


Joao Luis Baptista, a board member of SIBS, plans
to transform the self-service terminals into “CRM
engines” in a move to strengthen customer loyalty.

tista. As a result, individual applications
for new services only need to be developed
once. “Around 99 percent of all self-ser-
vice systems in Portugal are connected to
the SIBS network,” he notes, adding that
the similar look and feel of the user inter-
face for most transactions helps create
trust.

Since 1993, SIBS has been using the
terminals to deliver advertising messages,
initially for products from the banks but
meanwhile for offerings from third parties
as well. Baptista is convinced that ATMs
can still offer even more. The IT service
provider plans to transform the self-ser-
vice terminals into “CRM engines” in a
move to strengthen customer loyalty.
“Banks have access to huge amounts of
information about the purchasing behav-

ior of their cardholders,” the board mem-
ber says. “Every ATM contact is an oppor-
tunity to offer customers tailored products
and services.”

Portuguese banks have created the ba-
sis for cross-channel data mining. The
various sales channels, including self-ser-
vice, branches, Internet and mobile, are
provided over a multichannel platform,
enabling access to all transaction data via
all channels.

Particularly in the area of mobile
banking services, SIBS has led Portuguese
banks down an innovative path. Since
April, customers of the country’s three big
mobile phone companies, Optimus, Voda-
fone and TMN, can use their mobile
phones as multifunctional banking termi-
nals to pay bills and transfer money. m
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