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banking

is necessary;

banks are not
Bill Gates
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2013: 6,554

2018: 5,400

2023: 4,200

2013: 2,390

2018: 2,210

2023: 2,000
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for the credit union

movement, 

relevancy in the

age of disruption

is the challenge of our time.
Jim Nussle - CUNA
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Source:  Oracle
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Digital	personal	assistant

Gamification

Social	media	account	management

Offers	via	social	media

Comparison	services	based	on	customer	profile

Digital,	location-driven	services

Digital	advisory	service

Providing	customers	with	real-time	spend	analytics

Real-time	synchronisation	across	channels

Payments	using	mobile	devices

Customer Engagment

Vital Very	important Important Not	very	important Not	important
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GLOBAL DIGITAL SNAPSHOT 01.16

Source: We Are Social 

2.307
billion

3.790
billion

3.419
billion

7.395
billion

1.968
billion

active social
media users

unique
mobile users

internet
users

total 
population

active mobile 
social users

penetration: 31% penetration: 51%penetration: 46%Urbanization: 57% penetration: 27%
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1. alignment
2. agility
3. adaptability
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alignment
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80% of senior leaders

say flawed information

has been used 

to make

strategic decisions
American Institute of CPAs (2016)
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alignment

•demographic trajectory

•business profile

•psychographics

• financial propensity

•engagement/channels

• competition

•emotional drivers



the number of people

65 and older

is projected to

triple by 2050
United Nations (2016)
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alignment
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agility
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Source: PwC analysis
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agility

agility assessment

1. in planning

2. in collaboration

3. in measuring progress

4. in responding

5. in letting go



© 2016 Market Insights

adaptability
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65% of banking executives

think their bank delivers an 

excellent customer experience.

only 35% of their 

customers agreed.
IBM (2015)



© 2016 Market Insights

adaptability

people
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adaptability

• start with purpose

• define common language, 

values, and standards

• lead by example

cul∙ture \ˈkəl-chər\
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adaptability

place
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ATM Walk-up/Drive-up Self-Service Banking Center Hybrid Banking Center

Full Service Traditional Branch What’s Next?Rural Outreach
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processes

adaptability
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1. alignment
2. agility
3. adaptability
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we repeat

whatever led to 

last year’s harvest.

it is time to be a 

hunter, not a farmer.
Jeremy Gutsche, author of Better and Faster
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thank you! 


