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Customer needs

24h

Seeks intelligent and
integrated solutions
(super apps) to make
everyday life easier

Wants to listen to
their favorite albuns
anytime, anywhere

Does not want

to waste time
—o . .

in traffic

S

)
I

COMMUNICATION

=

~
&%
| CONSUMING |

Wants as many product
options as possible to
choose from when
necessary

Wants access to
nice and easy

m entertainment

Needs to
communicate with
his/her network
anytime, anywhere

Seeks to have new
experiences and
convenience

while traveling

Customers
expectations

have changed.
They demand high-quality

experiences rather than
just products and services.



The game changer: technology @

Solving real customer needs through tech.

BIOMETRICS

BIG DATA ANALYTICS

CHATBOTS

WEARABLES

BLOCKCHAIN
SOCIAL MEDIA p



Customer ownership is the new rule @

Respect customer
® privacy

Continuously listen to
customersandfollowup e¢-oeeeee. o

to get their feedback Motivate employees

tostay engaged

Act proactively to
anticipate needs

Adapt to customer demands

d and circumstances in real time
Build customer empathy

into processes and policies o Y

What really mattersis to
Act systematically to have the customer in the
mprove ciistomer center of everything we do

experience



-, 42 A
How to achieve customer ownership?
fir

Innovators ){ Incumbents

Challenge: scale Challenge: change




What is Itad Unibanco doing to
achieve customer ownership?

Bulding digital capabilities on top of major strenghts.

| everage

A>L] The capability to
(]
O»( continuously transform

+ speed to extend our digital offer .
value proposition
addressing
deep knowledge of customer

real customer needs



What is Itad Unibanco doing to

[ ] [ ] It ]
achieve customer ownership? e
+ speed to extend our digital offer ‘
value proposition
deep knowledge of customer - ::sc::‘:::?gee A

[tad Unibanco | Maio 2019



What is Itad Unibanco doing to
achieve customer ownership?

Itau

value propc
addres
real custo
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Speed to extend our digital offer (10x)

O Methodologies

O Processes

O Technologies

Business + tech Test automation
Delivery integration : using Al
Communities (digital channels) Cloud :

Legacy
modernization

Agile.and Cubo Analytics Business + tech
design (innovation Ops integration (all Delivery
thinking ecosystem) Communities)

2010 2018



Working model | Digital-oriented organization @

-
Customer centricity means managing the organization in a new way.

DELIVERY COMMUNITIES
TRADITIONAL MODERN Moving from command and control to autonomy
Technology User Experience
Project management Continuous evolution of

and execution

our digital solutions

BUSINESS + TECHNOLOGY

Product

ot -7 O N
-i { , | PLATFORMSIN @ @ -
CONTINUOUS g
] @ EVOLUTION /A
@ Delivery
Team People move with Stable teams working communities
organization each new project in collaboration @ @ :;l;”;iﬂ f’gan
Val principles.
alue
capture Months/years Weeks @
Customer After solution Constantiterationsand S
involvement is reached continuous feedback obj. 4
Workin Waterfall Agile, leanand Oberations
metho design thinking P
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Technology platform | Legacy modernization M

-------------------------------------------------

lll :
. : Microservices advantages:
Beﬂeflts Of @@ /-\ : ScalabilityanderxibiIityg

. . « Morefrequent deliveries
modernization tf - Avaiabitty
*  Time-to-money reduction .
. _ Batch processing architecture Event-driven
« Costandlock-inreduction
v N _ - ONLINE SYSTEMS BATCH SYSTEMS -
Digital, customer-centric technology —> [ vanageria
«  Operationalrisk reduction Managerial @
e —
*  Enabling open banking
f —| Accounting
Accounting
. —p
We are also employing . Payments k @
external platforms to «  Credit card - Receivables
speed up thedeliveryof - Currentaccount Receivables N
news solutions NG
(products and services) —! DpataLake
DataLake -

10
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Technology platform | Cloud

Technology tools that support our working model.

Why is cloud computing important to us?

Time-to-money reduction
Application modernization
Cost efficiency

Operational risk reduction
Access to public cloud tools

2018

50% of financial benefit

projects
used cloud solutions.

solutions
in cloud

2017 2018

2019 Until 2021
;¥
70% of projects Cloud computing expected to be used in the
have cloud solutions. main interfaces with customers.
At least one public cloud Multi-cloud in at least 3 providers.
provider used.
S Access to tools that add value for customers

11

[tad Unibanco | May 2019



Technology platform | DevOps and SRE @

Accelerate integration, continuous deployment and software delivery.

DevOps and SRE

Waterfall

| |

Cl/CD
Waterfall |

DevOps |

| v

chorporate Agile
=/} practicesto shorten =@
. cycle while delivering
features, fixes | I CI/CcD :
AN ;

and updates Agile

DevOps

cl/cp ;
DevSecOps |

SRE

12
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CUBO | Innovation ecosystem @

1,100 E@'E' 70+ projects

residents s E5 between the bank
Cuboisthe Iargest hub : (120 startups) and Cubo startups 13 floors
fort technologm%a.xl A0 startyes 1o o?top?
pomotionin | peseeeeeey | ' |
Latin America. | 215,000+ ft° |

cubo - [

> S * 4events/day

\ » \ | -; "‘1:
@ . ' e 3 . <] 1,000 events/year
24 . ----- v, :‘. i 46 »‘..' . - .' d
sponsors & s S

% Spark Awards

Founders: :  Business verticals: Industry | Retail | Health | Education | Fintech . .
: IF Design Awar
P Redpoint . ; ¥ Awards % International Visual Identity Awards
A cventures i Partnerships: ( renaut brMalls dasa kroton asco’ CIRT since 2015: * Financial Innovation Awards 2016

H > A -
Sc nEtlender accenturedigiial  Sapore + others * Startup Awards

cccccc
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What is Itad Unibanco doing to
achieve customer ownership?

Itau

value propo
addressi
real custome
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Technology platform | Data analytics and Al M

Understand customers and leverage the business.

Generated value Training and capacity building Analytics Ops

Value capture with Al and analytics has Human capital training and knowledge Efficient strategy for
beenincreasing dissemination model deployment
(base 100)
375 Number of data scientists at Itad Unibanco:
270 faster
: +16% faster
33 2017 2018 2019
2017 2018 2019 —
2017 2018 2019
Average ROI'1500% ltati Unibanco Analytics Training Program:

» 7monthslong

* 400h training VIRTUAL ASSISTANT

Artificial intelligence
algorithmis retrained
every week

Partnerships:

£ Stanford T Lo ECVP:
UlliVEl'Sity II I I I ':'ac;:lot::g;
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Technology platform | Open banking @

More data about our customers.

................................................................................................................................................................................. >
PHASE 1 5020 PHASE 2 001 PHASE 3 PHASE 4 2022
PRODUCT INFORMATION CUSTOMER DATA CURRENT ACCOUNT INFORMATION PAYMENT
: : CREDIT INFORMATION
Location of points of service, product Name, parents’ names, address etc. Data related to deposit accounts, Payment initiation, cash
features, contract termsand :  credittransactions, other products i transfers, payments for
conditions, financial costs etc. :  andservices contracted by i productsand services etc.
: ¢ customersetc. :

Great opportunity for
customer ownership.
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Human capital | Iniciatives @

Performance based
on cooperation ° ’ o o ra | e e °

Evaluation combines
collective indicators
and individual efforts

New ways to
attract talent

Hackathons
pre-select new
employees

+5,000

people (o)

@ :rssssssssssssEsmEEEEEn
Data scientist .
Analytics Education
Program New technology

building
| Redesigned spaces to
encourage cooperation,
creativity and productivity
@ rssssssssssEEEEEEEEEEEEEEEEEEnE

Dress code fIgX|b|I|ty Delivery '

Valuing and respecting people’s oo . 2 A

unique personalities Communities : y 29 .
H 0 Communities
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Our initiatives are reflected in numbers @

Significantimprovement in indicators:

-:@ Lead time
.j Reduced delivery time for

technology solutions

Regulatory environment ® _More value

Attended more regulatory requirements

Highest return on financial
benefit projects

(Base 100)

+122% | 1161%

using technology
(CEN=N[0]0))

(Base 100)

100

2016 m 2017 m2018 H 2016 m2017 m2018 2016 m 2017 m2018
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Digital experience | Iltau Unibanco customers are increasingly going digital @

Use of digital channels % of transactions through digital channels Transaction volume (%)
Individuals (millions) Companies (millions) 74% 73%
' Credit? 16% 18%

2008 2010 2012 2014 2016 2018

1,5
10,0 1o 11 1,2 Investments?  37%  46% 26% 27%
8,8 Payments 2 64% 80%

: Transfers 3 88% 94%
Mar-17 Mar-18 Mar-19 : Mar-17 Mar-18 Mar-19

: @ Physical @ Digital
New Individuals accounts (thousands) % digital operations on the retail operating revenues

1.037 1.007 1.108 1.073 1.066 . s
— o o e o . 27% 32% D'g':al Efficiency ratio
Branches 225 221 Branches of branchesin1Q19
127 165
_ N i
Abreconta M 3% T Physical 27% 70%
. b Branches o )
_— Digital Physical
1Q18 2Q18 3Q18 4Q18 1Q19 1Q17 1Q19

(1) Internet, mobile and SMS on Retail Bank; (2) Share of digital channels in the volume (R$) of transactions in the Retail Bank segment; and (3) Share of digital channels in quantity of transfers between different banks in the Retail Bank segment.
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Digital experience | Continuous updates for a better experience

APP ABRE CONTA

1st bank
offering bank account
opening by mobile phone

W 46 @ 4,8 +11 MM individual clients
using digital channels

APP ITAU (INDIVIDUALS)

W 13 @ 4,6

APP LIGHT
1stbank APP ITAUCARD + 40 new features on the
offering aleaner P :
smartphone app a mobile channel
W 45
318 updates in our appsin 2018
APP REDE Average: 2 updates a month per app

Card receivables
control by phone

& ’
LERY
' 318 414 Updated in 31/12/2018

APP ITAU EMPRESAS

W 43 @ 3,6
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Digital experience | Efficiency focus, while continuously investing in technology @

Technology investments

160
122 130
100 —0—
° > oo ?1 )
100 101 106 18%
Inflation (IPCA)
70.1 64.2 61.2 60.7 accumulatedin the
45.3 46.4 47.6 46.3 period
2016 2017 2018 2019 (E)
I Efficiency Ratio (%) Risk-Adjusted Efficiency Ratio (%) =@=Non-interest Expenses (Base100) ~©-Technology investments (Base 100)

.
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What is Itad Unibanco doing to
achieve customer ownership?

Itau

) value proposition

addressing
real customer needs
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Offers | REDE customer centricity case @

Rede eliminated the prepayment
rate on credit card transactions
without instaliments.

Cometo Rede.

« Use of any Rede’s point of sale machine with
a bank domicile in Ita Unibanco

rede

S * Annual sales up to R$30 million

passe o cartao

mert Ip
) stimulatethe : Pursueeven : Influence
o . .

development . higherlevels : othermoves
want : P .
of entrepreneurs, : ofcustomer : intheindustry
microandsmall  : satisfaction :
companies :
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Offers | Credicard ZERO

Paperless, zero ,
fee credit card. . P |

entre zero anuidade

-0~ % Cl"Edica rd ou beneficios?

/o o\ Com o Credicard ZERO
? voce tem os dois!

Zero annuity and distinguished ; Cuctomer
: . % diqi -
:o¥a|t¥lprogfram that converts 100% digital sale: 691k new customers recognition
IEOINRICS Of ANy coMpany * 45% lower operational costs and 69% lower acquisition costs ° 0
O Global
NPS 74
Available on:
& Pay \ G Pay PP PayPal 1 Digital :2"] Paperless =2 Valuefor money Digital
=J Experience : (+expense benefit
—churn)
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Offers | personalized investment offer M

A customized selection of investment
products by [tal or other companies.

0”20
§Q % $
W 1=
"-.o/
+ knowledge and Transparent
‘ \ understanding recommendations, respecting
N ) - of customer. investor profile

and goals.

| Main products |:|[|[| ,/‘7I E@ @ )?‘. 5D

d andservices Funds Stocks Tesouro Savings Retirement CDB and fixed
Direto income
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Offers | insurance open platform

Expansion of insurance portfolio with
complementary products offered by partner
insurance companies. e Residential
Corporate

2017 2018 Healthcare Capitalization

07 categories 11 Life Card protection
02 insurers 08 Smartphone )
05 channels 07 protection Assistance
29 products 39 . Dental Travel
Payment
protection/
Guarantee
= cCHUBB
@ 5 + MetLife
PORTO
SEGURO
o -
- :
Benefits: Multi-channel distribution Specialized Post-sale Easy access and convenience
focused on fee business salesforce excellence for customers

26 ItauUnibanco|May 2019



800.000
Rede merchants

Individuals

e No minimum income or bank
account requirements

 Pay, buy, transfer and receive money
easily and instantly, using just a

smartphone

« Virtual wallet: credit cards (of any
bank) to make payments

« Discounts and benefits in partner
retailers

« Zerofee offer (freemium)

Dani, seu saldo hoje é:

RS 1.000,00
=

27



Product
evolution
hypothesis

(to be determined
by customers)

ik

layer O

Digital prepaid
account

Payments

Human chat service

layer1

Ter

Lending

Investments

@

Credit card

&2

management

Conversational
interface

O

Personal financial

layer 2

wig  Openbanking
T platform

layer 3

& Beyond
banking

= Marketplace

Scale and
engage

Deficit
operation

Bank services
with no fees

Commission

Commission and
data monetization



RS billion

Digital experience | Recurring netincome and value creation

22.2% 21.6% 21.3% 21.8%
o  — —e @@ o Y P
o —— — & .____————.— —— -
14.0% 13.5% 13.5% 14.5% 14.5%
6.3 6.4 6.4 6.5 6.5
3.9 4.5
1Q18 2Q18 3Q18 aQ18

1Q19

ROE

Average cost of capital

Recurring netincome

Value creation

Cost of capital

29
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Economic models

Traditional

High initial
investment

Marketing
research

Valuation

Investment
in assets

0

Distribution

centers
(branches)

Data center

Softwares

il

Fixed costs

DB

Low customer involvement

-

ﬂ)UTCOMES

 High capex;
* Verylonglead time;

* Higher expectation of
short-termreturn;

* Need for early revenue.

¥

v Digital products

market
opportunity

)

CAPEX
becomes

OPEX:

Several

short
delivery
cycles ¥ W) variable
costs

|

= Financial

Low return
. initial
Fr.ee istoo investment < JMaP)  deectt] LS. 0 T Costs
different ) ~./ aus? Investment
3 from cheap A g s
(behavioral - el Delivery
economics)
L 4 N N I N N S A &
I— Customer involvement in all developments —I
ﬁlTCOMES
e Low capex; WHAT DO WE NEED TO PURSUE?
« + experimentation; © cCustomer obsession
* First scale the customer @ Speed
base, then monetize; © Low capex
» Lower expectation of short- @ Freemium
term return (venture capital). 32




Technology as

business enabler
MOBILE ./ ° ?j EVENT-DRIVEN
AND INTERNET |7 g % ARCHITECTURE
06 00
X EIhIS
CLOUD ‘ . * (.8 SOCIAL
00 b R o
LT E —o T 5 BLOCKCHAIN
00 SHol
,&
MICROSERVICES ,3]3@ By  ° ( 9 AGILE
(2] ‘@’ => (business +tech)
0006

WHAT DO WE NEED TO PURSUE?

@ cCustomerobsession  €) Low capex
@) Speed @ Freemium

33



Agile working model | Delivery communities and continuous delivery @

7 Evolution of working model

+6000 employees |
in this model Technology | Technology +
| other areas of the bank
Delivery communities i Integrated communities
2015/2016 (operational improvements) 2017 : 2018-2021

Leadtime o—
100 .
(2016) /8 Al LT T
(2017) s Tt ®
(2018) 46
(2019 - forecast)
Focus on technology investments to have continuous deliveries | + speed
A A Run the bank /\/” Change thebank - -orevieiiinianiannen, Low initiali ith
—=, Mandatory for the business '-'”_n Evolve the business bow |;1.|tt|a m;’_eStme:‘t wit
. enerits continuously
Ensure the - 56% Investments in growth 44% captured :
continuous operation and business of technolo : E
Ty of techno|ogy transformation i gy OrEO00000ANNnO0000000000000A0000000000a00
investment Investment
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Technology platform | Open banking regulation

Open Banking is moving in many countries and each one is creating models to fit local specifications.

Canadais Russia is exploring
analyzing the Open the Open Banking /
Banking subject Data model

UK ™ K
mplementation in .3 2
2018 * 2 g
arf.,f_ﬁ S
USA took a stance EU PSD2 , '&3 »>
in favor of Open started in 4 R ' _

Banking through a Jan-2018 = Singapore, HK and
statement by the ‘f Japan are making
Treasury ; progress on

legislation

l

a1 -

Mexico recently approved Kenia and .
i islati Nigeria are Payment and banking
pf;gfzi(;gc:?glfstlﬁg%]bgn fo%used on infrastructure in India is New Zealand
Banking regime financial inclusion reaggﬂ%;grrﬁgd%?en discuggves 2?1 ?)?ganic
‘ growth model
Brazilian A iai ¥
South Africais _Australiais /
regulators are following PSD2 implementing a
preparing local developments broad Open
regulations on the Banking model

subject

Implementation is
more advanced in the
UK, European Union
and Australia

Fonte: Oliver Wyman.
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Technology platform | Open banking regulation @

ltau Unibanco is closely following the regulation evolution of open banking.

( )
Aggregates data and Access and aggregahon of transactions from d!fferent IFs ina
i decisi single data environment to offer several analysis and solutions to
- analitycs decisions support the customer’s financial decisions. )
( . . . \
Enhancement/improvement of credit score analysis, for
2 Credit evaluation instance, using the customer’s bank transaction history to
facilitate access to financial products.
. J
( . . . . \
Comparison of prices and product/service offerings from
3 Product comparison different providers in a single platform using public information
about products and services.
. J
( )
dentity verification Prowder; share registration data, facilitating the customer
onboarding process.
Payment initiation by third-party suppliers with no need to go
5 Payments and transfers through the entire current payment chain (acquirers and labels).
. J
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