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IF I HAD ASKED 
PEOPLE WHAT THEY 
WANTED THEY 
WOULD HAVE SAID 
FASTER HORSES

Henry Ford  (1863 – 1947)
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Where Are We Today?

How Did We Get Here?



Today’s Industry Problems
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Extend To Physical & Digital Storefronts



First time a Gen Z 
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There Are Times I Feel Like
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Extend To Physical & Digital Storefronts

• 70% of the way 

people perceive a 

brand is based on 

how they feel they 

are being treated.

 McKinsey Research

• 49% of those 

surveyed feel 

ignored by their 

bank lender.
 Maritz Research



What Challenges 

Do We Face?



Financial Industry Challenges
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What’s Keeping Me Up At Night?

• Shifting Consumer Expectations

• Emerging Competitors

• Leveraging Data & Tech Stacks

• Personalization



How Did We Get Here?
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What keeps me up at night?

• The consumerization of mobile technology 

has heightened customer expectations 

• Banks & CUs are increasingly removed from 

their customer’s financial lives

• Super Apps & Neo Banks

• Non-bank competitors offering lending 

products & digital wallets



How Did We Get Here?
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What keeps me up at night?

• Leveraging Data & Tech Stack

• Turn Key or Customize & Differentiate

• Personalization

• 1/5 Americans Use BNPL to Buy Groceries

• 9/10 Keep Cash At Home
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Today’s Opportunities.

How Do We Compete?



People don’t believe what you tell them.

They rarely believe what you show them.

They often believe what their friends

tell them. They always believe what they

tell themselves 

Seth Godin, Author



Today’s Opportunities
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How do we compete?

• Enabling Digital Self-Service

• Digital Customer-Centric Approach

• Create Frictionless Digital Experiences

• Provide In-App Personalized Products



Today’s Opportunities
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How do we compete?

• Digital Customer Centric Approach

• Tellerless Model, Datalake, Automation, New Digital 

Banking, New Mobile App, New Website, CRM, 

Persona-Based Advanced Segmentation.

• Create Frictionless Digital Experiences

• Beta Testing w/Customers, Robotic Process 

Automation (RPA), Digital Voice (Chat), PFM 

w/Account Aggregation.



Today’s Opportunities
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How do we compete?



Today’s Opportunities
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How do we compete?



What Is The Future Of 

Our Digital Storefront?



Our Future Digital Storefront Focus?
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Improving Contact Center Experience.

• Enhancing Contact Center Tech

• Sentiment Detecting

• Voice Inflection 

• Marketing CRM

• Generative AI

• Website 2.0
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THANK YOU
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