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Abstract

Financial institutions around the world are exploring ways to respond to the needs of a
changing consumer universe that is more mobile, more digitally adept and more
demanding. In an effort to overcome legacy processes and technologies, banks and credit
unions are converting to a more digital business model.

Digital banking is more than getting customers to use online or mobile banking or adding
on to existing products - it is a way to run an entire organization. This new model touches
product development, distribution, front and back-office operations, marketing
communication, customer service and much more.

Digitization is not simply a defensive strategy against bank and non-bank competitors. It
should also be a way to increase revenue through improved consumer insights.

Unfortunately, financial institutions are trying to play catch-up against more nimble
alternative providers. To keep up, banks must innovate and bring these innovations to the
marketplace. They also need to be open to partnerships and, in select parts of the value
chain, external sourcing.

The pace of change is increasing and it is time for banks and credit unions to move
beyond the basics. This report will hopefully help organizations prioritize what is required
to meet the needs of an increasingly demanding digital marketplace.

The result should provide the foundation for a strategic planning process that can lead to
becoming a more digital bank.
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