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Mastering the Digital Experience





Who Do You Compete With?











+500,000 Users
in

Three Years

Redacted







Convenience is the new loyalty, and experience 
is the new interest rate.



A good digital experience is not a differentiator, it is a basic requirement –
and experience is not just design.
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Traditional Banks Go Branchless…

JPMorgan Chase 

Announced availability of 
FINN at Money 20/20…

Finn is a standalone mobile application 
that offers tools specifically geared 
toward helping millennials manage 
spending. 

The app was developed to target 
millennials, as well as consumers who 
don’t live close to a Chase branch.

October 23, 2017 
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8 Minutes
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ARCHAIC PROCESS CREATED COMPLEXITY IN 
MERCHANT SERVICES APPLICATION

Evaluate payment gateways Select a payment gateway

Register for 
payment 
gateway

Wait for bank 
approval

Apply for 
merchant 
account

Accept credit card payments

MERCHANT SERVICES

Set up 
merchant 
account
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Digital Transformation ≠ using technology to deliver 
the same services

Digital Transformation = using technology to deliver 
things that weren’t possible before
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Coordinate with 
credit union 
customer service

Partner with a Credit Union

Evaluate technology stack

Coordinate with CU tech provider

Coordinate with 
compliance department

Build innovative solutions

PARTNERS SEEKING TO BUILD DEPOSIT/ONBOARDING 
SOLUTIONS ALSO FACE COMPLEX PROCESS
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Systems are bloated and 
costly to maintain

Not all legacy systems 
operate in real-time

Proprietary systems present 
challenges for developers
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Thoughts from random runners on the 
Internet
• “My wife loves Peets coffee but they recently closed the few locations 

they had in our city. Fortunately the Capital One Cafe serves Peets…”

• “I need a loan, not a high five”

• “Again, a cafe is not going to incentivize me to do business with a 
bank"





Mastering the digital experience is about 
extending the social reach of your community, 

not just your app




