APPROVED – FINAL VERSION


[image: image1.wmf][image: image2.png]




FINAL APPROVED VERSION – 27.9.00

Requiring a solution for its new internet banking service that could match its high demands for security, reliability and scalability, the Bank of Central Asia (BCA) selected Microsoft’s Windows® Distributed internet Architecture 2000 for Financial Services (DNAfs) as the platform that best matched its business and customer needs. 

Introduction 

Internet banking is one of the most effective and efficient ways for any bank to provide the best service to its customers and at the same time lower its transaction costs.   This delivery channel can only be successful if the best technology and communications infrastructure is matched with the highest levels of customer service.

Situation

Bank Central Asia (BCA) with 7.9million customers, 795 branches and 2,000 ATMs, knows that to maintain its number one position it has to attract new customers, get closer to its existing customers and have the lowest transaction processing costs in Indonesia.  

Aswin Wirjadi, Managing Director of BCA explains: “Strong commitment to continuous innovation and improvement is BCA's core strength. Today, BCA is recognised as a bank that provides the best service to its customers.  We have achieved this by focusing on consistent service delivery and not by just introducing technology for the sake of it.”

To help achieve its business goals, BCA has launched what it hopes will become the most secure, reliable and trusted internet banking service in Indonesia to provide greater convenience for its corporate and individual customers.

To do this the bank has had to address many customer, business and technological challenges including one of the biggest issues facing banks today – internet security.  Wirjadi continues:  “With over 70% of credit card use on the Internet in Indonesia fraudulent, security is the number one concern for us and all our customers.”

 “Once our customers trust the security of banking online in the same way they do banking at an ATM or in a branch, the next challenge is to overcome any lack of experience or knowledge of using the Internet.”  With over 5.4 million customers confidently using its ATMs, BCA wanted them to perceive the Internet as their virtual ATM - as easy to use, but with the added convenience of being in their home or office.  

Education and familiarity is not only a challenge for BCA’s customers but also for its staff.  The solution had to be easy for the bank’s branch managers to use and on a technology platform its IT team was familiar with.   “Introducing Internet banking means a fairly steep learning curve for many staff.   It’s not only about changing the way our customers bank, but also about changing the way we do business.”

By internet-orienting its business, BCA hopes to achieve its goal of having the lowest cost per transaction in Indonesia.  “Its commonly accepted that an internet transaction costs between 10 and 20 US cents to process.  Right now a bricks and mortar transaction costs on average US$1.  We need to focus on technology infrastructure investment in our branches, but with savings like these we’ll have paid for an internet ready PC in every branch in just a couple of months. “ 

High performance - now and in the future - is also key to BCA’s internet banking solution.  With aggressive targets of 100,000 customers banking online by the end of the first year, BCA’s solution has to be reliable and fast.  

The Solution 

After short-listing three potential technology providers, BCA chose Microsoft and Microsoft Certified Solution Provider Jatis as its partners to launch its solution.  Jatis, established in Indonesia in 1997, specialises in the delivery of enterprise integration consulting services for e-Business technologies.  
Wirjadi adds: “One of the biggest issues for any senior manager looking to internet enable their business is how to differentiate between the many players.  And when my number one consideration is my customers, I need to take the low risk option – I want a product and a company that I know will deliver.  Microsoft and Jatis answered this need.”

The choice was also made due to the lower total cost of ownership (TCO) due to readily available Microsoft skills in house and in the Indonesian market.   

Integration 

It was crucial that BCA’s internet banking solution integrated at the front-end with its other branch and ATM systems and with its transactional backend systems so that whatever channel the customer wants to use, they can carry out the transaction using the device which suits them best.

“The fact that Windows DNAfs 2000 is an integrated product is a great benefit to us." Wirjadi adds, "It provides interoperability with our other hardware and software solutions across the business. Everything works together so we can Internet enable our business for the future."

Windows DNAfs 2000 is Microsoft's platform for building and deploying interoperable Web solutions in the financial services sector.
By integrating its solutions so fully, BCA will be able to work towards one of its key business goals: lower transaction processing costs.  Utilising the smart management features of the solution, the bank will help cut operating costs. 

Speed to market

From the decision to work with Microsoft and Jatis, to the point where the solution was ready to go live took only four months. Key to the speed of delivery was the role played by Jatis and BCA’s IT team. 

"We chose both Microsoft and Jatis because of their credibility and strong local presence, ability and reputation, and also because they were both innovative and able to deliver to the aggressive timescale that we were demanding," says Wirjadi.

As most of BCA’s staff were familiar with Microsoft technology, the project team were able to tap into this skill set to increase the rapid speed of development needed.  This coupled with the simplicity and adaptability of Windows 2000 meant that the team were able to meet the delivery date.

Security 

Speed to market was key – but unless the solution was secure it was unuseable.  As well as its work with Jatis and Microsoft, BCA has been working with Visa to issue virtual bank account and virtual credit card numbers for its Internet banking solution.  By never revealing details of a customer’s physical card and limiting the balance on the virtual card fraud is minimised.

Reliable

With convenience and accessibility one of the key benefits for customers using internet banking, the need to sustain up-time based on extensive reliability is key to the solution.   The reliability improvements in Windows 2000 are key to BCA’s solution.

As Wirjadi says: “Our expectation of our technology solution is incredibly high.  We can have the best features and products but if the system is down or we’re not processing fast enough, we’ve got nothing. By using Windows 2000 DNAfs we believe we will have greater uptime and the ability to handle high-volumes of transactions.”

The Results
The combination of the banks clear vision and customer focus, coupled with Microsoft’s technology and its partnership with Jatis, mean it can look to the future with confidence.  

The solution has been designed to ensure that it can deal with the growth in the number of customers and transactions and respond to any new services BCA requires such as increased business to business services for its corporate customers and mobile phone banking.

Wirjadi concludes: "Using the internet we know we can attract the best kind of customer, lower our total cost of ownership for IT and get closer to our existing customers.  Thanks to our vision, and our partners, we know we are moving forward in the right direction." 
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For More Information

For more information about Microsoft products and services, please contact your local Microsoft subsidiary. To access information using the World Wide Web, go to:  http://www.microsoft.com/
This case study is for informational purposes only. MICROSOFT MAKES NO WARRANTIES, EXPRESS OR IMPLIED, IN THIS SUMMARY. The names of actual companies and products mentioned herein may be the trademarks of their respective owners.
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Profile


BCA provides comprehensive, high-quality and professional banking services to support both businesses and the general public by using advanced technology and a comprehensive network of delivery channels.





Website: www.klikbca.com





Industry: Banking





Application: 


Scenario


Business to Consumer, Business to Business, Internet


Microsoft Technologies/Products Used: 


Windows DNAfs 2000


Windows 2000 Server


Exchange Server 2000


Partner Technologies/ Products Used:


Jatis MCSP











“By using Windows 2000  DNAfs we believe we will have greater uptime and the ability to handle high-volumes of transactions.”
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