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Fiserv Today
Culture

VAo 7772 2\ 0 ¥
Vision
Global leader in transaction-based
technology solutions

Mission
To provide integrated technology and

services solutions that enable best-in-
class results for our clients

Values

Earn client trust every day.
Create with purpose.

Inspire and achieve excellence.
Do the right thing.

Deliver on the promise of one Fiserv. &
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$4.5 DIlllonN revenue
772 million free cash flow

27 consecutive years
of double-digit EPS growth

Nearly $4 billion returned to
shareholders since 2005

0
|-
]
®)
S
-}
Z
B)
L
)
>
m

Global Footprint

16,000 clients in more than 80 countries

21,000 associates worldwide

Consumer Reach and Scale

120 million deposit accounts
60 million online banking users

23 million active bill payment users

Money Movement

More than 20 billion digital
payment transactions

More than $71 trillion moved
annually
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The Early Journey

Gecond Building Opening. JuLy

Operations in Costa Rica
transitioned into Global Services.

o A
g (Transition goal was to leverage UG
Closed with joint scale, structure and synergies .
DEC. ; : .
associates 32 with India). :

o
m
o

7 Closed with
associates

2005 2007

The early The early
journey journey

(

JAN. Day 1:26-Jan-2004 ImageSoft (today Information Security
Fiserv Started operations JAN. FRMS-FCRM Team) Office (today CRIS Team) AUG.
with 10 associates. started operations started operations.

(This was the first
team that started
operations outside of ASEFISERV was created. NOV.
the CBS Organization).

First Building Opening.

CBS International (today LACC
team started operations.

JUNE CBS Domestic (today Bank

N Solution Signature Team) Closed with Closed_with DEC.
E started operations. DIfC. associates 45 99 associates -
.~ Closed with : :
DEC.
associates 22 é é



The Expansion

([}

Digital Channels-Professional AUG Revenue Enhancement Team started operations. = FEB.

Services Team started operations = Team Buildings framework was created. - JUNE
Main Building First Expansion.  JULY Last wave of business units transitioned to :

- SAP, with FSSC handling the PO and invoice JU-LY
Financial Shared Services Center MAY processing for US, Canada & Puerto Rico. .
started operations. :

- . Lending Solutions Team started operations. = 5\

Digital Channels — Product . o

Development Team started oo Main Building Second Expansion. = SEPT.
operations. -

ETG Team started operations. E Recruitment Team started operations. = OCT.

14 Closed_WIth DEC. 36 Closed with DEC

associates associates '

2010

The Maturity and
expansion world-c!ass
operation

Formal establishment <
of the PQM Team.

Premier (today Bank Solutions, Community FEB Investment Services Team. Local HR operation was ~ *
JAN oy ' merged into Corporate HR JAN.
Banks Team) started operations. - 9 ¢ :
. . Credits Unions Team. under International HR. s
. Fiserv launches new master brand strategy MAY -
- and new brand mark - Formal establishment of the “Fiserv = FEB.
" JUNE FRMS-(RMS/RPS/NPS) Team. Gives Back” program. .
MAR. Output Solutions Team started operations. : Information Management Solutions JUNE
= " SAP is implemented ~60% of Fiserv; CR (IMS)Team. =~
JULY  Fiserv Main Building Opening (1F). JuLy  FSSChas responsibility for PO and Invoice  gy,giness Analysis Center of SEPT
. . Processing (for the US & Canada). Saallanes Leunah, .
SEPT. é_chl)eved ISO 27001 Certification (for GS Costa AUG.  Digital Channels-Mobiliti Team. Open Solutions Team. = oy
. ica).
Closed with - . . .
DEC ; 12 Closed with Closed with
DEC . . .
® assoclates 0 associates 292 41 associates DEC
() ®



10 years and Counting

~

JAN
MAR.

APR.

JULY
AUG.
NOV.

DEC

Begin transformation into a Trust-based Wining Culture.

Internal Communication Team.

First certified Six Sigma Black Belt associate in GS CR.

Aspiring Architect Program Launch.

IT Team ServiceDesk Launch.

End to end ownership of product support for LACC
(first outcome-based service offering).

Programathon 1.0

CMMi Level 3.

Closed with
associates 460

The consolidation as a strategic service
and resource provider for Fiserv.

Focus on
. GS Costa Rica
leads the first true collaboration with our
GS India team (ISM-LPS) to provide
24*7 support services to our clients.
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#1 online Ecrlellgle] vendor Best AML KCelent

hanking of Payments Fraud Compliance Customer E
— Mercator Advisory Management Solution 2012 Awn
Group Solutions Provider for anti-money
— IDC Financial Insights — Waters

laundering and
anti-fraud solutions

: P — Celent
CoLtll=Cladss
in Financial Crime
Prevention Named the
— Aite Group
— Global Finance magazine #L Diller direct
ana walk-In £ =1
Best Practices payment provider
‘ r — Aite Group
for Enterprise Data
Management Strategies BESI-IN-Class 1tor mobile banking
— The Data Warehousing Institute for the second year in a row
— Javelin Strategy & Research Named to the
nformation\Week 500
— the most innovative
Named one of the , companies employing
op 50U Servics wogtding providsr of bill pay information technology in
roviders and presentment services their business
— Aite Group .
— Mortgage Technology — annually since 2005
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Some clients of GS CR

EEEEEEEEEEEE

& 1 WINTRUST
NAVY "z
FEDERAL - Bank

CREDIT UNION

Bankof America
Xerox g, = Y4
7 AMERICA FIRST
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Serving 16,000 Clients Worldwide

Sweden
E{j () Russia
o

Deninark

Ireland , Nethierlands’ @l atvia Croatia

Canada @ United Kingdom

b
Hungary
Austria 4 Romania
s Belgium @ oroad Slovakia j
Luxembourg ® [ ) ° Slovenia
Germany
Switzerland 7 3 [ and

United States P
of America

Andorra _“

France [ M | @Turkey

Monaco Leban Japan
@ Bermuda Gibraltar 4 CYPIUS 1 \wait Chma
Bahamas ) Portugal 2

@ urks and Caicos Islands Spain Bahrain b e Taiwan
i Haiti Dominican Republic o YnitethArab Emirate;
Mexico ) @ P{J/erto R||?o 5 aug,!l . India & Hsng Kong
Belind . irgin Islands yabla~Oman @ Thailand Phl|lpp|neS
El Salvador - g = .A‘Ar]rtl:%l;a and Barbuda @ Nigeria : Vietnam,, Guam
Y Barbados 9 Sri Lanka
Netherlands Antilles Malay5|a Wdones.ﬁ
Jrinidad & Tobago Slngapore (Rﬂ_q apua New Guinea
S S
@ Mauritius

South Africa New
® TArgentina
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Market Leadership and Scale

Digital Channels Electronic Payments Account Processing

Bill Pay and

Online E-Bill Network More than

Banking
Solution

Mobile P2P, A2A, ACH

Banking U.S. Financial
Solution Debit Institutions
Provider




Market Leadership and Scale

Digital Channels

Online
Banking
Users

Mobile
Banking
Users

Electronic Payments

Active Bill
Pay
Users

Debit
Accounts

Account Processing

U.S.
Clients

Deposit
Accounts




Forbes | 2015

AMERICA'S BEST
EMPLOYERS

POWERED BY STATISTA

fiserv.



Tecnologias, metodologias y procesos

COBOL

PROGRAMMING

N AGILE WATERFALL
Visual Basic
Dynamics

Microsoft®
E SARg
ORACLE Java
ﬁ Microsoft
SQ L Se rver webMethads

NET
ABAP HTML
121\ -
A' Microsoft E w



Propiedad de los Procesos de
Desarrollo de Software

Credit Unions-Wire Exchange

Signature-Product Support ¢
Signature-Aperio

Open Solutions-DNA

ETG-SAP Practice

FRMS-Fraudguard

FRMS-Risk Management Solutions
Lending Solutions-FLEX
IMS-Development

Output Solutions

DC - PD-Prod DEV - COASP (Integrations)
DC - PD-Prod DEV - SET (COASP)

DC - PD -Mobiliti SET

DC - DC-Mobiliti Development

r - r - -

@:0:220% @ )De20a40% ( 1De404al60% (@ De 60 al 80% (@) De 80 al 100%
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Madurez
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;Quée significa madurez?

Organizaciones no maduras | Organizaciones maduras

- Procesos personales, ad |+ Calendarios realistas
hoc y caoticos ~ « Reutiliza los procesos

- Calidad impredecible . Mas proactivas

- Proyectos con riesgos « Gerentes con visibilidad
altos ~ de los resultados

- Altamente reactivas _« Existen métricas e

« Stress indicadores

C
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Mitos sobre CMMI

No es una pildora que se toma y se van todos los

males

No es una metodologia

No es un estandar

No es una alternativa a ITIL

No nos dice queé es lo que tenemos que hacer

C
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;En cual cuadrante estamos?

Burocracia :
sin sentido Calidad

=)

Proceso de Desarrollo

Caos
creativo

-

Sentido
Comun

l 1
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Caso de negocios \/F/

Perspectiva y retos 2012

- Multiples tecnologias

Multiples metodologias

Control limitado del proceso completo de desarrollo
Competencia interna para atraer unidades de negocio
Alta rotacion de personal

Iniciativas global TZD 03.

Fiserv Costa Rica is a
cost-effective, mature,
= . . R quality-focused, data-driven,
GS Costa Rica Strategic priorities easy-to-work-with Service and
Resource provider and is
regarded as such by our business
partners and clients, who find
value beyond cost-arbitrage.
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Caso de negocios (cont.) \ﬁb

Categoria de desempeno Mejora
promedio

Costo 34%
Cronograma 50%
Productividad 61%
Calidad 48%
Satisfaccion del cliente 14%
Retorno de la inversion 4.0 : 1

Fuente: SEI — Carnegie Mellon University
Performance Results of CMMI Based process improvement



OB SLAST
Caso de negocios (cont.) v

En términos operativos, significa que se debe alcanzar:
- Mejora significativa de la eficiencia del personal
- Reduccion de tiempo de ciclo por eliminacion de re-trabajo
- Reduccion de defectos pre-entrega
- Reduccion de costos de mantenimiento
- Mejora significativa en la confianza del cliente
- Reduccion de defectos post-entrega
- Reduccion de casos de soporte
« Mejora en el capital humano
- Incremento en la moral y lealtad
- Reduccion de rotacion
- Reduccion de re-entrenamiento

C
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El viaje a la madurez §
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Manejo del Cambio

- La persona que guia el proceso debe conocer el modelo, con
experiencia probada en CMMI.

- Se definieron equipos técnicos (technical working groups)
combinando asociados de los equipos y personas del equipo de
PQM (mejora de procesos) que actuaron como facilitadores.

- El equipo técnico hizo el assessment (ellos conocen sus propios
procesos), pero también guiaron la iniciativa, dandoles un sentido
de pertenencia.

- No se adapto la organizacion al modelo, en vez de eso, se evaluo
la forma en que el proceso se llevaba a cabo usando el modelo.

- Se aplicaron mejoras que realmente anadieron valor, de otra
forma, nadie las iba a utilizar.



Puntos de Control

Definicion del método y alcance

. . . ... | o Evaluaciones externas Preparacion para
Entrenamiento Inicial Evaluacion intern Adopcion I
enamiento al aitacio erna g opcto » Preliminares » SCAMPI
v v 3 v v

Grupos de trabajo técnicos Reuniones de seguimiento Entrenamiento extensivo PMAM (SCAMPI C) Implel\r’;llgjr;craac;on de

L L L 4 9 L 4
Roles Clave/primeros en e . . Auditoria externa de Entrenamiento para el
adoptar Identificacion de mejoras ‘* Campana interna procesos organizacionales SCAMPI

v v

Ejecucién de planes de Seleccion de “Team

mejora Members”

9

Seleccion de proyectos
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REQM PP PMC MA CM PPQA RD TS Pl VER VAL OPF OPD OT IPM RSKM DAR

REQM [Requirements Management
PP |Project Planning
PMC |Project Monitoring and Control
MA |Measurement and Analysis
CM |Configuration Management
PPQA |Process and Product Quality Assurance
RD |Requirements Definition
TS |Technical Solution
Pl |Product Integration
VER |Verification
VAL |Validation
OPF |Organizational Process Focus
OPD |Organizational Process Definition
OT ([Organizational Training
IPM |Integrated Project Management
RSKM |Risk Management
DAR |Decision Analysis and Resolution

Nivel 2

Nivel 3

Practica especifica
Practica genérica

16 26 22 20 19 16 22 20 21 19 17 21 19 19 22 19 18 336

CONFIDENTIAL-SENSITIVE




Manejo del Cambio: Entrenamiento

----------- A mayor conocimiento, mayor preparacion

Entrevistados

v CMMI for Dev Fundamentals (por PQM) e e e
- 2014: 81 asociados, 2015: 65 asociados

Asociados de
’ los royectos
v Preparacion para SCAMPI A Asosiados

cubiertos por
la iniciativa

- 40 asociados

v Preparacion para el On site (SCAMPI
Readiness)

- 25 asociados

v Official CMMI Institute Training
- CMMI for Dev

« SCAMPITeam Member

- 10 asociados (40% mas del numero requerido, para
cubrir imprevistos)




Comunicacion Especializada *

- PQM establecio metas y dejo que las personas especializadas
preparan una campana.

- Los conceptos fueron reforzados cuando fue posible, utilizando
ejemplos reales de trabajo diario.

- Laimaginaciony la innovacion fueron los ingredientes
principales.



Ejemplos de Campana

As a faithful supporter of
the Iresults. of Cl\/lﬂl\<|l
implementations, the -
United States e-mails
Department of
Defense requires therr
vendors and contractors
to be CMMII appraised.

Adopting CMMI
can make your work go from
»» great to OUTSTANDING, <« «
and that's a proven fact

Chengs for bstter. Better for change.

CMMI Scampl C &

(PMAM)

Aug. 18 - Aug. 22, 201

Scampi C ,
is a revision of all ‘-

2 and L3 Process Areas.

This revision is a preparation test \

for the official Appraisal on October, 2014.

posters J—
can make your work go fro
»greatto DUTSTANDING
and that's a prot
PMO QA




Ejemplos de Campana

DAY 2 20 days Calendar

Do you know what is Continuous

Improvement?

OUR LAST
ENDEAVOR
Continuous improvement is an ongoing effort
to improve products, services or processes.
These efforts can seek “incremental” Dear associates.

improvement over time or “breakihrough” .
b Now that you have your 2014 Our Last Endeavor Calendar; we wanted to make sure we also provide the

im pl’OVEI’I’IEI‘It all at once. link to the PQM IT Delivery SharePoint. Within this SharePoint, you will find important and useful
information that is relevant to your processes.

Thiz message was distributed to IT Delivery Teams in scope for the CMMI Scampi.

Ca pability Matu I'itv Model Inteqrati{:}n (CMMI) All the information on the PQM IT Delivery SharePoint supports content that was briefly described on the
- Calendar: Metrics, Quality Policy, Templates, among other important resources.
and Target Zero Defects are examples of

methﬂds (ITICFCIB'S} Of COnti nuous Click on the PQM IT Delivery SharePoint and bookmark it!
improvement, that GS CR is implementing If you need assistance or have any questions please contact us at GS_FPI_CR@Fiserv.com.

since 2013.
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Resultados del SCAMPI

& CMMI Institute

Published Appraisal Results

Filter Results

Model'Constellation: r
Maturity Level: r
Year: 2014 v
Country: Costa Rica r

Organization:

Apply Fitter Clear Filter

COrganization Team Leader Appraisal Endg I P YT I
Organizational Unit Sponsor Date Model { Representation): Maturity Level
FISER\ &S Costa Rica Pablo Henriguez B T BV A A b 4 el D
IT Delivery Francisco Alba 1212014 CMMI-DEW w1.3( Staged): Maturity Lewvel 3

CMMIDEV /3

Exp. 2017-12-19 / Appraisal #23367

CONFIDENTIAL-SENSITIVE




Certificado Oficial

.:.. PROCESIX @ CMMI Institute Partnel

Acknowledgement of achievement
This is to acknowledge that

Organization: FISERV GS Costa Rica
Organizational Unit: IT Delivery

Heredia, Costa Rica

was appraised in conformance with the Standard CMMI Appraisal Method for Process
Improvement v1.3 (SCAMPIsv) against CMMIsv-DEV v1.3 (Staged Representation)

The organizational unit was rated at CMMI*V-DEV
Maturity Level 3

Location: Heredia, Costa Rica; Period: December 12th thru 19th 2014
Appraisal SCAMPI v1.3 # 23367

/M,MO %\MA /w%

N
Pablo Henriquez, Vice pre5|dent of Procesix
Certified SCAMPI Lead Appraiser ID# 0400435-01

CMM, CMMI, Capability Maturity Model and Carnegie Mellon are registered in the U.S. Patent and Trademark Office by Carnegie Mellon University; SEI (Software Engineering Institute), CMMI,
CMM Integration and SCAMPI are service marks of Carnegie Mellon University
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Mejoras en defectos pre-entrega

Pre & Mean(Pre) vs. Year
400 1 Pre
e = Smaooth(Pre)
» — Mean(Pre)
350
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e 200 4
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Mejoras en defectos post-entrega

Post vs. Year

70
01 Post
= Smooth(Post)
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PDDD 2015 (Ene-Jul)

Jan Feb March April May June July
PDDD —Target

its affiliates. 41 CONFIDENTIAL-SENSITIVE flserv
(]




Resumen de mejoras en calidad

Overall
Year Pre Delivery  Post Delivery Improvement
2013 16.34 3.64
2014 8.06 0.492 111.82%
2015 5.1 0.512 22.27%

Total Ef fort = Predelivery = Ef fort — Rate,,, + Postdelivery = Ef fort — Rate,;
Total Cost = Total Effort = Cost — Rate

Pre-Delivery Post-Delivery
Year Total Effort Total Cost Total Effort2 Total Cost3 Cost of Quali
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LACC 2015 SLA Compliance

JAN FEB MAR APR MAY JUN JUL AUG
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Rotacion de personal acumulada (2013-2015)

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
2013 e===2014 2015
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GS Costa Rica 2014 Results
Your Voice survey

Fiserv GS CR GS CR Relative Best at
overall 2013 2014 improvement  Fiserv

Engagement 47%
Manager effectiveness 24%
Quality 50%
Trust 18%
Growth and development 17%
Recognition 20%
Business acumen 33%
Client focus 10%
Market insight 20%
Communication 43%




GS Costa Rica 2014 Results
Target Zero Defects (TZD)

« First project to be delivered with zero defects
- SERVUS - Project of the year for DC- Mobiliti
- Total of 24 pre-delivery defects, ZERO DEFECTS post-delivery

Project SERVUS team

Brainer Esteban Joyse Fernando Federico
Vargas Cruz Vargas Fernandez Davila

Jimmy Carlos Alejandro Jesus
Navarro Salazar Quiros Mena




GS Costa Rica 2014 Results
Global Delivery Collaboration Survey (GDCS)

« Collaboration index for GS CR is (7.7, 1.1) GREEN
- Effective partnership — High score with low variance
- Collaboration score: 7.7 is above the 7.5 target
- Collaboration variance: 1.1 below the target of 1.5

7.9

e Collaboration Score I Collaboration Vanance
e Score Cutoff s am o W arance Cutoff



Conclusiones
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Conclusiones

 jLa calidad paga!

« Las mejoras son percibidas por los asociados y por los clientes
- La resistencia se convirtio en entusiasmo

- Es dificil llegar, pero mas dificil mantenerse

- Lo importante es el viaje y los beneficios. La aprobacion de la

valoracion externa viene como resultado

« No es ciencia de cohetes, lo que se necesita es disciplina




Ana.sanabriaelizondo @fiserv.com

Mario.iimenez@fiserv.com
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