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EXECUTIVE SUMMARY 
 

In this deliverable we provide an analysis of the business needs of the eBanking sector, 
with the aim of getting a clearer idea of where and how Semantic Web Services 
technology can add value to the sector.  

We all recognize that Internet has revolutionized our lives in areas such as 
communication (very low cost, large scope), online business (transactions), and access 
to content (millions of resources, irrespective of location and language). Also in our 
“financial lives”, Internet has provoked significant changes: instead of going to a 
physical bank, we can go to a web site and realise many transactions.  

This is the situation of the “current Web”. It is the conviction of the DIP consortium that 
we are only half way, and that the Semantic Web Services are a promising technology 
to leverage the Web to its full potential.  

In this context, we discuss the current state–of-the-art in eBanking, elaborating on the 
following aspects: 

• Main drivers of eBanking business 

• Processes and technology involved 

• Players involved 

• Value chains and business models 

• Legal and regulatory issues 

As a result of this analysis, we suggest that the main opportunities for DIP-related 
technologies in the eBanking sector are concerned with products and services that 
currently have:  

• High response time 

• High complexity 

• High market potential 

The mortgage market fits well those criteria, meaning that application of Semantic Web 
Services technologies may result in significant improvements and attractive ROI. We 
discuss the mortgage application process in detail (process, relevance, requirements, and 
technology solution directions) and identify several supporting and potential opposing 
factors. We conclude with some economic information about the opportunity window 
and ROI estimation.  
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1 INTRODUCTION 
‘They may call it a home page, but it’s more like the gnome in somebody’s front yard 
than the home itself.’ 

 Tim Berners-Lee 

 

The internet has represented a real revolution that has come here to stay. Millions of 
people access the web to extract information, do some shopping, get entertained or just 
learn. A world without Internet would be hardly understood. 

From its early stages the Web has provided a magnificent opportunity for anyone: 
persons, businesses or communities that want to have an open window, in order to show 
themselves to the world, giving to this phrase the broader possible sense. 

Internet development has been focused on people, meaning that the information 
provided in the World Wide Web, using machines, is destined to inform people. The 
final user (a person) can understand what is written in a Web Page, following his/her 
own experience. 

However, communication between machines hasn’t been developed deeply enough. 
Human language, the one used on the internet, has imperfections that does not allow 
fluent communication between machines to do anything more but searching for words, 
when they should be searching for concepts. 

The ‘concept searching’ is a very attractive change and important efforts are being 
performed at a worldwide level to develop it. Lots of documentation can be found about 
these issues, but it is not our task to develop it. Possibly and although this may sound 
pretentious, we could be talking about a Second Revolution of the information society, 
as in the past we knew the First and the Second Industrial Revolutions caused by the 
steam machine and the chain production respectively. 

In this parallelism we could be talking about Internet for persons as the First Revolution 
of the information society and Internet for machines as the Second one. 

But, as it happened with the steam machine or the chain production, scientific 
innovations are useless if they have no reflection on the economic activity and the 
society. For this reason, existing scientific efforts and present economical activity are 
gathered inside the framework provided by the DIP project. 

Keeping aside the joyful and informative face of the Internet and, possibly, the e-
commerce understood as the purchase of goods and services, the most frequent 
industrial activity on the internet is based on services, specially on those based on 
sectors related with information, maybe as providers, as intermediaries or transporters. 

An example for this is well reflected on the use cases inside the DIP framework: 
telecommunication services, governmental services and financial services, representing 
the most important sectors on the developed countries markets. 

In the forthcoming document we will focus on finance markets and necessities, 
requirements, opportunities, barriers and challenges will be defined in order to be faced 
from a banking business perspective. 
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Although the aim of DIP project is to develop Semantic Web Services (SWS) based 
applications on this document we won’t refer exclusively in them but to new 
technologies of the information society in general. 

We consider SWS as a hopeful alternative (the most hopeful so far) worthy to be 
studied, explored and applied to real life, in our case from a banking business 
perspective. 
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2 DESCRIPTION OF THE CURRENT SITUATION 
 

2.1 Definition of the eBanking Business  
 

There are important differences in the use of Internet banking between the different 
countries of the European Community [8], as shown on Figure 1 
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Figure 1 Use of Internet banking in Europe (percentage of Internet users) 

 

Many financial institutions -if not all of them-, allow their clients to access their data via 
Internet. Moreover, many institutions —if not all of them—, allow their clients to make 
transactions via Internet 

In both cases, there are several options available for clients, ranging from regular bank 
services to associated services, such as information about grants, e-commerce services, 
mobility, shopping or on-line payments services, and so on[11]. Figure 2 shows some 
examples of services available in an eBanking Web Site. 
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Figure 2 Example of services available in an eBanking Web Site 

 

A more detailed analysis of the situation of Internet banking in Europe can be consulted 
in [8].  

A brief analysis of the situation leads us to the conclusion that there are three different 
eBanking strategies: 

• Technological leaders. Profile: banks that focus their strategy on technology and 
consider Internet an opportunity to improve their markets.   Also, Internet 
specialized banks, usually recently founded banks (not subsidiaries) that have earn a 
significant market share, even though they do not offer their clients a wide range of 
products. 

• Follower banks. Profile: banks that first considered Internet like a threat. When the 
market matured, they changed their strategy from a defensive position to a 
competitive attitude towards those who where first leaders. In some cases, 
subsidiary entities were created so as not to cannibalize their own market share. 

• Non internetized banks. Banks that did not invest in Internet because of their small 
size, their strategy or other reasons. However, they are a minority in terms of market 
share.  

 

The first two groups may have offensive strategies (winning market share), defensive 
strategies (maintaining market shares) or combined strategies in Internet. The following 
chart serves as example for the case of Spain, as it can be consulted in [1]: 
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Figure 3 eBanking Strategies 

 
It can be appreciated that the Internet strategy is not an isolated factor. It should be 
combined with the strategy of brick-and-mortar branches (X-axis), the price policy (Y-
axis) and even the market share of each competitor. 

Anyway, regardless the strategy followed during previous years, banks are now on the 
web, where they use similar working methods and offer similar contents which are 
enough   for a standard client. As for bank systems, they have long relied on IT systems, 
so information exchange and transactions between banks are made almost 100% 
electronically.   

In conclusion, Internet is not an original element; it is just a commodity, a “must-have”. 

What makes the difference is the service offered to the client. Quality, efficiency, 
effective service and reliability in the electronic system are crucial, not only through the 
Internet but also through any other channel. 

Furthermore, as in other sectors, since the appearance of Internet, an intermediation 
effect is being produced, although still timidly, in Client-Bank relations. Traditionally, 
the Bank has established a direct relation with its end clients, initially via the 
branch/post, then via telephone channels, later through the use of proprietary software 
and currently via Internet. The new intermediaries gather banking data, either on 
products (tucasa.com about mortgages), or financial data (Agregador [2], Yodlee.com 
about statements). Their intention is to provide a new service to their costumers, either 
to keep their attention on them or by selling the service itself. 

From the banking point of view, intermediation per se is not worrying, although the loss 
of direct relations with the client is. CRM systems (Customer Relationship 
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Management), of increasingly common use in banking, permit making customized 
offers to clients. Each contact of the client with the Bank, whatever channel used, is a 
potential sales opportunity. The appearance of intermediaries means the loss of that 
opportunity. 

Furthermore, many banking strategies are based on acquisition of clients, offering prices 
that produce direct losses, to then, through direct cross-sales actions, achieve a return on 
the client’s operations as a whole. 

It is, therefore, obvious that no financial institution is prepared to lose that direct 
relation with the client.  

 

2.2 Description of processes 
 
The main processes covered in banking operations can be distributed in three categories: 

1) Inter-banking processes. Basically those referring to the exchange of documents or 
account entries (cheques, receipts, international and national transfers). For 
example, when a Bank pays a cheque from another bank, a movement of funds is 
produced from the second Bank (the payer) to the first (the payee). This movement 
of funds is always accompanied by information on the operation (e.g. the cheque 
number) and, in some cases, the document itself. 

These processes are performed by file exchange, normally at the end of the day, 
liquidating the debtor/creditor positions of each one of the participants by account 
entries. This process is known as clearing. Each Bank has an account called the 
clearing account, either in each one of the other banks or in a clearing centre, where 
the daily differences are entered. The files exchanged contain all the information 
necessary as regards details so that each operation is correctly assigned to the end 
client, whether payer or payee. 

A transfer, for example, is made by an account credit to the clearing account of the 
recipient’s Bank and a charge to the account of the paying client. This operation is 
communicated by standardized files which are exchanged daily with the receiving 
Bank which, in turn, makes an account debit in the previous clearing account and 
pays the receiving client. 

Such files use very widespread standardized formats (i.e.: SWIFT systems or 
International VISA systems). It is also typical that there are systems for national 
exchanges (Spanish Clearing House) and even specific for European exchanges 
(EURO1) 

In some cases, there is still physical document exchange between banks, although 
there are already initiatives to eliminate this necessity, such as, for example, 
Bolero.Net for Import / export remittances. 

In conclusion, there are internationally accepted formats which are deep-rooted in 
the banking systems. Although it is evident that some kind of improvements can be 
made in said processes, there is strong resistance to change and it would be 
necessary to foresee the co-existence of several systems. 
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2) Processes between the Bank and its providers. This refers to basic supplies common 
to any industrial sector (paper, IT equipment, Branch material, software), with the 
sole exception of the information providers which are specific to banking (Defaulter 
registry, real estate appraisal entities, etc.). These processes, in general, have the 
same casuistry as the typical supply processes in the industry (e-procurement), for 
which reason we will not go into them in greater depth. 

There are, however, some bank specific processes where technological 
improvement is possible within this Bank-Provider relation. Therefore, certain 
processes exist that require data to be obtained from several sources. For example, a 
mortgage sanction process requires data gathering from an appraisal entity (to learn 
the value of the property to mortgage), from the client him/her/itself (income, 
salary, guarantees, property location), from other financial institutions (money 
deposited in them), from the Public Registry (whether he/she/it had a previous 
mortgage, current proprietor, legitimate sale, etc.), from the Defaulter registry 
(good/bad payer, negative history), and there may be others. 

Furthermore, and following with the same example, the data obtained is not 
(typically) supplied directly to the computer systems of the Bank. Instead it requires 
human intervention, in some case due to the development costs not making it 
worthwhile and in others due to the necessity of using a certain amount of 
intelligence to adapt them to the banking system. 

In this area, the development of new technologies may cause the data gathering 
process to be much more efficient, fast and simple and may generate new market 
dynamics based on the immediacy of the response to the operation, the lowering of 
costs, and even the creation of new products/services which, today, it is not possible 
to perform (e.g. total on-line mortgage). 

3) Processes between the Bank and its clients. This refers to product sales processes 
and the use of the services that the Bank makes available through the different 
channels. Here, we include the internal operations of the Bank itself which makes 
the relation with the client possible, as, basically, it has the same orientation. We 
must not forget that a financial institution is a commercial company, 100% client-
oriented. Even specialized banks base all their processes on providing a service to a 
certain type of client, (whether governmental, a company or natural person of any 
level). 

There still are many fields subject to technological improvements to explore within the 
e-Banking environment. Within these, those most capable of being improved are the 
ones which fall in line with the requirements of the financial institutions and objectives, 
and usually are: 

• Those relating to task-performing by people. They consume valuable time and 
resources that may be used for marketing. Mortgage processes, documentation 
processing and, in general, common administrative tasks, should be considered here. 
A reduction in the ‘manufacturing’ time (quicker) or a better allocation of resources 
(better attention, reaching more potential clients) improves the capacities of the 
Bank in the market, as it opens up new market opportunities for it. 

• Those relating to cost reduction. One of major commitments of banks is efficiency 
in terms of competitiveness. The prices of the banking products and services are 
marked by the cost plus a differential (profit margin). The only way to differentiate 
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from competitors in prices in the medium term is to be more efficient in the cost of 
the operations performed. 

• Those relating to new products/services/quality. This is highly related to the 
strategic position based on the differentiation in the market. (See the taxonomy of 
the financial sector in relation to eBanking in Section 2.1). For example, the 
growing financial culture of bank customers has provoked the appearance of 
products that did not exist just a few years ago (credit cards, electronic wallets, 
Internet bank transfers) and which, today, are of common use. 

It is in client orientation where it is preferable to make an effort through any of the 
channels stated, as any result has a more immediate reflection in the economic results of 
the Bank that leads them. 

With this description we are not saying that there are no possibilities for improvements 
in areas that do not have an immediate reflection on the market (i.e.: knowledge 
management) but it is simply preferable to look for a market experience that potentially 
differentiates a bank product from those of its competitors. 

 

2.2.1 Brief sketch of technology involved 

 
Banks usually develop their own solutions for their own needs. They have developed 
themselves their main services. The sector usually does not share standard solutions nor 
buys standard software solutions in the market, except in the most common issues 
where standardization is a value (PC software, runtime systems, etc). Due to that a lot of 
possible scenarios could be found  

Also, even though IT technology is essential for banks, systems must be 100% reliable, 
i.e., no error is possible. This is a major difficulty to implement new systems and a 
must-have. 

Most banks have a central computer (Host) duplicated in real time (or with fast recovery 
systems) with high security and protection, from which several applications servers run 
which give service to the Network and the systems.  

Historically all the processes and knowledge were sited in central computers or 
mainframes. The operative was performed only by bank employees using terminal 
consoles.  When graphical user interfaces became widely used, terminal console 
interfaces where substituted by friendly windows interfaces. This substitution implied 
new layers in the systems architecture since although the main processes were still 
located at the mainframe intermediate servers appeared in order to communicate 
employee’s computers with the mainframe systems. 

This new intermediate servers became, not only communication pieces, but started to 
have some business intelligence in order to reduce the computational time of the 
mainframe. This fact started to add complexity to the systems since new servers 
dedicated to many tasks (communications, data storage...) were added to the final 
architecture.  

The real revolution came up when new communication channels, as the internet, 
appeared. The new architectures should use the existing resources in order to reuse all 
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the business logic already implemented, but new layers should appear like the web 
servers (servers that allows the internet connection), application servers (servers 
implementing business logic), data base servers (servers for the storage of new 
information). The combination of the old infrastructures and these new layers allows 
any bank customer to access many of the bank business applications from their homes.  

The flexibility of internet based infrastructures using standard http protocol allows the 
creation of new channels for the customers to access bank services. Mobile devices as 
mobile phones, PDAs, smartphones... are becoming the more and more preferred 
channels for interaction with the Bank 

However this flexibility of accessing the systems from almost 'everywhere' implies 
some security issues that must be taken into account.  In old architectures, where only 
the bank employees could access the bank systems the security of systems, the integrity 
of the user and data, and the confidentiality of data were easy to realize issues. In open 
systems where the sensible data can be intercepted by a third party and be manipulated 
or used for malicious purposes security measures must be taken. 

Dedicated servers for security, firewalls, ciphering protocols, secure channels are only a 
few of the many new pieces that take part of the present architectures in order to ensure 
the integrity, confidentiality and non repudiation of the data, the three main points that 
any secure communication must hold. 

 

2.2.2 Justification of the technology used 
The technology used nowadays is the result of several factors: 

1) Cultural problems: clients/providers (with the exception of middle/large sized 
companies) have not totally assumed the use of electronic media. It is therefore 
necessary to cover this still very considerable sector of society. This reality means 
that any technological evolution put on the market should co-exist with traditional 
forms. Indeed, the universal Internet banking experiences (for all types of clients) 
have not managed to capture a significant market share or achieve a return on their 
operations, despite making, in some cases, very aggressive offers. 

The following table illustrates this concept: 
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Figure 4 Comparison of the structure of the Profit and Loss Account in on-line and    

brick-and-mortar banks in year 2001 (as percentages of total assets). 

 

 

2) Technological and cost problems: Technical problems should be better considered 
as cost problems (see following section) or in terms of priority assignment. Almost 
any technology is accessible (if exists) for a Bank. In any case, they exist. 
Electronic signature applications serve as an example, apparently interesting for 
banking in general as a security system. The form of doing this is technically 
known, its use is more secure for clients than the user-password and, except in 
some countries it has not been adopted by banking in general. The lack of a clear 
business model (prioritization) and the necessary investments (costs) have made its 
generalized use inadvisable. 

3) Problems of the standardization itself that already exist. As we have already 
described in Section 2.2, it is not simple to promote the implementation of new 
technologies in areas where there is high standardization. Only a profound, clear 
innovation can combat elements that already exist. 

 

2.3 Who are the players? 
 

In any new banking development based on the use of new technologies, the following 
players should be taken into consideration 

1) The clients. In this category we have multiple sub-categories, the main ones being 
the following: 

a. Public bodies. They have very specific requirements, different from other 
customers. Relations with them usually go hand in hand with service to 
the citizen, e.g. payment/collection of taxes, rates, issuance of 
certificates, etc. Technologically, data exchange is fully automated by the 
use of standardized files promoted by the Public Service itself, which 
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should be integrated in the banking systems. There is little or very little 
operating margin as regards the introduction of technological innovations 
with these clients. Normally, due to legal requirements, they work with 
several banks. 

b. Large companies. These are the main driving force behind the new 
technologies and, on many occasions, they are the ones who demand 
innovations from the banks, as well as being the ones who most easily 
adopt the new technologies promoted by the banks. Depending on their 
size and power of influence in the banking business, they may come to 
oblige their Financial Institutions to adopt customized solutions. Their 
interest in relation to the banks is to perform all their financial operations 
at the lowest possible cost and integrate the data sent, received by its 
systems. It is very normal that they work with systems such as EDI, SAP 
or Cerg Finance as intermediary systems in their banking relations. 
Exceptions aside, they work with several banks. In the case of 
multinationals, they usually work with one Bank in each country, 
although it is also the case that they work with the subsidiaries of the 
same Bank in several countries. (For these purposes, we should indicate 
that multinational banks, as such, do not exist: in almost all countries, the 
national regulations oblige the establishment of independent companies. 
Thus, we should say multinational banking groups and not multinational 
banks). They usually focus their financial requirements on quick 
payment/collection services rather than typical bank products (deposit 
accounts, loans). 

c. SMEs (Small and Medium Enterprises) and SOHOs (Small Office Home 
Office, meaning professionals, shops, etc). Their demands are similar to 
those of a large company, but they have little power of influence over 
financial institutions. They usually accept new technologies easily as 
long as the implementation cost is low (a high level of standardization is 
necessary to achieve this), they are easy to install/maintain/use and 
resolve their daily operations quickly and easily. They do not always 
have people qualified to adopt new technologies and, in some case, this 
may result in rejection. In many cases (SOHOs) it is difficult to 
distinguish between the position of the company and its owner when 
making decisions. They require services (payment/collection), products 
(accounts, deposits, credits, leasing) and financial consulting. They 
usually work with a maximum of two or three banks. 

d. Natural people or individuals. From a technological point of view, they 
are technology recipients. The new technologies should be sufficiently 
standardized to reach them. In the banking aspect, they require products 
(accounts, deposits, credits, mortgages) but few services (credit cards). 
They usually work with a single main Bank and, at most, another 
secondary one. Their power lies in number: if many clients adopt a new 
technology which causes mobility between banks, the banks which lose a 
share will immediately react. However, within this group many 
taxonomies may arise, more and more clients use Internet in their 
banking relations (See 2.1) and there are more and more clients who base 
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their banking relations on Internet although they continue to use the 
Branch, the Telephone banking Service and other traditional means for 
their relation. 

2) The providers. We will distinguish between two groups: 

a. The providers of basic supplies. (Office material, IT, software, 
overheads, real estate). Their casuistry is not different in relation to 
banking than that of any other sector. Although it is happening slowly, 
some banks are adopting e-procurement solutions, obliging their 
providers to use them. Normally these providers are smaller than the 
banks – their clients-, for which reason the Bank prescribes the way of 
working it needs. Here, we should highlight that the new technological 
developments that the bank promotes should be acceptable for their 
providers (reasonable cost, simple implementation, links up with the 
current system, etc.) 

b. Information providers. This is a speciality of the Bank. As an example 
we quote Appraisal entities, Defaulter registries, National banks, Public 
Registries or Stockbroker Companies. A Bank requires a large quantity 
of very varied data in its daily operations, which is vital for its survival. 
This data is used for studying operations (credit, for example), for its 
own use (sector situation, market indicators, exchange rates, Stock 
exchange) to offer their clients (Stock market listings) or to price 
(Euribor interest rates, Interbank market interest rates, etc.). There are 
monopolies within the group of information providers (Public registry, 
Stock market listings), oligopolies (defaulter registries) or market 
authorities (appraisal entities, market indicators). Depending on this 
market situation, the capacity for implementing the new technologies 
differs. Whilst a monopoly cannot feel necessity, a competitive market 
can encourage it. Although banks have power of prescription, as 
principal clients of these services, they cannot always oblige that these 
innovations come to be made. Also, for these purposes, we should 
highlight that, in some cases, the banks themselves own these companies 
(as may occur in the case of the Defaulter registry) and, unless it is a 
generalized demand, these companies will not implement the new 
technologies due to profitability criteria. 

3) Other banks. Evidently, a new technology will be successful if a large part of the 
sector adopts it. In this regards, we remind, as stated in 2.1) that there are banks 
who are Technological leaders (early adopters), followers and non-adaptors. No 
Bank has the capacity to block the adoption of one technology for another (with the 
exception of some very specific cases of exclusive licenses or patents).  

4) The State and the regulatory framework. The banking sector is one of the sectors 
that can be regulated to the greatest degree of all industries. There are not just the 
typical legal controls applicable to any company, but there are also National Bank 
controls for each country, Stockbroker company controls, monetary authority 
controls and even criminal activities control. The commodity that banks work with 
(money) is the most valuable one and therefore, there are multiple regulations. 
Many possible financial innovations which are possible in some countries may be 
prohibited in others. For example, in Spain, electronic wallets can only be managed 
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by banks, whilst in England the market is more open. Another clear example of the 
influence of the State can be the express prohibition in the USA of giving account 
numbers to third parties, preventing the direct debit of receipts and creating ad-hoc 
intermediation services (see paytrust.com), whilst in Europe, direct debit is typical. 
A third example may be the anti-spam laws of each country. The state does not 
usually intervene in the adoption of new technologies, but it can prevent a business 
based on them from being feasible. However, it can also sometimes encourage a 
technology (e.g. the acceptance of the Spanish Income tax through a SMS). 

Within this same section, we should highlight the importance (common throughout 
of the market) of the different laws which exist on personal data protection and data 
confidentiality, and which oblige the banks to be extremely careful in the way they 
supply personal data in addition to the business requirements themselves 
(confidence in the banking system) 

 

2.3.1 Potential conflicts of interests 
These may exist in two areas 

• In general, banking can prescribe the use of certain technologies, depending on 
which is the process involved (Bank-Client, Bank-Provider) and the following 
should be seriously taken into account  in both cases, but specially when the Bank 
providers must develop the applications : 

• The cost and simplicity of third party implementation. 

• Maintenance cost.  

• Resistance to change 

 

• There are several Internet applications that allow the access to several financial 
sources such as Agregador of Bankinter (Spain) [2] or Yodlee.com (USA). In these 
cases the use of the technology (which already exists, in any case after agreement by 
the client), should  permit a client to access his/her data in another bank and the  
latter bank is obliged to provide the information that its client requests, as they are 
the owners of the information, the Bank being a mere guardian. Although this may 
not be the case in some countries, in many countries, this possibility is considered 
perfectly legal. But these technologies further prevent the Bank from losing direct 
relation with their clients, vital for CRM (Costumer Relationship Management) 
electronic systems. For example, when a client uses a third party application, no 
access to the private area of the Bank Web Page is required, thus no personalised 
offer can be deployed in it. 

Nobody in any sector wants to provide client data to their competitors or lose direct 
relations with them, and, in consequence, it may cause reserve towards new 
technologies among the financial institutions, as has been shown from our own 
experience. 
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2.4 Description of value chains and business models 
 

2.4.1 Description of buyer/seller relations 
The banking business can be divided into products, services and channels. 

• Products. Those contractual operations that involve the deposit of money (accounts, 
mortgages, deposits, investment and pension funds, etc.) or money loans (credit, 
loans, mortgages, guarantees, etc.) 

• Services. Those operations that involve the entry or exit of funds from a banking 
product (i.e.: credit cards, cheques, promissory notes, receipts, transfers). A wider 
sense would include everything, even though not purely banking, that could be 
offered by a Bank within its corporate purpose: virtual stores, Internet services, etc. 
(the list can be very long). 

• Channels. They are the means through which the Bank reaches its clients. Branches, 
Telephone Banking Service, Internet, Agents, Commission Agents, etc. Although it 
is most typical that the non-traditional channels offer only services, it is increasingly 
becoming more frequent that they offer the possibility of contracting products. 

 

There are practically no differences in the banking business models.  

In the products area, the Bank takes money (the client deposits it) paying price x for it 
and providing it to another client at a higher price y, incurring a cost z, with the 
difference y-x-z being the resulting profit. It is thus an intermediation. 

In the services area, the Bank provides a service (basically intermediation in payments 
or collections) through which it collects a price comprised of a cost plus profit margin. 
In this respect, it does not differ from the model of any other company. 

As regards the channels, the most efficient ones are those which permit the costs of the 
products and/or services to be lower. Thus, the cost of an Internet transfer may be less 
than the cost through the Branch. Although the client pays less, the profit of an Internet 
transaction may be greater. In our case, we estimate that the cost of an Internet 
transaction (i.e.: an account statement) is 10 times less than if done in a branch. That is 
why banking is interested in redirecting everything possible through these new 
channels. 

Figure 5 illustrates the increasingly importance of the electronic channels our clients are 
using. [7] 

     14



 

FP6 – 507483

Deliverable 10.1

 

 
Figure 5 Evolution of Bankinter annual transactions by channel (%). 

 

 

2.4.2 Main cost and revenue factors 
Any commercial company ultimately looks for profitability, i.e. shareholders’ profit. 

The profits can be obtained through various routes, the following ones being relevant 
for our purposes: 

• Increase in income due to increase of unit profit margin per operation (price policy) 

• Increase in income due to increase in volume of operations (volume) 

• Reduction in unit cost per operation (efficiency) 

• Reduction in fixed cost (fixed cost) 

 

The technology which banking will adopt will be that which will permit increasing the 
volume, improving efficiency or reducing fixed costs. 

Although it may seem that the Bank has resources for almost anything (that is the 
perception that many clients transmit to us), actually, as in almost any other company, 
the resources are limited and should be prioritized. Even very large banks, should size 
their systems to accept the volume of operations that they should potentially accept.  

Prioritization will also be guided by one of the aforementioned economic criteria, 
whether the project is short, middle or long term. 

More specifically, factors such as reduction of human intervention in the processes 
(more expensive), making the maintenance of applications cheaper and the reduction in 
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investments, all of them influencing the fixed or variable costs, are decisive at the time 
of adopting a new technology. 

On the income side, those technologies which permit attaining a greater turnover (by 
generating new products or services, by creating new sale opportunities in new 
markets/sectors or by improving service quality) are capable of being adopted. 

In short, the economic factors are not only relevant for banking, instead we could say 
that it is essential to bear them in mind when adopting new technologies. 

2.5 Legal/Regulatory issues 
 

Creating a Bank requires a governmental license. These licenses are subject to several 
financial conditions (social capital solvency), accountancy conditions (accountancy 
systems authorised by Central banks), even administrative conditions (administration 
Counsel Structure, shareholders board…). 

Governments also regulate banking activities and authorise their operations. So these 
financial institutions are subject to strong legal regulation and are frequently audited. 

These are the laws that more commonly affect banks: 

• laws regarding any business ( accountancy obligations, administrative, taxes,  
business audits, client personal data protection) 

• laws regarding banks directly (specific accountancy, European Central Bank  
regulations or from the National Central Bank of a specific country) 

• money laundering issues 
• laws regarding bank data secrecy 
• laws regarding societies quoting in the Stock Exchange Market (if appropriate) 
• If appropriate, laws regarding e-commerce and its security 

 

Any new product / service must be authorised by, or at least communicated to the 
Central Bank of the country. 
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3 CHALLENGES OF THE CASE STUDY 
 

3.1 Description of the major challenges 
 

There are three basic lines in which the adoption of new ideas may be useful for the 
banking sector: 

1. Services/products in which banking makes use of a new technology offered by its 
providers. The Bank accesses the information either to show it to their clients (e.g. 
stock market listings), or for its own use (e.g. defaulter information, sector reports). 

2. Services/products in which banking makes use of a new technology for its clients or 
providers to use. Some examples are: accounts, financial simulators, purchase 
requirements (e-procurement). 

3. Internal consumption. This relates to processes in which the Bank itself supplies the 
information and this is consumed internally. Some examples may be Knowledge 
Management, internal management data, and relational databases. 

 

As has already been described in Section 2.4.2, banking has to prioritize those 
products/services which are reflected in the profit and loss account. This does not mean 
that it is irrelevant to establish services for internal consumption, but it is true that those 
internal uses are normally similar (if not identical) to those required by any other sector. 
We will therefore focus on points 1 and 2. 

In the case of point 1, the Bank uses a huge quantity of data; it processes it and uses it 
for any of the aforementioned purposes. Any effort that providers make in the area of 
process automation is interesting for banking, but banks are clients in this case, so 
usually they depend on the third party developments. 

For the purposes of this Case Study we should therefore focus on the construction of 
new technologies to automate client relations (point 2 of this taxonomy) with a dual 
perspective: helping technology construction with real cases and using them for 
practical purposes. 

We have also described in this document that a large part of the information the bank 
exchanges with its clients is personal data (ergo confidential) which implies strong 
security measures and, therefore, a very detailed study. We would like to indicate that it 
is not the fact that the confidential information has no room for improvement based on 
new technologies (it recently has been with Internet) but it is more operative and less 
restrictive at the time of performing concept tests to focus on information which is 
public. 

This in banking means basically information on products and services and, within them, 
on those that permit creating a business niche or improving a process that currently can 
evidently be more efficiently performed, either as the response periods are high, it has a 
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complexity which is not optimally resolved with current technology or as the market at 
which it is aimed is attractive.  

The mortgage process is a product that fulfils the three requirements: 

1) High response periods. Currently the concession of a mortgage ranges from 7 days 
(in a semi-mechanized process using Internet) to one month (if all the sub processes 
are based on human interactions). 

2) Complexity. As we will see later, there are many sub processes involved and almost 
all of them require human intervention. 

3) Attractive market.  

 

 
Figure 6 Mortgage Market evolution 

 

More information about the Spanish Mortgage Market can be found in [10]. 

 The mortgage process contains an important component of data acquisition from 
external, normally public, sources. This data is necessary for the Bank at the time of 
analysing the risk of the operation and, therefore, it will allow us to study in the future 
what would happen if the providers offer the information using the new technologies 
studied.  

Furthermore, there are sub processes that can be offered by banks using new 
technologies (e.g. access to mortgage simulators, comparators of the offers from the 
different banks) that will be helpful to put new technologies at work by our own 
resources. 
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Finally, there is a very extensive mortgage offer in Internet, and it is possible to extract 
a large quantity of data from the Webs of the different banks without the need for 
private access. 

It is for this reason that we are focussing on the mortgage process, and within this, on 
those sub processes in which new technologies can provide any solution which 
improves the current one.  

Below, we describe the general framework of the mortgage process, what points we can 
currently work with and those points that, although they are desirable for a Bank, 
require the implication by third parties on the development of standards and new 
processes. 

    

3.2 Nature of challenge 
 

Within the process of applying to a financial institution for a mortgage, the client should 
be able to perform the following steps, as is shown in Figure 7: 

 

 
Figure 7 Story Board of a Mortgage Process 

 
1. The client looks for a property in accordance with his/her/its requirements and 

which a priori considers he/she/it can deal with. The search for information is 
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outside the scope of this project and, in this, the financial institution can help 
little or nothing. 

2. Once a market search has been done, the client makes his/her/its calculations. 
a. What type of mortgage can I deal with? 
b. What are my current resources? 
c. What amount of my income can I periodically set aside for the payment 

of the loan to acquire a property? 
This type of information can be provided by a mortgage simulator. The 
mortgage simulator follows a mechanism outside any financial institution (let’s 
say that it follows the principle of an abstract mortgage). The simulator should 
be able to respond to the previous questions. Using a simple form that takes into 
account the client’s income, it should be able to respond with the maximum 
amount that may be paid (taking into account a maximum depreciation time), or 
the number of instalments that should be paid if he/she/it wants to pay a fixed 
quantity. A standard, fixed, reference can be used to make these calculations. 

Once the reference information is obtained, the client knows what type of 
mortgage he/she/it can contract. Now, he/she/it needs to know the mortgage 
offer which adapts best to his/her/its possibilities (or tastes). For this, he/she/it 
gets information from different banks on the mortgage offers they provide. This 
data gathering can be done online and automatically, accessing a mortgage 
comparator. The comparator, given reference data, calculates the amounts, the 
terms and conditions typified in the bank offers, and provides the client with an 
ordered list (in accordance with order parameters that the client can modify) of 
mortgage offers. 

3. The client, once he/she/it has chosen the mortgage offer that he/she/it wishes to 
contract, contacts the bank providing the offer. The bank (or the client 
him/her/itself) will start a Client Data Gathering process. 

4. Once the client data gathering process has started, the bank, for its part, will try 
to obtain all possible information on the property to acquire (appraisal entity 
agency, Public registry, Notary), as well as the client data obtained by their own 
or outside means (defaulter, others...). (Bank Data Gathering). 

5. Once all the necessary data have been gathered, it is necessary to make a 
decision on whether or not to award the mortgage. If the decision is affirmative, 
all the relevant information will be sent to the Notary and the contract between 
the client and the Bank will be signed. 

 

A complete mortgage process can be seen from the customer’s point of view in [6] and 
[4]. 

The process to authorize a mortgage, which requires a huge effort of compiling 
information from outside sources, could be shortened by diminishing human 
intervention and increasing data reliability. The result would be a cost reduction. Or the 
appearance of a new kind of mortgages that are rarely taken into account nowadays due 
to high costs/human-task mediation required. For example, small amount operations in 
which the costs are far higher than the incomes. 
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Although, theoretically, new technologies could be used in points 2 (Search for Offers: 
Simulation and Comparison), 3 (Application), 4 (Data Gathering) and 5 (Decision and 
Signature), points 3, 4 and 5 require other companies/people to enable their own 
services so that they are accessible by the banks or by other people.  

 In this first phase, we will therefore focus on point 2 (Search for Offers: Simulation and 
Comparison), without rejecting the possibility of going into the other points in greater 
depth in the future.  

An example of a current mortgage simulator can be seen in [5]. Another example can be 
seen in [12]¡Error! No se encuentra el origen de la referencia.. One example of a 
current Mortgage Comparator can be seen in [3]. However, in this document we will 
analyse the entire casuistry of the mortgage process, placing special emphasis on 
Simulation and Comparison.  

 

3.2.1 Relevance of the Challenge 
Simulation processes are currently accessible in many banks. It is therefore not an 
innovation. Using techniques which are expensive today (such as screen scrapping), in 
the future, interested third parties (e.g. Webs that recommend mortgages and which 
work as intermediaries, whether independent or not) can access the simulations through 
machines. Also, new sectors, such as, for example, real estate, can perform simulations, 
without needing to have the financial know-how, and show a variety of results to its 
clients, filtered in a more or less intelligent form.  

Comparison processes are not as frequent although they exist. At present, these services 
are updated with a time shift (Weekly, monthly, etc.). This type of comparisons exist 
both physically (in the generalized or specialized press), and on-line 
(www.comparador.com). Some of them use screen scrapping techniques, others are 
simple manual data gathering.  

There is no real urgent requirement (in the short term) in simulation and comparison 
processes to supply new services. Both the simulators and comparators are, at present, 
free services. 

A reduction in maintenance costs of the current services can be expected 

On the other hand, a middle-term reading of the market indicates that new market 
opportunities may be generated with the optimum development of applications based on 
the use of semantics or other technologies. New Web services may appear which make 
use of the new banking service and may mediate in the sale of mortgages. In this case, 
there would be a market opportunity for a Bank, not only due to anticipating these 
intermediaries, but also its own competition. The bank could additionally become a 
wholesaler for these intermediaries. If, to this, we unite the opportunity of reducing 
operation response times (using Semantics or other technologies) the result may be to 
generate a high added value service for intermediary agents. In a generalized 
environment of SWS use in mortgage operations, the best placed Bank would be that 
which, with less time to market, offers a quality service to intermediaries or directly to 
their clients.  

The challenge should therefore be understood as a middle-term opportunity.  
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3.2.2 Origin of the challenge 
The challenge is to arrive before others do. As we have already described, the 
competitors of the banking sector adopt different strategies, which involve different 
levels of risk. Thus, the banks, which have made technological differentiation an 
important part of their strategy, are ‘obliged’ to anticipate future events and make a 
stand therein. This is the case of any technology, especially those based on the use of 
Semantics. These technologies, still very diffuse from the business point of view, may 
or may not be an opportunity. And to test it, there is nothing better than to use processes 
where there is wide human intervention in ‘data gathering’ processes, where there is 
most possibility of reducing times, reducing costs and researching new distribution 
channels (intermediary commercial agents). All these factors lead us to consider the 
mortgage process as a ‘typical case’. 

When the information providers relevant for the mortgage process (to quote some: 
appraisal entities, public registries, defaulter registries, etc.) provide SWS services (or 
another type of technology based services), a large step forward in terms of response 
time will be produced in the market, and probably a repositioning will occur in 
accordance with how quickly the technology is adopted by each Bank. In a frame of 
very similar prices, similar services, etc. any product differentiation tool is important. 

As regards the technology underlying the applications, it should be transparent for the 
user and should not substantially change the current market, at least until the 
hypothetical appearance of Intermediary Agents. 

In any case, within the framework of this project, some improvements will be 
introduced in the current simulators and comparators, so that the end product is more 
attractive for the consumer than the current one. 

 

3.3 Goals of the Challenge  
It is too soon to make a serious evaluation of the changes that may occur in the 
middle/long term, but we understand that they may be substantial if we consider that the 
response time for a mortgage operation is from 3 or 4 weeks and the new SWS 
technologies, if we generalize, may reduce this period to, at most, one week, or even, in 
some cases and ideal conditions, the operation may be instantaneous. 

The generalization of SWS may represent an opportunity in the ‘data gathering’ process 
which may eventually change the way the mortgage market functions.  

With ‘on the fly’ data capturing, this time is drastically reduced. Although the decision 
to concede a loan may additionally require human intervention, the proliferation of data 
mining systems and access to data from outside sources which, in the future, is 
foreseeable that it would be possible to be obtained, makes us think of the concession of 
mortgages on-line in a not too distant future. 

To be the first to do this is definitely not something that a first-line financial institution 
should let pass by. 

From another point of view, to not adopt these technologies (if they were successful) 
may mean losing the market share attained. In the short term, nothing would happen, 
which is not necessary a neutral effect, given the extreme speed that current IT permits.  
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In the middle term, legal, technological or standardization changes may occur that 
reduce the response time, currently too long, which may cause the new technologies 
implemented to be less useful or less profitable than at present. It must be taken into 
account that the banking transactions, whether performed in the Branch, via Telephone 
banking Service or via Internet, are performed almost instantly. The mortgage process, 
and the risk operations (loans, credits, collection management or receipt advance, etc.), 
for the simple reason that it is necessary to compile information, are those done most 
slowly and, therefore, one of the largest sources of greatest technological and market 
development. 

   

3.4 Requirements and solutions to the Challenge  
 

In order to carry on the challenge, many changes have to be taken into account. Some of 
them are technological and others have a procedural nature. The main goal is the 
offering of a fully automatic mortgage request.  

To obtain an automatic mortgage request, many of the process, currently done by 
humans, have to be automated and the content of the mortgages have to be structured to 
ease the reuse of procedures and applications. One of the most promising features of the 
eBanking is the possibility of the interaction between the Customer, several providers 
(or partners) and the Bank. This interaction could be accomplished using the facilities of 
Internet (Web applications, web portals, Web Services, integration with Legacy or 
internal applications). 

To allow the interaction of many players, some interfaces have to be built for them: 

• For the customers, some kind of requesting area for mortgages, allowing the 
tracking of the request and the interaction with the officer in charge (on behalf of 
the Bank) 

• For the Bank, some application (or many) to get input from the different players 
(customers and providers) and others applications, to solve the internal 
workflow associated with any mortgage request. 

• For the different providers, some kind of interface to receive orders and deliver 
them in the form of piece of information or whatever other way. 

Some of this applications are currently working (some are working inside the bank, and 
some are in provider side, but few of them are interconnected). Besides, there is few or 
none standardization on the content of what a mortgage is. 

Another important goal of the challenge will be the substitution of any piece of paper, 
walking towards a complete Society of Information. Many of the providers are still 
using paper as part of their way of communication being quite expensive in terms of 
money, time and are more careless with the Environment.  

Following, we briefly show how the conceptual architecture of the solution provided, as 
shown on Figure 8 
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Figure 8 Conceptual Architecture of the Solution 

 

This solution, however, has to co-exist with the current system. A simple replacement 
cannot be considered. Both the simulation and comparison processes are the ‘external 
corporative image’ of the Bank, which means that any change should be made with 
maximum caution and all tests. 

For the full development of the project, some kind of standardization would be 
desirable. For a mortgage comparer to be totally automatic, it is required that all the 
banks from which the data finally shown is acquired, have an available online system to 
provide the same kind of information, using the same, or similar, ontologies. A certain 
level of standardization should exist, at least in relation to the end user, whether is a 
machine or a person. In its absence, other techniques (currently used or being 
developed) such as screen-scrapping may replace this lack. 

Standardization is less relevant in the case of simulation, although it would be desirable. 
Finally, the calculation of the variables which have influence on a mortgage (term, 
amount instalments, interest rates, maximum which can be mortgaged, etc.) can be 
resolved using mathematical formulae. Nevertheless, there are many subtypes of 
mortgage products (e.g. fixed and variable rate, with partial amortizations or without 
them, with increasing, decreasing or constant instalments, etc.). In an ideal environment, 
each bank would offer its own simulations for each and every one of the possibilities it 
offers. The end user would be able to obtain all of them to compare them and be capable 
of choosing the one that suits them best. And, for this, it is good (but not essential) a 
certain standardization. 
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3.4.1 Actors involved in the challenge 

• The customer tracks the operation. He/she may provide the majority of the 
information requested by the moneylender. (e.g.: Bank statements, property data, 
financial needs, grants information, etc) 

• The moneylender has to access to the information required that has not been 
provided by the customer. He manages the operation flow and approves the 
mortgage.  

• Financial Institution: Keeps financial information of the customer (accounts, 
savings, stocks, etc.). Most of them digitalized.  

• Appraisal entities: Estimates the market price of a house or mortgage good 

• Defaulter Registry: Keeps negative information from the customers (unpaid). It has 
a passive role. They are 100% automated. 

• Public Registry: Stores information about the properties and their owners. 

• Notary Public: Certifies the signal of the Notarial Deed. 

 

3.4.2  Potential supporting and opposing forces 
In the short term, we have procured to choose what may be performed by ourselves 
without the need to involve other players (Clients, providers, other banks, etc.). It is for 
this reason that we have chosen Simulation and Comparison. Both services are currently 
offered by our bank. We will make these services accessible through SWS, although 
much of the underlying data gathering technology will continue to be the current 
technology. 

In the long term, these will be the players and their interests  

• The customer expects a fast, reliable, cheap and clear mortgage offer. 

• The moneylender is the vendor. It is interested in selling as much as possible, and 
with the biggest margin the market can afford. Since margin equals incomes less 
costs, it is interested in reducing costs as much as in income growths. It is also 
concerned about security, confidentiality, reliability, and trust of the information it 
is managing. 

• Financial Institution: (referred here to third banks in which the client is working 
with) Not interested in this mortgage process, but must provide the information to 
its costumers when required 

• Appraisal entities: Is a seller of information to the moneylender or directly to the 
client. Usually small companies in a competitive market. 

• Defaulter Registry: A private institution that keeps information for the banking 
system. Usually the banks are both clients and partners of them. 

• Public Registry: A Public Institution. Usually applies fees to the information they 
provide. 

• Notary Public: Certifies the signal of the Notarial Deed, applying law-fixed fees. In 
several areas there is some competition between them. 
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Any of them may be information provider. If any of them accepts to use a more optimal 
system, the response time of the complete process could improve, in some cases 
considerably. 

 

3.4.3 Alternatives to the Solution proposed 
 

If we do not meet the challenge, other alternatives could be besought, including, but not 
limited to, screen scrapping techniques and semi automated load of banking 
information. The interaction between the different players could also be implemented 
using common communication techniques as e-mail, fax or phone. These alternatives 
are not, however, flawless, since those technologies are good for communication but 
they are not useful for tracking long processes, maintenance of records and tasks, 
needed for the complete automation of the Mortgage Request. 

3.5 Temporal and financial constraints 
 

3.5.1 Window of Opportunity 
From the point of view of Bankinter, there are two critical points that we cannot put a 
date to yet. 

1) That the implementation of SWS has economic sense. From a business point of 
view, there is no point in thinking about technologically advanced solutions if the 
reductions in business or maintenance costs which may be provided do not cover the 
invention. We may possibly evaluate this within the next few months. 

2) That the implementation of SWS provides innovation in the market. Irrespective of 
the costs, the creation of new services/products in the market which provide 
commercial potential may be interesting. For these purposes, it is important to be 
leaders in time and form in the technology launched. It will certainly be the 
exchange of information within the DIP and related activities where new ideas may 
arise which it makes sense to develop.  

Annually, a budget will be set aside for R+D (see Figure 9¡Error! No se encuentra el 
origen de la referencia.). In the case of Bankinter, this entry is very important, 
comparatively with other banks, in relation to the total budget.  The uses of this budget 
are prioritized in accordance with the necessities of the Bank and priorities for each 
year. There are also many strategies to take care of, as technology is a key part of the 
Bank’s strategy, as it can be viewed in [7]. 

On the other hand, there are no initial limitations to the type of investment (hardware or 
software) to be made. 
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Figure 9 Budget of R&D in Bankinter 

 
The staff of the Bank needed for becoming this project into reality would be flexible. 
We have a high level of internal functional rotation (over 15%). We don’t foresee any 
problems with the reassignment of human resources for accomplish these tasks. 

Neither should, initially, IT infrastructure problems be considered, as it is something 
innate to the structure of the Bank. For other kind of experts, as financial or IT experts, 
initially there are no problems. All these points are ‘core business’ in our institutional 
strategy and we have sufficient resources of our own. In non-strategic questions, 
personnel or services tend to be subcontracted. 

For this project a 26 months-work is planned during a 3 years period. This will involve 
persons of commercial, technical, software-related and business skills. 

 

3.5.2 Sketch of ROI (Return on Investment) 
At this time it is unpredictable due to the business model being uncertain. In the initial 
phases (at least during the Consortium’s life), we foresee negative ROIs. In any case, 
the ROI will come from the indirect profits or due to costs reductions, difficult to 
quantify, rather than the direct income that they may obtain. In this sheet we have 
considered no sales, and we only measure the cost reductions, as is shown in Figure 10 
and Figure 11 
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Figure 10 Detailed ROI (Estimation) 
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Figure 11 Accumulated balance by year (Estimation) 
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4 FUTURE TRENDS 
 

The future of banking webs lies with an intensive use of the recognition of written or 
spoken language, very probable using ontologies. Banking will tend towards simplicity 
and the customization of more and more complex products.  

The use of Intelligent Agents (whether or nor based on SWS) will be vital in the Bank-
client relation.  

The possible appearance of intermediaries between the client and financial institutions 
may take place and the SWS may play an important part. 

The integration of CRM systems with banking webs will have special value in the 
hypothetical Internet semantic world. The customization of the offer, the simplicity of 
use and other factors, either in a direct client to/from Bank relation or through 
intermediaries (e.g. real estate agents who would like to complete their range of 
services) probably has a different meaning than the current one which is difficult to 
foresee. 

In a tendency which is currently observed, the banks will no longer be proprietors of the 
clients (as happened a few years ago) but will become instruments of the clients. 
Current generations tend to go increasingly less to the Bank. More and more, Branch 
clients are single-time clients. For their daily operations they prefer to use electronic 
media (cash dispensers, Internet, Telephone banking Service). In consequence, the bank 
employees are less and less ‘storekeepers’, becoming more and more ‘consultants’, as 
clients only go there for information. 

This tendency will tend to accelerate as has already been observed in countries such as 
the Scandinavian Peninsula, where the use of Internet banking exceeds 50% of the 
population (see Section 2). There are climatologically, sociological, cultural and legal 
factors that explain this fact, but it is evident that a depersonalization of the Bank-Client 
relations occurs and this affects the loyalty of the latter to the former. 

It is vital to open new channels to get to know the client. Here, the use of semantic 
recognition techniques may take on an exceptional value. 
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5 CONCLUSIONS 
 

The Internet technology is widely extended in the banking processes, although several 
strategic positions are adopted by banks. It might be considered a ‘must have’ and most 
of the basic services, and increasingly more products, are offered in eBanking web sites. 

The new technologies are not only being applied to the costumer-Bank relations, but 
much more to the bank-to-bank and the bank-providers relations, which are highly 
standardised but not always fully integrated in bank proprietary systems, depending on 
the type of service. 

It has to be considered that most of the financial information is highly confidential (thus 
critical and carefully managed) so we will focus in first place on a solution based on the 
information that is usually public, which means information about products and 
services. 

The main factors to be considered in terms of implementing a new technology will be 
those that allow a short, middle or long term profit, due to cost reductions (efficiency), 
new market opportunities or quality of services. 

Of all the processes banks perform, perhaps mortgages are the ones that are more 
aligned with those objectives. The process requires a high level of human tasks (data 
gathering from different providers, information to be filled in the bank systems, 
awareness and formalization) that can be automated reducing costs thus, making it more 
efficient and shortening the time-to-market from the moment the client applies for a 
mortgage until the money is lent (quality of service and market opportunities).  

The whole process will require that third parties (i.e.: appraisal entities) adopt new 
technologies, which is desirable but is not expected in the short term. 

So we will start exploring the integration of actual mortgage simulators and 
comparators that are in the market in a unique piece. We will develop a 
simulator/comparator, providing a SWS access to it, and a system that gathers the data 
from the different banks (starting with ourselves) using the same technology. 

In a second phase we will explore the availability of expanding the technology to the 
whole mortgage process. 

We will use SWS because we strongly believe that this technology is the one that can 
make the process be more efficient (in terms of costs and time), simple to maintain and 
promising. There are several alternatives in the market, some of them are being 
currently used by us (i.e.: screen scrapping) but they are not as efficient as SWS are 
foreseen to be. 

We also expect SWS to be a standard in the near future and it is our interest to be close 
to the new technologies as part of our market strategy. 

Finally, we think that this business case will permit SWS’s to be a reality in the next 
years and we are pleased to collaborate in the DIP project to fully expand the potential 
of the SWS’s and its exploitation in the market. 
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6 GLOSSARY 
Brick and mortar: Physical branches. 

Channel: The sort of communication used to realize a transaction or to distribute a 
product. Typically, it is subcategorized in physical channels (branches, commission 
agents) and electronic or virtual channels (electronic cashiers, Internet, phone banking, 
TV banking).  

CRM: Costumer Relationship Management. A piece of software devoted to the 
coordination, control and creation of personalized marketing actions. 

Intermediation: The act performed by third persons or companies of offering a Bank 
product or service to the final costumer, for free to accompany their own offer or 
receiving in exchange a commission. I.e.: the real-state agents that offer loans or 
mortgages to their clients. 

Mortgage Simulator: A piece of software, usually accessible by Internet, made to 
calculate the periodical quota of a mortgage using mathematical formulas. It can also 
calculate some other variables. 

Mortgage Comparator: A piece of software, usually accessible by Internet, made to 
compare different economic offers of different selected banks analyzing several 
mortgage variables. 

Product: A contract between the costumer and the Bank to deposit or to loan an amount 
of money. 

Screen Scrapping: The act of capturing data from a system or program by seeking the 
contents of some display that is not actually intended for data transport or inspection by 
programs. 

Service: A banking operation that involves the entry or exit of funds from a banking 
product. I.e.: transfers, checks, deposits.  

SME: Small and Medium Enterprises. Companies which volume of annual billing is 
less than a predefined quantity (usually less than 15 M €) or have less than a predefined 
number of employees (usually less than 50). The numbers should be different in 
different contexts. 

SOHO: Small Office – Home Office. They are people that run their own business, 
being those, usually, professionals and shops. 

Taxonomy: A classification based on the properties of its elements. 

Transaction: Each set of operations functionally grouped that realize a query or a book 
entry, involving founds or not. I.e.: an account statement, a transfer, a deposit in a 
current account. 
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