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❑ CEO

❑ CIO

❑ CDO

❑ Covid 19

Who drove your digital transformation in the last 18 months?
I’m sure you have seen this…



The 5 C’s of Covid 19 
– reflections of the 
last 18 months

Crisis

Contactless

Commerce

Content

Cadence



Crisis: As we went into lockdown, businesses closed, and unemployment soared



The government responded with enhanced unemployment benefit, stimulus checks and payroll protection



U.S. Bank had to respond rapidly

Mobile check deposit Prepaid debit cards
PPP online applications, decisions and transmissions



Address key customer pain points of our prepaid 
customers by:
▪ Onboarding branded customers to our Mobile App
▪ Create a reusable white label App that prepaid 

partner’s customers can use
▪ Re-usable for other partner experiences in the 

future

Prepaid mobile app experience



Contactless: People didn’t want to interact in person and became used to video



Covid 
changed the 
way we live

Cobrowse helped change the way we interact with customers and allowed one 

of our best assets (our people) to show up in those interactions

7
hours

spent on the internet daily

(2 full days out of every 7)

58% 
of consumers

are now comfortable shopping for 

groceries online or via an app

41M
Patients 

used telehealth appointments in 2021   

+99% YOY

Contactless: 2020 accelerated the need for a Do-it-Together model



Creating a competitive differentiator

In-Person
Appointments

Website states 
appointment not 

necessary on 
location, an 

“ambassador will 
always meet with 

you”

By Phone
Appointments Not available Not available

Video
Appointments 

Available @
56 locations

(Target @ scale in 
Q3)

Not available

Not available

(Video 
conferencing 

available through 
enabled ATMs –

not via appt. )

Not available Not Available Not available Not Available Offer video 
coaching sessions 

with limited 
services

N/A

Cobrowse/
Screenshare

Partial- not fully 
integrated No No No No No No No Partial- not fully 

integrated

Digital Activation Competitive Research - Initial assessment only

Leading the industry in Do-it-Together capabilities



143K 
sessions

March 2021

0
sessions

Feb 2020

10,000+ Licensed Users

500,000 Sessions Completed in 2020

Cobrowse Sessions 

Creating a competitive differentiator

Utilizing a cross-functional team to activate at scale

1 million Sessions Completed in first six months of 2021



Commerce: Accelerating improvement through common apply in the mobile marketplace



Content: Has never been more important



Things have never moved faster, 
and this might be the slowest we 

will ever be!

Idea

Product

Deliver 

Iterate

We have never moved faster, and this 
may be the slowest we have ever moved

Cadence: Focus on how, not what 



Nothing is forever,
except change


