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Uber is offering Uber Cash.  

 

Uber Cool  DRAHOTA  
 TOP 10  1 
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It’s not just growth, it’s about 
VALUE which can be created by … 
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 Right-sizing your cost structure 

 Adding new talent 

 Filling gaps in customer experience and processes 

 Creating new revenue streams 

 Adding a market 

 Acquiring deposits  
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Right-sizing your cost structure 

 



Source: Citi GPS: Global Perspectives & Solutions, Bank of the Future, March 2018. 

Artificial Intelligence Use Cases and Adoption in Consumer Banking 

AI USE CASES MARKET EXAMPLES TYPICAL VALUE BENEFITS 

Target and personalize customer 

offers better, across channels 

DBS, Chase, RBS, 

BBVA, DB, Capital One 

• 2-3x+ better response rate 

• 20-30%+ revenue uplift 

Chatbots/Digital agents for  

customer service and query support 

DBS, USAA, HSBC, 

BoA, CMB, Capital One 

• Handle 1MM+ queries/ daily; 

• Improve resolution time by 80% 

Secure Digital Identity with facial,  

voice and behavioral biometrics 

for smarter onboarding and servicing 

Barclays, Wells Fargo, 

HSBC, USAA, WestPac, 

CapitalOne 

Reduce fraud by 70-80% and 

verification costs by 50-70% 

Automated spend and Investment  

advisory 

USAA, Capital One, 

Bank of America, 

Betterment, Wealthfront 

• Reduce costs by 80%+ 

• Increase clients/advisor by 2X+ 

RPA for automating ledger  

reconciliations, automating tech  

support, IT automation etc. 

 

Wells Fargo, Chase, 

ICICI, Danske Bank, 

JP Morgan, Bank of 

America, DBS 

• Lower operating costs by 40%+ 

• Reduction in reconciliation time 

  by 60-90% 

Detect fraud better particularly  

for payments in real time 

Visa, Mastercard, Stripe, 

JP Morgan, Nordea Bank 

• Reduce false positives in  

  fraud by 60-80% 

Enhance Cybersecurity with  

ML techniques 

CapitalOne, Barclays • Reduce time for detection  

  by 30%+ 

Customer 

Engagement 

Operations 

Risk & 

Compliance 
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Source: Citi GPS: Global Perspectives & Solutions, Bank of the Future, March 2018. 

Artificial Intelligence Use Cases and Adoption in Treasury and Trade Solutions Banking 

AI USE CASES MARKET EXAMPLES TYPICAL VALUE BENEFITS 

Virtual digital assistants to help 

corporate clients navigate through 

product detail/answer queries 

HSBC, RBS Virtual agents can help reduce 

corporate calls by 70-90% 

AI based chat logs analytics for 

better customer interactions 

DBS, Bank of America, 

HDFC Bank 

60%+ of queries resolved quicker 

through analysis of chat logs 

AI based analytics for liquidity 

optimization 

JP Morgan, Yes Bank, 

HSBC 

10-15% reduction in liquidity buffer 

feasible through predictive 

optimizations 

AI predictive analytics of DPO/DSO 

estimation, to optimize Supplier 

Financing 

Wells Fargo, DBS,  

JP Morgan 

Improve financing forecast by 70-90% 

Automate ledger reconciliations JP Morgan, ICICI, Axis Lower operations costs by 40-60% 

Automate payment reconciliation for 

receivables 

Bank of America, Citi 

Intelligent and automated 

contractual processing 

JP Morgan Reduce legal costs by 80-90% through 

automation of standardized terms 

Machine Learning to predict exposure 

risk for client investments 

CapitalOne, 

Goldman Sachs 

Predictive risk improves 20-30% 

Customer 

Engagement 

Operations 

Risk & 

Compliance 
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Adding New Talent 
 
Marketing  

Roles 
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Filling Gaps  
in Customer  
Experience  
and Processes 

Sample of email 

communication 

received from 

CapitalOne 
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Landing Page Content: 
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Automated One-to-one Onboarding 

Email   |   Landing Page   |   Direct Mail   |   CSR/Branch Call   |  Retargeting 

Welcome 

Day  

1 

Delight 

Day  

45+ 

Boost 

Day  

30+ 

Activate 

Day  

7-29 

Acquaint 

Day  

3 

Welcome 

Communications Acquaint Activate Boost Delight 

 New Non-checking 

 New Checking 

 

 Call out features of the 

account and tips for 

navigating online banking.  

 Introduce a personalized 

to-do list utilizing  

customer data.  

• Email 

• Landing Page 

Now that the customer has 

had some time to get their 

new account funded and 

set up, activate! 

 Direct Deposit 

 Debit Card 

 OLB and Bill Pay 

 E-statements, Alerts, etc.  

Promote your commitment 

to service and  

 Ask for feedback 

 Solicit a review 

 Encourage joining the 

conversation on social 

Continue the conversation 

 Share resources 

 Promote complimentary 

products 

 Grow the relationship 
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 EFAs 

 Litigation 

 Solar 

 Insurance Premium 

 Subscription Accounts  

Creating New  
Revenue Streams 
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Buy the Bank  
Across the Street 

M&A 
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70% Demand  

for Savings  

Acquiring Deposits 



Don’t confuse tools with goals 
 DRAHOTA  
 TOP 10  3 

Technology is a necessity,  

but not a differentiator.  
Don’t rely on a technology strategy;  

be driven by a bank strategy  

supported by technology. 
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Source: Raddon Research Insights, Raddon’s CEO Strategies Group. Raddon is a Fiserv Company. 

Small Business Net Promoter Score  

by Primary Financial Institution 

Leverage Your Strength  



Benefit from the  
Boomer Bounce 
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Transition  

from incremental  

to transformational  

in everything you do. 
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BEWARE 
Incumbency Dilemma 
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 TOP 10  8 Make Lemonade 



The Zoom Effect 
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 TOP 10  9 Partners or Competitors? 



Check Your Speed  DRAHOTA  
 TOP 10 10 
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CEO, Mills Marketing 

BeckiD@MillsMarketing.com 

 

Becki Drahota 

Thank you! 

Part 3: REIGNITE – Reignite Your Brand 

Coming December 8th at 10:00 am! 

 

 


