online through a secure Web site,

Payback

» Streamlined operational processes

goals
initiative were to enhance the
customer experience, improve
sales performance, streamline
processes
leverage the Internet as a deliv-
ery channel. We've succeeded in
all of these areas.

reducing calls to the service center. And for those
customers who continue to use customer service by
phone, manual have been

eliminated and inquiry turnaround has been
reduced from 5-10 minutes to seconds.

processes

Since deploying the system, more than 150,000
customers have elected to receive statements
and reports online, eliminating printing, handling
and mailing of tens of
fo r t h is thousands of pieces of
mail a month and get-
ting the information
to the customer days
earlier than when
sent by mail. In addi-
tion, millions of

pages of internal

and paper and micro-

fiche

eliminated, stream-

have been
lining many other
internal processes
throughout  the
organization.
Manual document
searches have also been eliminated; 13,000
internal users have secured online access to 80
million checks, 36 million statements, and
175 million report pages each month from a

single online viewer.

» Improved competitive positioning and customer service

» $12 million a year in savings
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In 2004, Key began implementing image state-
ments, first for retail customers then for high net
worth clients. Statements contain a small printed
copy of each check instead of the physical checks
themselves. More than 350,000 image statements
are produced each month at a savings of 45% per
statement. “We expect that by mid-2005, only
2-3% of this group of customers will still be
receiving physical checks,” says Rob Sajcic, vice
president in the Digital Services Group.

The Bottom Line: Hard-Dollar Savings and
Happier Customers

Key identifies the return on its investment in
hard dollars, productivity improvements and

happier customers.

Cost Reduction:
Processing check images through the clearing
process in place of paper checks saves Key $10
million annually in the costs of physically
transporting checks

Image statements—replacing mailing physical
checks—accounts for savings of $1.5 million a year

Online viewing of statements by customers
eliminates mailing 150,000 statements per month
and amounts to savings of $375,000 a year

New tape storage technology reduced tape
libraries from eight to four, freed up space in the
data center, and eliminated two people, reducing
total cost of ownership by $500,000 a year

Elimination of microfiche amounts to savings of

over $1 million annually

About Mobius

Productivity:
Manual document searches have been eliminated;
13,000 internal users have secured online access
to 80 million checks, 36 million statements, and
175 million report pages each month from a

single on-line viewer

Customer inquiry response time has been
reduced from 5-10 minutes to seconds

Customer Service:
Customers receive statement information 3-4

days earlier
Inquiries are resolved faster

Leveraging the Internet as an information

delivery channel has improved Key's competi-

tive position
Most important is the improvement in
customer service. “Customers who receive their
statements electronically get them 2-3 days
before those who continue to receive them by
mail," says Allyn Pytel, senior vice president at
Key. "But more important, they can bank
when they want to bank, with 24-hour-a-day
online access to 60 days of checks and 13
months of statement history, and they have
the assurance of enhanced privacy and
protection against identity theft. Our goals
for this initiative were to enhance the
improve  sales

customer  experience,

streamline  operational

performance,
processes and leverage the Internet as a
delivery channel. We've succeeded in all of

these areas.”

Mobius is a leading provider of content and records management solutions that support regulatory
compliance, automate business processes and integrate content and records across the enterprise.
Mobius solutions have achieved industry-wide recognition for breadth of functionality, breadth of

supported formats, and high-volume, high-demand performance.

International Offices
Australia: +61 2 9955 8311
Canada: 905 361 2858
France: +33 1 53 43 64 83
Germany: +49 811 99 876 0
Italy: +39 02 4853491
Japan: +81 3 3556 7350
Netherlands: +31 306 30 0121
Sweden: +46 8 555 41075
Switzerland: +41 1 772 14 40
U.K.: +44 1784 484700
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