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AdOpt pre-built digital accelerator apps

Business and Corporate

Digital Channels w.' - Banking Portal
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. User Types

Administrator
Inputter / Creator
Authorizer

View Only
Custom Role

User Management

. User Creation

* By Admin
« By BACB Staff

 Customer Self-Service
Reqistration

. User Management

* By Admin
» By BACB Staff

» User Self-Service
Profile Management
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Dashboard
Messages

Alerts

Customers

Contracts

Customer Roles
Temenos Digital - Assist
Journey Analytics
CLOS User Panel

EA
Roles

Users

Permissions

System Configurations

Business Configurations

Service Definition Configurations
CLOS Admin Configuration

Locations
Privacy Policies
Terms and Conditions

Powered by temenos

Monday, 21 October, 2024

Good Afternoon, POC

MY QUEUE (05

01 . 04

Assigned New In Progress

NEW MESSAGES | 20

®
05 03

Customer Service Accounts

02 02

View All APPROVALS & REQUESTS

REQUESTS
Europe

BSG Company
View All

Change of Address Change Repayment

Account

APPROVALS

00

Hello, pocuser

v




N N Account Activation - Inbox « abhishekroy@temenos.com 1417 @ © &

1 Delete T Archive (@ Report ~» EgMove [ Flag v & MarkUnread () Sync & Block

{ & +18639009923 =
Account Activation © «a « ~
with Reference ID
® Infinity Apps <infinity_apps@temenos.com> Today at 13:26 P1241370DFPWL57K
To: @ Abhishek Roy has been sent .
Hi Abhishek Roy, You have made a
transfer of 1.00 from
You are enrolled to Digital Banking Channel. Please activate your account now. your a/c XXXX5791
_ o . . ' to XXXX12150n (Ref
0642040707 is your username. Activation code is sent to you registered mobile number. no: ) If you did not

do this transaction,
please call DBX bank

You are required to input your username & activation code in the link below.

immediately.

To activate your account and set a password,
or paste the following link on your browser:

Dear Customer, You

are enrolled to digital
banking channel. smAsl
is your activation code.
Regards, Use it to activate your
Temenos Banking Team profile. Username &
activation link are sent
to your registered email

The activation code will expire in 30 days, so activate it right away.

e named addressee please notify the sender imm ately | nail at support@temenosbank.com

jelete the 1 YOL > Y u 1€ COr y St asonat pre ut 1St SUre 2S & 1se nis naitk,
pany ce ot eptresponsipility )SS OF } ISINg Tron eus fthisema ittac nents. Tem 5, Inc. www.temenos.com @ +
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© Copyright BACB Bank Digital Banking. All rights reserved.



Benefits

Fewer
Operations
Activity for BACB

No Delay for the
Customers & its

Users

No Hard-Coded
User Roles



Payments

o -

* Ac to Ac Transfer » File Upload » Future Dated

* Domestic Payment * On-Screen Template Payment

* International Payment * Standing Order
. * Direct Debit

Payee Management

Account Sweep Approval Workflow

Bill Payment




Trade Finance

. Trade Finance

 Import / Export LC
 Guarantees

» Collections




Communication

. Methods

. Campaigns

« Secure Message ¢ Email / SMS
* Email Alerts * Push Notification
» SMS Alerts * In-App Banners

Push Notification

Notification Centre




&4 Temenos

J Digital
customers

Contracts

Customer Roles
Temenos Digital - Assist

Journey Analytics
CLOS User Panel

EMPLOYEE

Roles
Users
Permissions

System Configurations
Business Configurations

Service Definition Configurations
CLOS Admin Configuration

APPLICA NTENT MANAGE

Locations

Privacy Policies

Terms and Conditions
Service Outage Messages
Customer Care Information
Frequently Asked Questions

MASTER D/ 1ENT

Features and Facilities
Products

Segments
Ad Campaigns

Powered by temenos

Ad Campaigns

Hello, pocuser v

CREATE AD CAMPAIGN

CAMPAIGN NAME 2 PRIORITY & START DATE & END DATE ¥ STATUS =

BACB Sample Campaign 03 10/18/2024 01/09/2025 (D Paused :
BACB Campaign Three 01 10/22/2024 12/31/2024 ® Active

Nextgen-1 04 10/16/2024 12/24/2024 () Paused

Nextgen-2 05 10/16/2024 11/27/2024 () Paused :
Nextgen-3 06 10/16/2024 11/27/2024 (D Paused
NGUI_Validation 08 10/10/2024 10/31/2024 (D Paused :



Username:
5730809607

Password:

Remember Me Can't Sign In?
Signin |

Open New Account @ Enroll / Activate

English v

More than 50 years' experience of
supporting developing markets

Feel the Modern & Innovative Experience

A

LocateUs | ContactUs | PrivacyPolicy | Terms&Conditions | FAQ

© Copyright BACB Bank Digital Banking. All rights reserved.



11:08 o 56 ED

BACB

Welcome back Kmart Corporation.

Password

Can't Sign In? Remember Me 0

Sign In

Ee m © il

Enroll/Activate Open Account Locate Us Language




Other

. Settings . Innovation

Manage Phone No * Smart Banking
Advisor

. CARDs

* New Card Request

 Manage Card Manage Email

* Manage Travel Plan Manage Address

Online Banking
Access




. Internet Banking

User ID

Password

Soft Token

Hard Token

Push Authentication

User Authentication

. Mobile Banking

User ID
Password

Facial Recognition
PIN
Fingerprint

. Spotlight

* Single Sign On (SSO)
 User ID

» Password




PSD2 Strong Customer Authentication

Mobile Banking Login Authentication
Online Banking Login Authentication
Transaction Signing
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Welcome 3 Erginh

60980627398

Login and Transaction Signing SCA (Strong Customer Authentication) - with Uniken



®§ Chrome File Edit View History Bookmarks Profiles Tab Window Help (7 1 @ ® Q 8+ ThuJul25 10:45

@ Login X -

< C 25 sca.temenos.com/apps/OnlineBanking/#/AuthenticationMA/frmLoginUniken * £ Incognito

[ AllAdmin [ Demo Links [3J NewLaptopMenu [ MDS [ JM Origination [ UKMB [ Volksbank [ Exchange Demos.. @& Fabric SMS Queue

[ ] Temenos \ English v J

Digital ‘

® . Temenos
Digital

Welcome US English

Welcome to Temenos Digital

Welcome to

Open New Account i Enroll / Activate

6098627398

Temenos Digital

Can't Sign In?

banking

Feel the Modern & Innovative Experience

© 6 €

Locate Us Enroll / Activate Support
Locate Us Contact Us Privacy Policy | Terms & Conditions | FAQ

temenos © Copyright Temenos Digital Banking. All rights reserved.

@ abhishekroy's iPhone X
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Ada pt with our multi-experience development platform

¢

1

Visualizer
Omni-channel Low-code app
designer

2

Fabric

Integration and API
Manager

App Factory - DevOps

@ % Temenos
Digital




Accelerates omni-channel backend
application development in an agile,
open and secure way, connect end-to-
end experiences

APl's easy manage, tested, track and version at
the APl management layer.

Pre-built API Security
connectors Management

Fabric

@4 Temenos
Digital



The user: Bank/Partner Jj_

Helps you to connect with different
backend systems or third parties

Identity/Security Integration Backend
adapters adapters Services

w

Pre-built API Effortless
connectors Management Security

Fabric

@4 Temenos
Digital



The user: Bank/Partner Jj_

Helps you to connect with different
backend systems or third parties

Orchestration Analytics Developer Portal

O "Pe
o Q’(
Pl

Pre-built A Effortless
connectors Management Security

Fabric

@4 Temenos
Digital



PSD2 - Account Aggregation & Payment Initiation

----- e BACB

P Hsee Coutls| s & Santander & NatWest

?% Integration and API Manager (Fabric) > g SALTEDGE <« | 2% @fistdrect GOO  #BARCLAYS
gUisterBank @  maimx ¥ pges

|




Client ERP - XERO QuickBooks Integration - CODAT

DB OO0 =
©@rQOQO v =0
&
?% Integration and APl Manager (Fabric) Dl \> COdat Rl
i Universal APIs for Small Business Data @ @ s o Q

BE O 9 & R




CRM Integration

Channels Rated e.g. Campaigns

A

?% Integration and API Manager (Fabric)

v

salesforce

BACB

y N
\ 4

TEMENOS R16

Replicate Customer & Account

Information i
Ny, Microsoft
V Dynamics 365




with our multi-experience development platform

1

Visualizer
Omni-channel Low-code app
designer

LUMTRUST

@ % Temenos
Digital




Visualizer

Low-code: Enabling designers,
developers and line-of-business to
quickly build personalized apps across
channels.

Tailor experiences across channels, making
banking personal.

Omnichannel Micro apps

@4 Temenos
Digital



The user: Bank/Partner E

One stop shop for all your developer
needs regardless of the channel

Prebuilt Omnichannel
Widgets Components

H | ™

m— (—

Omnichannel Low Code Micro apps

Visualizer

o

temenos

Signin

PO A 0
e
5 e

vorn

e e e A

@4 Temenos
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temenos

Sign in

Siimply enter your Temenas PIN tologin

Forgat KT

;_.3 UseFace




The user: Bank/Partner E Visualizer

One stop shop for all your developer
needs regardless of the channel

R
Testing Accessibility Import
WCAG 2.1 Components

temenos

Signin

PO A 0
e
5 e
gy

temenos

P Sign in

Siimply enter your Temenas PIN tologin

Forgat KT

;_.3 UseFace

Omnichannel Low Code Micro apps

@4 Temenos
Digital



Ada pt with our multi-experience development platform

App Factory - DevOps

@ % Temenos
Digital




Take the best of breed for development
& testing Digital Apps across channels
which in turn helps to speed up the
Software Development Life Cycle.

Enabling CI/CD for the Temenos Digital Apps

Developer Tester/QA Operations

JAVo ol oF-Ted (o1 4V,

@4 Temenos
Digital



Visualizer App Factory

l'ad @101 =2
o\

/git

App Factory— | =1
i0S =
Android

Web

|
App Factory App Factory

Quantum Testing Framework (Jasmine) Synthetic Testing
Appium TestNG .
Selenium TestNG Fabric

Alerts & Crash Analytics
User Journeys
Reports

—— Fabric

Developer

Tester/QA

Operations




@ Visualizer
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Project Edit Build
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1
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d

Help

Visualizer
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Infinity

Skip To Content

Onboarding Terms & Conditions Pages WV Segment WV

Help us in setting up your desired option

Choose the option that best describes you

O
(4

‘m 2 new customer I'm an existing customer

Let's login using your Credentials and
sarding process

Login to continue

Let's get started | Open your account in

2 5 minutes continue the o

New Account Agreement

Important information about procedures for opening a new account:

clicking on "Start New Application® you agree to communicate with us electron

Please review our

cedi

£ Copyrignt infinity Onfne Onboarding, Al sights reserved.

S ©®
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G
e
©
e
0
8

& Quantum Product Management 8 Faizan Khalidi

ERTIES DATAL S

Developer
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@TEMENOS | App Factory Console

> Al r
ck

P

7 T
£/
I

—f Files
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o

Build Queue

NO DUIIOS In The queue

Bunld Executor Status

- master

w

O
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£l

guaiangel fermnancezgkony.coms>
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All [Walet] [Jenkins)
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~
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Developer
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@ Visualizer Project Edit Build Debug Marketplace Window Help

o009 Visualizer
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File Edit View History

L t My App Factory Projects [Jen

(_

temenos

Build Queue

X

Bookmarks

+

Profiles

C & a100000014002.ci.ga-temenos-cloud.net

App Factory Console

Build Executor Status A

Buit-in Node

=4

Tab

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A

N/A
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My App Factory Projects

People
v') Build History S w NAME |
» Project Relationshiy
(A\ Cloudcts
\ )
Check File Fingerprint

FooApp

LombardOdier

™\
ersion (// /",= MyBankingApp
My Vi .
0! MyBankingServices
“-; Lockable Resources
o1 Cradertials C,/p T365Spotlight

Build Queue lcon: SML

0 builds in the queue

Build Executor Status

— Master
1 idle
2 idle
3 dle
4 \dle

& a100000008001.ci.temenos-cloud.net

LAST SUCCESS

N/A

N/A

/A

N/A

matt.trevathans* -

EE ©
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Legend RSS for all RSS for fail
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AWS Device Farm

v

Source Control

Build Automation
uild Automatio e : Ernailser Email User
Testing = Jenkins y
»O L} Continuous Builq B.Uild
d ) Integration Android iOS , N 7 N\
Scheduler 0
Auto builds App Store
7 ? Executed
Build Build ooo Au)'(con:ated V Deployment
Responsive Progressive Device Testing a
User Checks web Web Apps Build Deploy Back- (Device Farm) Test DWer Ar;fpnt
in Project User logs into Complete end Service Complete eployme
Build Console to Runtime
and executes a . L J y y
manual build Build wearable apps
< <

Store Results

Store Results
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Choice of Operating Model

Temenos runs the software

temenos
SaaS

Standards & regulations

% SOC1 Trusted EU
mxseeah SOC 2 | Provider -a
S

116

Bank adopts the uniform terms
offered by Temenos

Bank runs the software

On-Premise

A
1

Jk

Public cloud
HE Microsoft QWS 3 () IBMCloud

BN Azure Google Cloud FS

Private cloud

0 OpenShift Ll
RANCHER

Bank makes the operational and technology choices

Single code base, same product

temenos



SaaS: Excellence delivered for all Temenos banking solutions

temenos
bankiy
@ Client managed cloud

Run the Bank including direction, oversight & control Run the Bank including direction, oversight & control
15t line support 1<t line support

Change: Configuration & UAT Change: Configuration & UAT

Governance, Security & Risk assurance
Service Continuity (DR & BCP)
24x7 NOC, SO, support desk
Infra/app management & maintenance
Upgrades & updates

Licence & maintenance

Change development

B Bank Temenos




Leve I‘age the value Of the * Highest standards for certification and auditing including SOC2, 1ISO2700X, EU Cloud

S o Governance, Conduct and CSA
ervice Security & Risk * Proven under 30+ regulators around the globe
assurance * Continuous governance development through dedicated Temenos Data Privacy, Temenos

et Security and Temenos Risk t
banking ecurity and Temenos Risk teams

* BCP aligned with ISO 22301, actions audited and reflected in the SOC 2 report

. . . . . .. * Azure platform provide managed services, security measures, networking capabilities and
Run the Bank including direction, oversight & control Continuity database etc. enabling a resilient and cloud native architecture

DR & BCP . i . . .
( ) * Record elastic scalability allows for automatic and dynamic allocation of resources

1t line support \ A v

Change: Configuration & UAT * 24x7x365 Network Operations Center for Cloud Operations
; A 24x7 NOC, SOC * 24x7x365 Security Operations Center
Risk & ' '
support desk * 24x7x365 service desk and associated critical support center

Service Continuity (DR & BCP) ( Temenos SaaS designed governance including Security, GRC and SaaS CoE
L g

24x7 NOC, SOC, support desk

. * Patching of all infrastructure, platform and application components

Infra/app management & maintenance * Network management, firewall configuration, traffic management

! Infra/app

¢ Performance monitoring, tuning, scaling of application environment
Upgrades & updates management & . - S

* Monitoring of application integration

5 . maintenance i R i
* Back-up and restore
Change development

Service

* Annual upgrade for both infrastructure and applications
* Monthly patches and updates
» Automated Testing Framework to easily consume and minimize effort for upgrade

Upgrades &
updates

B Bank |:| Temenos

* Shared responsibility for bank and Temenos




Temenos SaaS on Azure

a &2

Operations: Cloud Command Centre, Security

Operations Centre, DR & BCP Application Management: Monitoring, Batch process management,

database tuning

GRC: Security & Privacy Controls, Security testing, Risk Management

Problem Management, Change & Release Management, i S ’ T
Board, External Audit & Certification, Business Continuity

Support: Service Desk, Incident Management,
Request Fulfilment :
Platform Management: Security Hardening, Configuration

Management, Monitoring, Data Management, Patch

Management

B® Microsoft Azure

o
ﬂ 4

Facilities Management: Data centres, Physical @ GRC: Financial services compliance program, External Audit &
network, Physical hardware, Physical access control Certification, Red/Green Security Testing, Risk Management

ions: itoring, . . , p—
Operations: Monitoring, Physical maintenance FAY

Platform-as-a-Service management, Security Monitoring uEy Location: Primary & Secondary sites for DR

The Temenos SaaS solution is built on the standard Azure laaS and PaaS services made available to all. These services are then configured

and hardened for use within the Temenos SaaS




SaaS Integration & Connectivity approach

y—

Temenos Banking Cloud (Azure)

ﬁ Front
«—»
Door

&>

()

%/ Azure

Private Link

Bank's Azure Subscription

A

—

Bank’s end customers

A

«——»  KeyCloak
APIs < T
Adapter
Temenos Cii-l
software !
SFTP
S ' ActiveMQ
LV
Events
1
A Event Hub

A

>

Azure Landing Zone

Azure Entra ID

API Gateway
(Client choice, optional)

SFTP Server

MQ Broker
(Client choice, optional)

Kafka Broker
(Client choice, optional)

S2S VPN

v

Express
Route

L

Bank’s
On-Prem/ 3™
party cloud

temenos s



BACB Integration with Temenos Saa$s

S2S VPN Express

& v
—

/; Temenos Banking Cloud (Azure) %/ Azure /; BACB Azure Subscription /_ BACB On-Prem /
Private Link
P > ﬁ Front > @ <<'3 BACB end customers
Temenos Digital Door
Spotlight

<+— >  KeyCloak < = ) «— Azure Entra ID
. . )
c

N TWS
) SOAP T24 R16
< .g I API Gateway Webservices
APIs < » B> € —> (Client choice, optional)

8
g
S

P . N ) > SFTP Server

>re ) 1< <I> Other Systems

temenos s
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Security

Protection mechanisms and related standards Y

Authentication Authorization Privacy & Encryption N

Bank’s IAM/SSO

3/ TLS/HTTPS

: Spotlight
- OpeniD 3 TDE

5£JUUT Q Application Encryption
(via 3" party)

SCA via 3rd party

Security in development (standards and processes)

G SURPSUTE @ mendio £ HER® Gownse JANS ]

Source code scanning (SAST)  Security testing (DAST) Open source detection (SCA,0SL)  Container scanning Testing

<SCURITY 4,

f& ‘Vl'rustec;lﬂa}g, E : EU
Pscl)?rti‘jer CLOUD

» m SOC 1 Type li

217 000-Serigs Soc3

Data Controller Data Processor
To determines the purposes for which and Processor acts under the instructions of the controller only,
Bank ‘ the means by which personal data is processed Bank + Temenos (SaaS) ‘ by processing personal data on behalf of the controller.




Audit Logs

« All activities are logged at a system and application level.

e Clients have access to application-level audit logs when provided by the application.

e System level audit logs are not provided to clients.

e As an optional service (with commercials) we can provide a feed of security events from Azure Security Centre
to clients. This allows the client to integrate key security events into their own SOC.

Source Description L Search resourees, sendces, and docs (G+/)

o, P . ofe . Home > Monitc
Azure Activity Logs Azure resource activity logs relating to modification of Azure ; i
Monitor | Activity log  #
resources. Microsoit
) Search (Ctrl=/) ¢ V' Activity == Edit cofumns (._‘.‘ Refrash ‘» Diagnostics settings w Download as CSV ] Logs 2 Pnaurentfiters 4 Reset fikters
Azure Bastion Logs Azure Bastion is used to provide Temenos with remote access to
servers B Acivity log @ Looking for Log Analytics? n Log Analytics you can sesrch for perfomace, diagnostcs, heatth logs, and more. Visit Log Analybe
Operating System Logs Security Audit logs relating to authentication, process creation 0 s
' ; D Seardh ﬂr Quick Insights
and exit, and firewall connection events. #l Netis
D Log Management Group : None Swscriphzmz_ Event saverity | All Timespan : Last 6 hours +']7 Add Filter
&) . . D Service Health 10 items
Azure SQL Security Logs Database authentication events. ’ I
[ Operation name Status Time Time stamp  Subscription
Azure Defender Alel"ts Security Alerts from Azure Defender Insights > @ List clusterAdmin credential Succeeded 51 minutes ... Wed jan 12
Q agplications > @ List clusterUser credential Succeeded 51 minutes .. WedJan12
Azure Key Vault Events Key Vault events relating to access to key material. A 3 @ Ustchistotses edenti Swcceeded  S2minutes . WedJan 12
= . . . = Sorage accounts > @ List clusterAdmin cradential Succeaded 52 minutes .. WedJan12
Azure Dedicated HSM Logs Azure Dedicated HSM logs relating to access to key material. . T S
Containers Lst clusterAdmm credentsal suceeeded 53 minutes Wed Jan 12
Application Logs User related activities in the application. 9 Networks > @ List clusterhdmin credential Succeeded S minutes.. Wedlan 12
& > @ List clusterAdmin credential Succeeded 57 minutes .. Wed Jan 12

Note: The number of events generated by the services is huge

temenos ss



Security Event Feed

Temenos Cloud Environment

Tooling ‘ Azure Log Analytics
Applications ’
Middleware '
Azure Security Center — Event Hub
Database '

vAzure Monitor
Operating System

Security Incident / Events

Azure Fabric Management
Azure Sentinel (SIEM)

g -

Temenos SOC

Q00
COA-3
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Operational Architecture (SaaS) temenos
Service Level Agreements — SLAs — Disaster Recovery and Business Continuity

temenos

* Distribution of services across different and multiple Availability Zones
* Replication of Client Data between Availability Zones and Temenos Regions

* Geo-redundant replication to Secondary Region . ;
emenos Cloud Services
* Operational and support activities from multiple locations Business Continuity Uniform Terms

 Data backups are stored in redundant storage (by default)

31 March 2024
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Operational Architecture temenos
Availability — Multi-AZ Deployment

Availability Set Availability Set
1 —
Fault Domain 1 Fault Domain 2 Fault Domain 1 Fault Domain 2
| — | — 1 1
Update Domain 1 Update Domain 1
Update Domain 2 Update Domain 2
Update Domain 3 Update Domain 3
it it Enhanced/Premium Availability deployment
Data Centre Data Centre
’ = , E ’ = Load Balancing across zones 'j
£ 5 - s J
- - * - P = P
x Availability Zone 1 Availability Zone 2 Availability Zone 3
Availability Zone (AZ 1)  Availability Zone (AZ 2)  Availability Zone (AZ 3)
40% CPU Node Node 20% CPU Node 30% CPU
@ @ @ 30% RAM @ @ @ @ 30% RAM @ @ 40% RAM
- - N~ ) N - )
S TE— Q= 3 N
Region 1 Region 2 Region 3 40% CPU Node Node 20% CPU Node 20% CPU
40% RAM @ @ @ @ 40% RAM @ @ 30% RAM
- - = W) ' - )

@ \ Node Autoscaling enabled 1IElE Node Autoscaling enabled /

Geography (INDIA, EUS, NEU, SEA) ..

Azure Kubernetes
Services (AKS)
Active/Active capability at each layer

(web/middleware/application/database)
temenos s



Indicative deployment across regions

Primary — UK South

Class A &> (n) @
(@]
N
Class B Z@>(n) g’
©
c
S
Class C Z@>(n) °
S
3 WS
Class D Z@>(n) SOAP T24 R16

Webservices

Secondary — UK West

Class A Z@>(n)

temenos «



Temenos Uniforms Terms and SLAs temenos

* Fostering transparency and clarity in Temenos’ client interactions.

» Serve as the foundation for understanding the services provided, obligations, and rights of both parties involved.

* Provide a clear and consistent language and structure for all interactions BACB would have with Temenos.

* Less confusion and more trust between the Bank and Temenos platform.

* With standardized terms, the Bank can confidently navigate Temenos services, knowing exactly what to expect
and easily understanding Temenos policies.

I_] i | ;
I e
Access and Integration Business Continuity Change & Release Cloud Regions & Data Definitions Uniform Governance Uniform Acceptable Use Policy
Uniform Terms Uniform Terms Management Uniform... Residency Uniform Terms Terms Terms

A
B Y GEn oON

Implementation Uniform Platform and Operations Security Uniform Terms Service Levels Uniform Subcontractors Uniform Support Uniform Terms . Updates Uniform Terms
Terms Uniform Terms Terms Terms



Operational Architecture (

ervice Levels Uniform Terms

Saal)

temenos

Service Levels Uniform
Terms

40})...

temenos

Temenos Cloud Services

Service Levels Uniform Terms
31 March 2024

Crtacal

NOTIICATION Tkt + Granciamory ) Fithet + (oges

Teket o e
ARRANCAMENTS  phome <) fhone cail N Y
INITIAL RESPONSE < 15 minute” - minews Cy 5 Busnow Dapy
[EoE——
2 heuns e
OATE : 30 minutes woon ke 0% s 00 PORIASENS 00 gt
INTERVALS (edye. email : ey, Tt 2msahesun ek (50
Suppont 1eaen) s Selwae oo ticket]  swpponticke) 0T
< 1 Buniness Doy
(vt st sihet
Choud Sernkes aasfferieer  CoudSeniess  Oowd Senices
Alours SPesines Days < 20 Binines Days  On pregress
RESTORATION/ - & twurs 5 5
DATA COMECTION Termmus Sahware.  Temenas Saftaare Temercs Scltware
7 Busiren Daya < 10 Besiness Dy [
CisudSoices  ChudServies:  OoudSerices:  Clowd Services
e Maragect um TBusrenDeys < 1dBeinemDeys Motambcble Nt ccolicable
Probilem
RESOLUTION N 2 3 . H
Maragemert Tecrmmus Schtware.  Termenss Soltmare Tememos Scftware
14 Business Days <21 Beainess Doy ext elene
[1] Must be notibed to Termenos Cloud Senvice Desk via Scket and phone call
2 e Al 1 Brcwm 17 im OF LAl résporse O 11 MOSE 1eCHnt update. as appropeia

Note

Past-tncident Reports are tsswed for Severity 1 incidents (and upon request for Sew
Ihal Service Resoiuton does nat Inlude Cases whers 1he POST-Incident Repor & pends

oefirmation (e.g.. Microsof. Ovace, RedHat. AWS). See alto Sup

anayus ort Uaiform

2.2 Service Credits

Where spplicable. the Client may claim Service Credits In accordance with the Agreement and subject to the
folloning condtions

a) Service Credes only apply during Post-Go-Live

) Service Cracits apply fom the PNt in time that the Minimum Service Leve! i nat met

| Service Cradas 50 vt spply whils the Cioud Services are provided from the Secondary Regson

d) The Senvice Crec thly shall not exceed 1en per cent af the Foes po rata on 3 monthly bagi

138 thiough eepesmses and al othes res

excluding sy spy ol Ao under

Agreemant
&) Whese a single Incident results in fuure of one o Miore Ses
e Lovel under which

e Leved(s) the Client has the right 10 select

relovant See n chaim 3 Sanvice Crod:

ks of the commencement of the incidert for which

subemitrad in wiiting 1o Temoncs., with re

N Aty Sev ity clalm must be made with
the Se @t % being chemad. Ciaems
relevant monthly report and the supporting evidesce.

nace € it b wace 1o the

B The Servico Cradit is the solo and exclusive remady for the Incidont ana faduse of the Servico Lovel

1) Temenos will process anly Sevice Credits calm within formy-five days of ts recsipe

) tfaServce Credit ks applicable, Temenos wil apgly it 3¢ 3 credt againet
it s In compliance with the Agreerrent and

the Chent account. prowded that the
ain ungatid 90 days aftes the

undispated Invoies «
gt amount agamst Feos dus

lont may not unilatarally offcet any Service €

332 Performance Service Credits

Service Level : APl Response Time (Fronsoct)

Metric Description

The AP resporrse 1mes andd Seevics Linels bolow apphy ondy 1o Tre

under the following conditions.

o The hacehne per

agreed by the Client and Temenos.

o The necessary Non-Funcbonal Requirsments (NFRS) have been defined for
the Temenos Enviranments concerned, and these Temeno

being wsed within the confines of those NFRy

» MOtrics only appdy to APK publiched and/or app
the )

¢ Cenain business operai

ases pror

A1) 1w ieNTIation of 118 asynchincus vty

TSanCe i 10ad LesTing aew COMGIR and hase bewn

s ave pedormed avynchmunously. AP i these

wt. and ook

swironmente are

wd by Temenos (s

Am API Response Tine (au) Data
Category Structures
mrgrry 1 | <00 sty e
Cargony 2 300 w e tygucal res 50
Cinegory 3 | <500 s for complen seuuests «W0
segory 4 | <1500 ms for any other rsquesss | Mot defined
* "M TPS” 18 the Manins Uansactions pey second of the specific APL
Measurement Window
Algorthm ambier of AFY Calh g 1he Measaremernt Window i whi

AR Bwepormie i achie

WERD the cevgraed AR @i

=l Nusnber o AP (o s

Mindmum Service Level

Service Credit

AP Response Tine
Less than 95% but grester than or equal to 80%

Less than S0%

Comstraints / Dependencies

o This A does 00t apply te any IMrd-p
and unigue APz created by the Client
o s RAK
valid

LRect 10 COMPKAtIon Of Dasakng performan

o0 a s monthly basis

o This SLA applies 1o the APk 25 publched by T

o

SAON AgHST I dulined AP| CABgones.

menos. Any changws oc
extensions are the responsibiliy of the Clent, inchuding validation and

sting and (8-

temenos



Operational Architecture (SaaS)
Service Level Agreements — SLAs — Incident Response Time

temenos

e Support SLAs which assigning the priority and severity level of the software Issues and response times.

e All support incidents logged on the Temenos Customer Support Portal (TCSP)/JIRA by the client will have a priority
assigned by Temenos support during analysis of the incident.

e (Categorization according to the severity of the problem and is classified accordingly as Severity 1, 2, 3, 4 and 5. The
SLA’s form a part of our software agreements with clients.

Severity

Level
1
(Critical)

p.
(Urgent)

3
(High)

4
(Medium)

The Cloud Services are down or in a severely degraded state, impacting the majority of the Client Users and/or Client’s customers; or

A key processing or Cloud Services component failure is causing significant impact to normal operations, with no immediate Workaround available

The Cloud Services performance is materially degraded but can reasonably continue its operation via a Workaround or temporary manual
processes; or

The impact of the Incident is moderate and limited, introducing a medium level of risk and exposure to the Client's business.

The Cloud Services do not function correctly, but the malfunction is limited to a specific area of the Cloud Services' functionality and does not
impede the ability of the Client and/or the Client’s customers to operate the Cloud Services; or

The impact of the Incident is minor and localized, introducing a low level of risk and exposure to the Client's business.

The use of an isolated part, characteristic or feature of the Cloud Services deviates from normal or documented use, or is subject to some
restrictions or difficulties in use; or

The impact of the Incident is procedural, introducing a very low level of risk and exposure to the Client's business; or

The identified issue has minimal impact to the Client’s customers.

A potential non-conformity has been identified with the Cloud Services that is deemed non-critical but must be corrected; or

The identified issue is of a cosmetic nature and has no functional impact to Client’s customers.

temenos »



Operational Architecture (Saa$) temenos

Service Level Agreements — SLAs — Incident Fix Time

e Support SLAs which assigning the priority and severity level of the software Issues and response times.

e All support incidents logged on the Temenos Customer Support Portal (TCSP)/JIRA by the client will have a priority
assigned by Temenos support during analysis of the incident.

e (Categorization according to the severity of the problem and is classified accordingly as Severity 1, 2, 3, 4 and 5. The
SLA’s form a part of our software agreements with clients.

3

1 2
defined In Support High

|
SEVERITY (as
Uniform Terms)

Critical Urgent

NOTIFICATION Ticket « (mandatory) Ticket « (optional) %
= ¥ (o Ticket only Ticket only Ticket only

ARRANGEMENTS phone call phone call
INITIAL RESPONSE < 15 minutes < 1 hour < 1 Business Day < 2 Business Days < 5 Business Days

UPDATE < 30 minutes

INTERVAL™ (bridge, email,
support ticket)

Cloud Services:
<2 hours (Via
support ticket)

Temaenos Softwawe
< 1 Busloess Day
(v suppont ticket)

On progress/Service

Resodution (via
KPPt ticket)

On prograss/Service
Resolution (via
support ticket)

On progress (via
support ticket)

Cloud Senvices
<8 hours

Temenos Software:
< 7 Business Days

Cloud Services:
< 5 Business Days

Temenos Software:
< 10 Business Days

Cloud Services
< 20 Business Days

Temenos Software:
Not applicable

Cloud Services:
On progress

Temenos Software:

Not applicable

SERVICE
RESTORATION/ <4 hours
DATA CORRECTION

Managed undes
SERVICE Problem
RESOLUTION

Managemen™

Cloud Senvices:
< 7 Busioess Days

Temenos Software:
< 14 Business Days

Clowd Services:
< 14 Business Days

Temenos Software
< 21 Business Days

Cloud Services;
Not applicable

Temenos Software
Next refease

Cloud Services:
Nat appiicable

Temenos Software
Nea releate

temenos



sace § Thank you!

temenos

www.temenos.com




