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- Who believes the future of retail
banking holds... -




Branch-less banks? Is the branch as we know it dead?

Banker-less banks? Are the bots taking over?

Could we EVER be a cash-less society?

What about check-less?

Border-less banks?

Bank-less?




Our world is being redefined by the convergence of connected
experiences, and retail banking is evolving around three shifts

Technology is
Advancing

Customers are Ecosystem is
Changing Expanding

© © ®

Hyper- Always-On  Cross-sector Age of Al New Cores in Digital
Personalization Expectation Inspiration the Cloud Assets
Abound
Customers expect customization, Retail Banks must compete in a broader Technology’s accelerating pace of
transparency, shared values, marketplace filled with challenges & change continues to reshape retail
community, and an experience in line opportunities beyond traditional banking banks' available capability set and create

new transformation opportunities

with the best of other sectors boundary lines



These market shifts have been gradual, but the impact is clear

Customers are Ecosystem is Technology is
Changing Expanding Advancing
» 72% of customers engage » 46% of customers are » 40% of financial services
messaging? tech companies3 learning for fraud

detection and financial

* 83% of banks are forecastings

* 71% of customers prefer partnering with Fintechs*

digital channels as their

t to bank2 » 47% of banking executives
op way to ban

say they are in the proof-of-
concept stage of gen Al
implementation®

only with personalized willing to bank with big % companies rely on machine

Source: 1. BAI; 2. ABA; 3.Emarketer; 4. Deloitte; 5. S&P Global; 6.PRNewswire




Banks now serve customers who expect personalized treatment,
engage anytime, and are strongly influenced by other sectors

.........................................

..........................................

Customers are increasingly
rate-sensitive and open to
shopping, looking for banks to
cater to them as a segment of 1

Customers are Changing

.........................................

..........................................

24x7 availability has become
table-stakes for retail bank
customers, requiring ready

access anytime and anywhere

_________________________________________

Experiences in retail, tech,
and hospitality have raised
the bar for retail banking
customer expectations of ease,
convenience, and delight



New types of partners, channels, and competitors are proliferating
around the ecosystem - it's not just the branch around the corner

_________________________________________

FinTechs are no longer just
competitors, and cross-industry
partnerships unlock broader
capabilities & newly integrated
solutions

_________________________________________

MORE CHANNELS & ALL THE |
CHANNELS E

..........................................

Retail banks’ routes to market
for sales & and service have
multiplied customers’ options,
but also multiplied complexity

New non-bank competitors
continue emerging, and
challengers threaten to
unbundle the retail model



In the age of Al, with advanced core platform options and digital
Infused all over, all retail banks must be FinTechs — or else

Technology is Advancing

__________________________________________________________________________________

i AGE OF Al ; +  NEW CORES IN THE CLOUD ; + DIGITAL ASSISTANTS ABOUND
With more advances in data & More dynamic platforms with Digital experiences designed &
analytics, generative Al component architecture, inspired with human touch and
continues to push boundaries scalable capacity, and flexible human interactions super-
of productivity, creativity, and customization - for banks that charged with digital tools -
speed - but it's not perfect can invest retail banks need both
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- What could the future of retail
banking mean for customers?




Today, customers often have to go through multiple channels,
unidentified & regressing at each touchpoint, to find a solution

Servicing Pain of Today
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Tomorrow, single-touch resolution and deepening relationships with
happy clients from each interaction can be the norm

Potential Servicing Journey of Tomorrow

Any channel Any channel
Inquiry answered g Customized interaction
Solution found Personalized offer

Branch
Anticipated arrival
Digitally-assisted Banker

Mobile app Online desktop Contact Center
Robust features g Integrated with app § Easy & secure recognition
Device agnostic Fast & safe login Optional & available agent

J
f
Customers have accessible choices across channels, crossing over seamlessly where preferred
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Today, customers can struggle with limited support from their bank
while in the middle of important purchasing moments

Purchasing Struggle of Today

Check

Rejection

=

Check rejected
by merchant
that no longer
accepts them

Inefficiency and social
pressure of borrowing
from friend

Worry of fraud deters
from card & digital
wallet usage

Cash
Deficiency /_\

Not carrying enough cash
to make the purchase

Unsure of balance available for debit card,
and already overdue on credit card



Tomorrow, each retail bank can holistically enable each purchasing

experience as an easy & rewarding customer delight

Personalized
rewards
gateway to
tailor benefits
for each
customer

Potential Servicing Journey of Tomorrow

O
r®

Easy to share

asy universal mobilée
wallet adoption and

Early access to
regular paycheck

shopping and

. purchasing ) .

smart _sho_ppmg accounts with for f'r.‘a.n.c'al
notifications others flexibility

Bonus
multipliers,
lending offers,
and tailored &
transparent
advice



- The near-term future of retail
banking Is visible ahead...




In tomorrow’s future, retail banks...

... will still be each banking
organization’s heartbeat

Flagship & Brand Beacon

Anchor for Relationship Primacy
Face to the Community

Enterprise Funding Source

@B®®

... can take the opportunity to
evolve value propositions

@O@®

Personalized, Flexible, Adaptable

Convenient, Accessible, Easy

Secure, Fast, and Consistent

Transparent, Trustworthy, Fair



To take advantage in the future, retail banks need to invest in key
capabilities today

Identify & Prioritize Connect Channels Simplify Products &
Micro-Segments Seamlessly Level-up Loyalty
Upgrade Data Evolve Talent and Improve Resiliency in
Infrastructure Leadership Needs Face of Risk

@ ®



~ Retail Banking pioneers will
make the long- term future far

; dlfferent




- “Everyone’s a Retail Banker” in a fully democratized, peer-to-peer
financial system

“Retail Banking is everywhere and nowhere,” embedded though
iInvisible in our everyday lives

“Retail Banking goes galactic” as space colonies & tourists need retail
banking just like here on Earth

“Retail Banking’s all-access pass” combines unique identity, credit, and
alternative data streams to enable real-time underwriting of everything




