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Macro Trends Shaping the
Future of Financial Services

A transformation is underway in the U.S. financial services industry
that will have a profound impact on how participants do business,
how they strategize about their futures and how they collaborate
around products, service and information.

There are four primary trends at work:
1.  The financial services business model is changing;

2.  Technology is changing the fundamental nature of financial
services delivery and distribution;

3.  New competitors are disrupting the industry through new
investments and innovation; and,

4. Consumer demographic and behavioral shifts will require
credit unions to adapt their cultures and value propositions to
retain and gain market share.




Business Model Change
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BRANCH BANKING IN
A DIGITAL WORLD'

P Ll -

@ Active mobile banking users

The case for going ‘phygital’

Most customers still use branches, while many also use mobile, so 20M
banks are promoting a hybrid strategy that relies on physical and
digital channels

15M
71% of customers averaged 14 branch visits in past year 1o0M

5M
78% of new accounts are opened in branches 0

2012 2013 2014 2015 2016 2017

49% of millennials, 31% of Gen X use mobile banking Source: Bank of America










Technology is Redefining
Financial Services
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What is
“Digital Transformation”?



Digital Transformation is about
reimagining how you bring together
people, technology, data and process
to create value for your members
and maintain a competitive
advantage in a digital-first world.

Being Digital is different.
It is almost genetic in nature, in that
each generation will become more
digital than the preceding one.
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Key CU Result Areas for Digital Transformation

DIGITAL
TRANSFORMATION

Empowered Engaged
Employees Members

e B

Better Optimized
Products Operations
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What’s Next in Tech?

118 \
Blockchain

Vil )

Biometrics
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Exponential Growth of loT
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CONNECTED CONNECTED
DEVICES IN 2015 DEVICES BY 2020
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The Changing Nature
of Competition



Reimagining the Customer (Member) Experience
Is creating a new era of competition
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Competition Redefined
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Payments processing, card developers,
& subscription billing software tools

Tools to manage bills and track
personal and/or credit accounts

Audit, risk, and regulatory
compliance software

Companies leveraging blockchain
technologies for financial services

Peer-to-peer lending & alternative
underwriting platforms

What’s New in FinTech?

PAYMENTS/ INSURANCE

BILLING
CAPITAL
PERSONAL
Rt MARKETS
_ gme E; WEALTH
REGTECH ’m‘ = = MANAGEMENT
m -
= + U=
O | MONEY
BLOCKCHAIN/ N TRANSFER/
CRYPTO o ‘GE REMITTANCES

o i‘ MORTGAGE/

LENDING REAL ESTATE

2018 FINTECH

Alternative underwriting, claims,
distribution, and/or brokerage platforms

Sales & trading, analysis, and infrastructure
tools for financial institutions

Investment and wealth management
platforms and analytics tools

International money transfer,
and tracking software

Mortgage lending, digitization,
and financing platforms
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Consumer Demographic
& Behavioral Shifts



How to Win When Millennials Rule the World

Award-winning author of Investing with Impact

KIDS %
DAY Human Capital and
the Making of Millennials

MALCOLM HARRIS
(8.1988)

&

Wh.en .
Millennials

THE RESHAPING OF AMERICA U e

B CAnN

How to connect
with the first
digitally savvy
generation

of consumers
and employees

Obamna's New Boss & McCain vs. Brzezinski BRRIST

TIME

Millennials are lazy, entitled narcissists
who still live with their parents

Why they'lisave usall
s B
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Consumer Behavior Shifts

“Born Digital” consumers demand
new ways to interact

Buying decisions influenced by insights
gathered from vast amounts of
data and information

Value creation occurs in shorter cycles

driven by digital interactions

“Situational Context” becomes a vital
component of effective marketing

“Digital Life” requires new forms of |.D.
management and authentication
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