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digital

digital pain points

OVERVIEW ANALYSIS

 Disjointed service design across all channels and client touch points

« Disconnected internal systems that lead to multiple user experiences for account setup
& management

« Lack of innovation in consumer facing products & services

« Lack of loyalty partnerships and incentives to keep current customers and to maintain a
competitive edge

* Brand experience is inconsistent between the digital and brick and mortar world
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o opportunity

digital
TD BANK + WIPRO DIGITAL
« To understand prioritized initiatives from the business perspective
* Create a 360 degree view of customer account integration
» Design a seamless unified experience between online and offline channels
* Provide insight and expertise around big data & customer predictability
* Define and create a mobile strategy to push information and services

* Define and create loyalty programs with vendor partnerships
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- personas

digital

THE “"CUSTOMER"” PART OF THE CUSTOMER JOURNEY

Goals

« Tasks
Motivations
Expectations

Moments of delight
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personas
TD Bank

Darren Jacobs
24 single, rents an apartment in Philadelphia

« First job out of college as a manger at a new café
* Currently has a checking and saving account at a local bank

» Shopping around for a larger back to transfer his accounts
an begin to invest in a more aggressive savings plan

* Interested in a money market account or CDs, but not
certain how to make the decision

SUMMARY

Darren is smart about making money, he knows how to do it
and how to spend it, but not sure how exactly to save it. This is
the first time he is earning enough to sock away and he is
frustrated that all banks seem to offer the same thing. He
needs clear, informed and reliable direction.



personas
TD Bank

Esilda Vrusho-Levin
31 married, three children, owns a condo in New Jersey

« Stay at home mom with an undergraduate degree in
economics and foreign policy

* Husband is a small business owner
« Takes responsibility for the financial decisions in the family

* Never owned a credit card - first generation American with
very conservative and traditional financial habits

« Wants to find a credit card provider that is not intimidating

SUMMARY

Esilda’s family immigrated from Armenia 15 years ago. She was
raised with very solid and conservative financially responsible
habits. She has never owned a credit card and now she is
shopping online so much that she needs one. She is also
interested in loyalty programs and special awards that credit
cards have to offer in order to maximize her household savings.



personas
TD Bank

Jean-Michel LeBrand
40 divorced, one child, owns a home in the suburbs

« Chefand co-owner of a popular French bistro
* Needs a loan to help pay for his daughter's college
» Careful not to mix business finances with personal

* Makes his mortgage, but recently had a damaging divorce, and still
trying to get out of a financial hole

« He is taking out a loan for the first time

SUMMARY

This is a very difficult decision for a proud man, who has never relied

on a loan in the past. He is interested in the least risk possible, and
wants good, clear communication from a knowledgeable and
trustworthy expert.
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heuristic analysis

TD BANK (US) + TD CANADA TRUST

Landing page

Personal banking

Branch experience

TD Bank online conversion

Competition online conversion (US)

TD Canada Trust online conversion
Competition online conversion (Canada)
Mobile 10S (US)

Best practices in consumer fin tech
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heuristic analysis
TD Bank

personal banking

ANALYSIS

* Busy, lack of focus

* Unclear on the call to action, too many options
* The audience is vague, and not well defined

» Customer service is hidden on top

* The content is too marketing and sales centric

SUMMARY

This may be how marketing sees the business, but
does not reflect how customers will use the service.
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About Us Locations Customer Service En Espafiol

Search
Investing
Personal Banking 9 Account Log In
Log in 1o your account
Whether it's your child's first savings account, your first home or your retirement plan, we
offer personal banking products and services tallored to your needs today with the Learn more about our
flexibility to grow with you. We're here to help you every step of the way. online services

Online Banking

Check your balances, transfer funds and review transactions anytime, anywhere. Bill Pay
enables you to set up recurring payments, make next-day payments for many bills and
review payment history. And our Person-to-Person Payments*® service gives you flexible
ways to send and receive money. .
« Online Banking pe= '

ill You have questions?
n-t0- n n We have answers.
Ask TD Helps.
> Log In | Sign Up | View Demo Talk to our online team.

Mobile Banking with Mobile Deposit*
Use your iPhone®, Android™ or BlackBerry® to bank on the go.
i in iew

> View demo

*TD Bank Maobile Deposit is avadable to customers of at least 90 days or longer with an active checking, -
savings or money market account, Avallable for most IPhone and Android devices. Other restrictions

may apply. Please refer to the Mobile Deposit Addendum. Simplify your banking
with Online Statements

Less clutter, more secure

Foreign Exchange Services

Whether you're traveling or sending/receiving funds internationally, we can help you
order and exchange foreign currency, wire money virtually anywhere in the world and
process foreign drafts and checks.

ian han vl |

Cross-Border Banking (U.S. & Canada)

You can rely on the same great TD convenience and service on both sides of the border.
Whether you cross the Canada - U.S. border to live, vacation, work or study, managing
your banking needs can be easy.

. - ! i

Private Client Banking & Lending

In addition to our personal checking and savings accounts, we offer specialized financial
solutions and services designed to meet the needs of high net worth individuals.
« Priv. 1i nki ndin rvi

*Person-to-Person Payments (Popmoney) are avallable for most personal checking and money market
accounts. External transfer services are available for most personal checking, money market and savings
accounts. To use either of these services you must have an Online Banking profile with a U.S. address, a
unique U.S. phone number, an active unique e-mall address, and a Scclal Security Number. Your eligible
personal deposit account must be active and enabled for ACH transactions and Online Banking transfers,
Fees may apply depending on delivery options.

*For more information, read the Terms & Conditions. ©2015 Visa US.A. [nc.

Small Business Banking Commercial Banking Follow Us Customer Service

> (:::r: ::n:-m. Bill Pay ’ gr:r:‘s(ug Management Facebook » g:r Community

» | nking » Careers

» Merchant Services » Checidng Toitter » Call Us/Bank by Phone
» Business Checking » Loans & Lines of Credit . » Find a TD Bank or ATM
»

»

Business Savings » Leasing & Equipment Finance location

Business Money Market » Government Banking G YouTube » Finance 101: Money

CDs » More Commercial Banking... "“"-\Iofemﬂ'f- for any stage of
m UnkedIn your iife

Credit Cargs 1 ina

heuristic analysis
TD Bank

personal banking

ANALYSIS

* Obscure editorial copy

« Too many options, and no clear focus on the customer experience
» Left side navigation is ordered in a random and unintuitive way

* Clear incentives for the reasons why TD bank is the best on the

market are not presented

SUMMARY

If this is the customer acquisition page, then there are no compelling
reasons why TD bank is the best choice to manage and maximize
personal finances.
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TD Home Apply English ~ Register ~ EasyWeb B Login Site Search Q

1D My Accounts Contact Us Products & Services Markets & Research Life Planning

heuristic analysis
Eas::::b Onlin::{a:l:mg TD Ca n a d a Tru St

» Security Guarantee
> Try the EasyWed Demo

Worry-free banking

TD chequing accounts make it easy to manage
day-to-day transactions

: . WebBroker Online Trading Ia nding page
Open an account now - - Login Register >

> Security Guarantee

» Try the WebBroker Demo

ANALYSIS

3 Bank when Manage your Renovate your

. you want Account online dream home . e . .
Manage your day-to-day 1t easy to access your With TO Home Equity « The content lacks specific focus and direction
banking online, 24/7 with TD Business Visa Account FlexLine that ensuite is

EasyWeb. through online banking. more affordable than ever

Find out more Learn more See how . . .
' « There is no primary call to action for the the user
Personalize your experience
1 you chooss Goe, e remammbr o your hext vk, Your selecton s aptons * No design hierarchy, the page is not easily scan-able
g E 0w @ & i
I'm new to I'm in school I've got I'm buying I'm starting I'm starting I'm planning

Canada a new job a home a family a business to retire SU M MARY

HELPFUL ADVICE HANDY TOOLS BANKING SOLUTION
- Questions about Calculate how much you ~ P& Reach your . . .
atiramant raad 10 save b‘ retirement goals The bank offers many rewards and marketing incentives, however they
planning? Join the Use the Retirement Savings A with our investment are displayed on the screen in an overwhelming experience without
discussion 444 Calculator tool to see how your options | . d . . h
You ask. Our experts and LELL)  retirement target date or desired We offer a wide array of Cla rlty or direction to the user.
the community answer. nee level of income influences how much investing solutions that can
you need to set aside each month, help you reach your
Jane “For someone nearing retirement goals along with
retirement, are TFSAs a support to make the most
good investment of them,
strategy?”
Products Rates Services About TD Resources Locate a Branch
> Bank > Account Rates > Cross-Border Banking » Our Business » Student Life By Address, Intersection,
Accounts > Mortgages > Travel Medical Insurance > Media Room > New to Canada City or Postal Code
’ (P:(:zl?tnal » Credit Cards » Foreign Currency » Careers » Green Banking
 Mortosnes s Prime Services > Ways to Bank e.g. 633 Bay St., Toronts
929 GIC » Invest on your Own
> Credit Cards  ~ ©I¢8 TD Helps Search
Foreign > Invest with an Advisor a
> Insurance ’ You ask, we answer
Exchange
4 f::;:g:;"d > Mutual Fund
Prices

Privacy and Security Legal Accessibility Connect with TD u n m m Dﬁ
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Banking of the future

Banking of the future

115648 Source: Forrester Research, Inc. Unauthorized reproduction or distribution prohibited.



Future of Money — E-payment & M-Payment

Cards —

Credit and
Debit
cards

Peer-to-peer

(P2P) Consumer-to-

Business
Domestfic money Payment apps

transfer or X
. s mobile wallets,
intemational NEC

remittance

E-payment
and M-
Non- payment

Cash

Payment :
Credit

Business/ or
Business-to- Government-
Business to -
Consumer

Optlons Transfer —

Automated
Clearing
House

Remittance

Source: World Payments Report
2013, Capgemini & RBS



Future Banking Platform

B Existing or extended requirement

I New requirement

115648

Source: Forrester Research, Inc. Unauthorized reproduction or distribution prohibited.

Technology and organizational change
alone are not sufficient to guarantee
great CX, banking platform requirements
must reflect the central role that CX
currently plays.

In the future, sharing functional elements
across BUs and countries will be
commonplace

Marketplaces need to offer bank
customers not only the products and
services of a single bank, but also third-
party products and services while
allowing customers to compare, choose,
and comment.

Banking in future will cause a lot of
continuous change, and future banking
platforms must support a steady
transformational journey rather than a
single broad and deep transformation
program.



Personalize your experience

Select an option below to find helpful advice, handy tools, and more.
If you choose one, we'll remember it for your next visit. Your selection is optional.
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I'm new to I'm in school I've got I'm buying I'm starting I'm starting I'm planning
Canada a new job a home a family a business to retire
HELPFUL ADVICE HANDY TOOLS BANKING SOLUTION
(a Welcome to Planning to move to Canada? » A banking package
7 Canada » for newcomers to

We can help you get organized by
opening your account before you
move

2 » We've been serving Canada »
m newcomers to Canada for Our New to Canada

A 2" over 100 years package can give you the
financial foundation you

need as you settle in

\

Canada.
I'm new to I'm in school I've got I'm buying I'm starting I'm starting I'm planning
Canada a new job a home a family a business to retire

HELPFUL ADVICE HANDY TOOLS BANKING SOLUTION

Smart spending at  Create a budget on your coffee L .| An account for your
school » break > student life »

Budget tips, how to Avoid monthly fees and

manage student debt and minimum balance
create smart spending requirements with this

Making a budget is simpler than you
might think. No need for
spreadsheets or calculators -start

habits. account for full-time
with a basic three-step student post-secondary students
budget. Y ’
p '~
& =] v 4. e 7
I'm new to I'm Iin school I've got I'm buying I'm starting I'm starting I'm planning
Canada a new job a home a family a business to retire
HELPFUL ADVICE HANDY TOOLS BANKING SOLUTION
Buying your first Try our mortgage calculators > ¥ Choosing a
home? Get started ] > Which mortgage Is f . mortgage that
here > Sy r'ont for you? works for you >
Get the information, tools 44 > How much can you afford? With a variety of flexible
and resources you need to > Mortgage Payment options, you can feel
feel prepared to start Calculator comfortable with the
shopping for your first mortgage you choose, no
home. matter what your specific

needs.

heuristic analysis
TD Canada Trust

personalize your experience

ANALYSIS

« Financial savings and planning is a very personal experience

» There are many entries into the banks offerings based on specific
personas, purpose and place in life

* The focus is useful to help new customers engage

SUMMARY

|ldeas and suggestions for opening an account can provide good
direction and focus. Handy tips are useful, and portray an
understanding of the customer experience.
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Young choristers of the Brooklyn Youth Chorus raised their voices in song
today in the lobby of the TD Bank branch at Montague and Court Streets.

branch experience
TD Bank

CUSTOMER SERVICE

Tagline: “It's time to Bank Human Again” reflected in the warm,
friendly customer service

Contemporary decor & music
Offers a penny arcade, free lollipops, dog biscuits, pens

Extended hours - open 7 days per week

Active in local community events, encourage philanthropy among
its employees

SUMMARY

Strong customer focus and personalized service, indicative of the TD
Bank brand, is well represented at their branches. Unfortunately, this
customer-centric focus does not translate to their digital presence,
producing an inconsistent brand experience.
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customer conversion
TD Bank

ANALYSIS

Multiple screens to engage with before the 5-step process
application, resulting in a minimum of 8 screens.

Cluttered appearance. Superfluous text: policy/legal statements
could be placed in a less obtrusive space or behind tooltips (see
CIBC). Fields could be edited with progressive disclosure,
dependencies and more targeted requirements

Lacks differentiation from competitors

Lacks ability to save entries and resume form completion at a later
time

Phone support only - no online chat available for support

Lacks an attempt to engage the customer on a personal level
creating an extremely generic experience

SUMMARY

Customers demand ease-of-use, transparency, and a smart design that
respects their time and effort to engage. Banks that do not recognize
the change in consumer behavior are vulnerable to disruption.
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CapitalOne

»
Capital(One

customer conversion
TD Bank competitors

ANALYSIS

« Wells Fargo attempts to personalize the experience and
segment the user by offering more products and services up
front.

THAT'S STRANGE, WE
COULDN'T FIND THAT PAGE.

S By e S S— —

« US Bank has more promotional pop-ups offering assistance
and cross-selling opportunities. This has the conflicting affect
of embracing some customers, while turning off others.

SUMMARY

Major banks are perceived as doing the basics well, but this is not
apparent in their conversion process. TD Bank and its direct
competitors suffer from most of the same user experience issues,
making them vulnerable to disruptive innovators who can
address the needs and expectations of today's consumers.

- . —
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-
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Personalize your experience

Select an option below to find helpful advice, handy tools, and more.
If you choose one, we'll remember it for your next visit. Your selection is optional.
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customer conversion
TD Canada Trust

ANALYSIS

« TD Canada Trust has a multi-step process to complete
conversion. However, it is slightly more streamlined than TD
Bank and its U.S. competitors.

« TD Canada Trust begins to personalize the experience by
segmenting the customer and guiding them to the appropriate
product and services.

* Partnered with *Moven, a mobile-phone based banking and
budgeting app that lets users track their payments and see by
category how they are spending. Provides real-time updates
from debit card.

SUMMARY

TD Canada Trust has been more thoughtful than other banks in
attending to the customer’s needs and creating a more
personalized experience. With it's partnership with *Moven, they
provide unique financial management tools and services. They are
moving more quickly toward reinventing the banking experience
than their American counterpart.

However, both from a usability and visual design standpoint, the
on boarding process diverges only minimally from the experience
of the other major banks.

*Moven: A startup application for debit account tracking that has partnered with
TD Bank (see slide 37)
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customer conversion
TD Canada Trust competitors

CiBC

 CIBC, like TD Canada Trust, creates a more customer-centric
experience.

* Aless-cluttered, clean interface with clear sign posting directs
the user to appropriate paths.

* The application form follows the rules of good form design,
hiding the fine print behind tooltips and minimizing
distractions.

« Early adaptors of innovative mobile banking applications

RBC

« RBC's website is a more cluttered, less focused site with no
clear distinguishing branding experience to differentiate
themselves from other banks.

» The site is poorly organized, delivering a very busy interface
with numerous hyperlinks.

» The branding is weak and generic.
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[ Details Related ]

App Store Customer Reviews

Write a Review App Support

1. WORST APP ON THE APP STO...

* 1 ¥ % v DluxedadRunner - Mar 8, 2015

| am extremely disappointed with TD Bank's app.
It's functional, but that's it. There is no way to
improve it because there is not a feedback option.
Since the merger, | feel like they have totally

ignored their customers. Quick to push a pr ...More

2. Lacking

* Firey432 - Mar 9, 2015

This app is quite lacking compared to other mobile
banking. | don't use those because | only have an
account with TD Bank. The keyboard was quite
outdated, the app itself looks dull and

cumbersome, and the interface doesn’t feel ...More

3. Can’t even suggest features?!

* 1r v - v TotallyAddicted777 - Feb 13, 2015
Apparently no one at TD Bank (America's most

* B © Q o9

Featured Top Charts Explore Search Updates

customer conversion
TD Bank mobile

app store reviews

ANALYSIS

Users are very clear and vocal about specific features
that are broken in the application

SUMMARY

Excellent customer feedback that provides good and
very specific direction for fixing bugs and broken
features. In general, features need to be better tested
before release.
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Main Menu

Bank

America’s Most Convenient Bank®

Accounts & Balances
Transfer Money
Pay Bills

Mobile Deposit

TD Debit Card Advance®"

Discretionary Overdraft Service

Locations
Find stores and ATMs near you

Frequently Asked Questions
Top banking FAQs

Share App with a Friend

m $ X (

Main Menu Accounts Tools Contact

eeeee ATAT 7= 12:25 PM 4

Main Menu E
Account Log In

User Name:

Password:

O Remember my User Name

Privacy | Security | Terms of Use
© Copyright 2015 TD Bank, N.A. All Rights Reserved.

m $ X (

Main Menu Accounts Tools Contact

conversion blocks

ANALYSIS

SUMMARY

customer conversion
TD Bank mobile

All links lead to the same screen asking the user to log in
with a secure registered account. Login screens are more
typically the first screen

Important space is misspent on the corporate branding
and Main Menu bar

User work and task flows are not clear and displayed in an
unintuitive manner

None of the information has any relevance unless a user is
logged in and authenticated into the app.
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v Just the basics

Enter your emal

Create a password

Country (Language)

Let's get started.

¥ No credit checks v Free reader

Confirm your emad

What type of business is it?

Tell us about your business.

N Prono

What is your business name? Empioyer identfication Number (optional)

Estimated anvwaal revenue

How do you plan 10 use Square?

e

CONTINVE

Legal name

Postsl Code

Date of birth

Last 4 digits of SSN

Let’s talk about you.

CONTINUE

conversion flow

SQUARE

* Customer friendly language

customer conversion
best practices

» Clear, instructional messaging that set the users expectations

* Only the required fields are displayed for a minimal successful

conversion
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Lend Loan Amount Repay Date Amount To Pay / EDIT

Apply $200 04/24/15  $230.10

customer conversion

best practices
Get Started Pract

@ Your LendUp account gives ConverSion flow

Email Address you 24/7 access to your
loan information, and
makes future loan

Choose Password applications a snap. LEN DU P
Requirements: At least 6 characters, including one letter, and one We will not share your ) ) ) ) ]
number or special character personal information with * Informative and useful tracking information displayed on top

marketers or spammers.

il « Presents an easy and clearly displayed three step process

| certify that all the information | enter is true, and |

agree to the terms of service and privacy policy. » Useful help information is contextually tied to the form completion

and consent to electronic disclosures

Accept Terms

& LendUp uses bank-level secur ty and

encryption to keep your data safe
J  J
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Let's get 10 know you

What are you looking for in a financial
advisor?

Select ol that apply

I 'd like to create a diversified investment portfolio

1 'd ke 10 save money on my taxes

W 'd like someone to completely manage my investments, so that | don't have to
W 'd like to match or beat the performance of the markets

Let's get to know you.

The global stock market is often volatile. If your
entire investment portfolio lost 10% of its value in a
month during a market decline, what would you do?

@ Sell all of your investments
@ Sell some

O Keep all

@ Buy more

Let's get to know you.

What is your annual after-tax income?

Let's get to know you.

What is the total value of your cash
and liquid investments?

e.g. savings, CDs, mutual funds, IRAs, 401(k)s, public stocks

customer conversion
best practices

conversion flow

WEALTHFRONT

Logical and intuitive sign up progression

Questions drive account services and products in a meaningful way.

Experience has a ‘playful’ quiz like feeling that engage new customers
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DWOLLA

customer conversion

Choose your account type. best practices

conversion flow

DWOLLA

*  Good explanation of customer type

Personal Business Non-profit Government
Send, request, or receive money Accept, request, or distribute Collect donations and raise funds Collect fees or taxes, sell licenses, e Breadth of service types are clea r|y defined
using an email address or phone payments for products and for single initiatives or recurring issue refunds, and more.
number. services. gifts

' » Buttons and a call to action is clearly labeled to take action and

©2015Dwolla, Inc.  Privacy Legal Dwolla, Inc, is an agent of its Financial Institution Partner(s)

© 2015 WIPRO LTD | WIPRODIGITAL.COM | CONFIDENTIAL



DWOLLA

Let's set up your personal account.

a Personal information Legal first name Legal last name

Your personal information and Social Security
Number (SSN) are safe, and used for identity

verification purposes in compliance with Date of birth Day Year
federal law.
Select a month - Select a day -
Mobile phone number Last 4 digits of your SSN
e Address (U.S. only) Street address (sorry, no PO Boxes) Address (optiona)

Similarly, your address helps us accurately
verify your identity.

2P City State

e Seta PIN 4-digit PIN Confirm PIN

o Agreements Allow other Dwolla users to confirm | have a Dwolla account and more easily find, pay, and request
money from me by searching for my name. My name, city and state will be displayed in the results
(optional).

| agree to Dwolla’s Terms of Service and Privacy Policy, and agree to receive information about my
Dwolla account electronically.

Change account type

customer conversion
best practices

conversion flow

DWOLLA

« Clear segmentation of information type on the form
* Form fields contain useful hints in the fields for entry and are
designed to the appropriate size to contain the required

information

* Only the required fields are displayed for a minimal successful
conversion
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wipro
digital

loyalty programs

BEST PRACTICE OVERVIEW

TD Bank

Wells Fargo
Bank of America
MasterCard
PNC Bank
Citibank

Chase Bank
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TD Bank

Poor User Experience, Random Product Selection, and
purchases only made through point accrual. Cash back is
not automatic like BOA and other programs.

Wells Fargo

Digital Rewards: User can redeem
rewards for a variety of digital products,
e.g.: music albums, e-books, audiobooks,
games, etc.

MasterCard

Broad array of services for customers including:
Mastercard Priceless Cities, Fuel Rewards Network,
MasterPass, World Travel Experiences & Offers.

Bank of America

Partnership Driven: Can be redeemed in
store or online at qualified vendors once the
deal has been “added” to a debit account.

Citi ThankYou®
Rewards

2 N S Hrmarts

3 8 a0 v, o P s Sy S5 D T RS e s 08 T e S o Sy
o o e e o et o et Fam o ve e Mee B

Eam TharkYou Ports fom your Cam ports uwng your O

Bararg Rewnreng Thera Yo Care

See Al the pownts You Could Be Getting

Y
Lozdna

—— - ——_—

f,m,""'"’ ity !

Choose your reward

S eon. camt Bk @ i e gy, Amdee pins e Bch
11 v oy G e, S, Sapereces ond mer gt e e Smeerty

Your cash back rewarts S0 not sxpire a8 ong &4 your scoount i open

Get gift cards Redeem your cash back Redeem for cash back
e o 4 s s o 5% rewards at Amazon.com e S S
SR -
oo B R
= L °
pimcx mman R
“al--EE e
[ o]

loyalty programs
best practices

Citibank

Customers are only rewarded if they
have one of three cards. Rewards can be

redeemed through loyalty points, cash back
programs, or daily discounts through partners.

PNC Bank
Everyday offers are logged over the

course of month, purchases are counted

against budget and points are rewarded for
staying under budget.

Chase Bank

Provide gift cards, cash back, and
partnered shopping experience through Amazon
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wipro
digital

social networks

CUSTOMER SERVICE & COMMUNICATIONS
TD Bank Twitter

Wells Fargo Twitter
Bank of America
MasterCard

PNC Bank

Citibank

Chase Bank
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| 00000 AT&T B 20w 10:08 PM i birs: Loy social networks
twitter

TD Bank

ANALYSIS

£x [+ Follow \

» Very busy and active Twitter account

TD Bank
@TDBank_US * Expert feeds and timely customer communications
Let's talk. We're here to help everyday 6am- .

_ Honest and responsive
11pm EST. Follow us for TD news and info.

Our disclaimer: bit.ly/ZCjmYB.

Maine to Florida

12.4K FOLLOWING 32K FOLLOWERS
Tweets Media Favorites J

TD Bank @TDBank US 15m
@MjHarris22 Noticed ur tweet, Malik
& sorry for the wait. Anything we can
help with? Pls DM ur ph#/time (no
acct#) & we'll reach out. ASD

AR TN Ranly T LI )
“ 4 = Q
0 - -
Home Notifications lessaqges |
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twitter

*® _GiGi.MiMi.Koi.**
< 47.2K Tweets C)\ %

Media Favorites ’ TD Bank

\ W.GiGi.MiMi.KOi.@ @Signed_T... 3h ANALYSIS
¥ | Hate TD Bank! &3 &3 Twitter users are very open and (sometimes painfully) honest

~ @.GiGi.MiMi.KOi.@ 2Signed_T... 4h
i | Hope Its Not Alot Of Traffic When |
Het Off Wrk! &

~ @.GiGi.MiMi.KOi.@ aSigned_T... 4h
ey Cant Wait To Get My Hair Redone!

3 @.GiGi.MiMi.Koi. @ retweeted
¥¥ @ fvckjas 4h
mv hair eats arease wav too fast.

o 4 = 2

Home Notifications Messages
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<

the pictureman
11K Tweets

Tweets Media Favorites 1

the pictureman @coreydapixman 5h
Is it me or is #tdbank tripping $3 to
check my balance yeah i need a new
bank instagram.com/p/1SqEkKkHDSpI/

¥ the pictureman retweeted

Yalanda P. Lattimore @DryerBuzz  22h
Wait for it... #wealthgap
#HairSheBuzz - women getting off

early today. Minority women off first...
fb.me/7nVpcdrcs

1 1

the pictureman @coreydapixman 1d
@Dev_Still71 would love if u could join
jahri 4 his 8th ann bowling fundraiser
@ Dave & Busters Franklin Mills

TD Bank

ANALYSIS

social networks
twitter

Customers do not like hidden fees, and can be vocal about that

by announcing it out publicly
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< Destiny twitter
29.5K Tweets

Media Favorites ’ tWitter: TD Bank

Destiny @ her0709 4h ANALYSIS
TD Bank is the BEST ) &7 Not all tweets are negative ©

Destiny @ her0709 5h
Done with them 24hrs

’
Destiny @ her0709 5h
| am FREE!!!
Destiny @ her0709 6h

Won't He do it?! #blessed

Destiny @ her0709 6h
Almost that time

@ 4 2 2

~

Home Notifications Messages Me
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1:23 PM

Wells Fargo
6,906 Tweets

W EES Media Favorites ’

¥ Wells Fargo retweeted

g8 i Adam Nanjee @adamnanjee 20h
f The convergence of #FinTech and
#CleanTech Wells Fargo backs
CleanTech #startups finextra.com/
news/fullstory... @MaRSDD

@JDogterom

¥ Wells Fargo retweeted
Wells Fargo SmallBiz @wellsFarg... 1d

WELLS

el -@EntMagazine has 7 ways to whip
your inbox into shape. How do you
stay on top of your email? spr.ly/
6010NeGA

Wells Fargo 'u‘h'odu1
for Small [:‘:,slntss_j

twitter: Wells Fargo

ANALYSIS
Professional tech forward Tweets

social networks
twitter
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#chase

Chase
@Chase

Chase
@Chaselandon

Chase Support ¢
@ChaseSupport

Chase Small Business
@ChaseSmallBiz

Chase Daniel ¢
@ChaseDaniel

CHASING MIDNIGHT
@ChasingMnight

Chase Giving ©
@ChaseGiving

The Chase ¢
@ITVChase

Q° 2 =

-

Home Notifications Messages

& Cancel

social networks
twitter

twitter: Chase

ANALYSIS
A separate feed for customer service
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!

LN
-/
Chase Support ©

@ChaseSupport

7

+9 Follow ]

{X

We are the official Twitter customer service
team for Chase Bank! We are here to listen,
learn and help M-F 7AM-11PM ET & Sat.
8AM-8PM ET.

https://www.chase.com/
bit.ly/ChaseTermsCond...

13.6K FOLLOWING 48.9K FOLLOWERS

M. Chase Support @ChaseSupport im
‘ ’ @DirtCheapDad | apologize for the
- inconvenience, but the coupons
cannot be replaced. A similar offer
exists at bit.ly/1GTgh92. "AW

@’ 4 4 2

Home Notifications Messages Me

twitter: Chase

ANALYSIS

social networks
twitter

Timely and relevant support in addressing customer complaints
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the future of banking

“The theory of disruptive innovation describes a process by which a
product or service transforms an existing market by introducing
simplicity, convenience, accessibility, and affordability. “

Clayton Christensen, Disruptive Innovation Institute



('

wipro
digital

disruptors

NEW TRENDS TO LOOK OUT FOR

Personalization

Account aggregation

Track spending tools

ID Scan

Authentication & log trends
Voice commands

Fund transfers

Self service
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Customized credit cards are available through many banks
including Wells Fargo and CapitalOne. Customization will

mean more than designing your own plastic card. The new
customer can set their own combinations of variables
including rates, banking fees and reward programs to suit
their particular needs.

future of banking
disruptive trends

SEGMENT OF ONE

The future of banking is moving toward a ‘'segment of one’ with

increased personalization—building unique profiles of their customers
to help drive the entire relationship.

Facebook, Google, Amazon and Netflix are the new models for the
future of personalized banking. Mining data, both online and offline,
will produce a 360 degree view of the customer and the ability to

proactively offer targeted services tailored to their specific needs, in a
specific place and time.

The future of banking requires more intelligent relationships with the

customer which will increase trust, drive loyalty and ultimately improve
customer satisfaction.
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B-A'N-K

bank like you live: . UMPQUA

the way we see it

We've never thought of ourselves as simply a bank. We're really more like
knowledgeable neighbors, the kind you invite over for a cup of coffee,
seek advice from and chat with over the fence. And we're here to help you
bank like you live.

future of banking
disruptive trends

PERSONALIZATION

1. Personalized financial management, transaction analysis
(including forward spending analysis) and budget assistance.

2. Omnichannel communication 24/7 via online chat, phone or in
branch. Integration of data and personal details collected through
each touchpoint to build a more customized experience.

3. End-to-end experiences for major financial interactions such as
buying a car or a home. Integrate services from initial research to the
final purchase with fast, convenient service.

4. Marketing / Sales personalization to recommend products and
services based on personal data.

5. Support-focused personalization to help solve customer problems
quickly. Knowledge-based systems can predict and supply relevant
support based on personal data.

6. Loyalty programs are a key marketing tool in the banking industry
- analytics drive the segmentation of customers based on their
lifestyle and purchasing habits.
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future of banking
disruptive trends

MINT: FINANCIAL ACCOUNT AGGREGATOR

» Dashboard overview of all accounts, spending, bills, budgets,
alerts and advice

» Ability to budget and track expenses
* Provides weekly summaries

* Generates alerts and notifications

* Provides credit score tracking

« Simple, intuitive interface

« Good use of data visualization for financial data
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$764.43

New Bike Twes

September Rent

Summer Fun Budget

Hair Appointment

Thanksgiving Tix > Home

L — |

Emergency Fund
_—

Carver ¥ I
$764.43

Move Money

{>+ Instant Transfer
Mail a Check
h Pay a Bl

External Accounts

future of banking
disruptive trends

SIMPLE: DIGITAL BANK

» Ability to track and manage spending in real time
« Ability to attach images to transactions

« Offers a “Save to Spend” feature, tells consumers what they can
afford based on their account balances and schedule transactions

» Provides reporting
» Ability to pay bills
* Ability to mail paper checks

 Ability to transfer funds between Simple and accounts at other
financial institutions

» Ability to Block/unblock debit cards
* Provides a diligent customer service team
 Minimal, distraction free interface

« Content s free of typical corporate bank jargon
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future of banking
disruptive trends

MOVEN: DEBIT ACCOUNT FOR TRACKING

= .52$30000 & = | - 2 $280.00 2 = « Debit account that categorizes and tracks spending
Monthly Spending { 2 LRGN $20.00 . | _[_- 5 c h .
as of March 21, 2015 K 1
; a . 10 stes nstant notitication with every transaction
} f| DINING OUT -
4
- Touvespent$35000nDining O | | B € e « Phone becomes a wallet using Master Card pay pass
$25 : ~= SO Far ifns f"()nfh " DumgOul 53500 >
BELOW TYPICAL g i - ﬁ Sh
O OpPINg 3 . . . .
$150 P \ ) = — — « Pay friends using email/text message even if they do not
ENT SO FAS 2 ;;; Transportation $25.00 >
« . e have Moven account.
i -3 & Cash $25.00 >
E
2 « Simple, intuitive interface
- ~
g 3 S : :
L T « Data Visualization of financial data
jee e
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future of banking
disruptive trends

log in authentication

ID scanning to open account

BANK
Radius. Bankmobile

FEATURE

Banks are gravitating toward a new technology they
think can help customers more easily open mobile
accounts: allowing customers to photograph their
driver's license from their smartphone to help them
auto-fill portions of their application.

American Banker
03.25.2015
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log in authentication

No Password Typos

Easy access to your credit card account

with SureSwipe™.

= CREDIT CARDS

& Trace Your Pattern

User name: Johneeesssssssssee

OmoOm=moO
I

@ o ©
[
oOmogmEQ

Sign In With Password Pattern Help

future of banking
disruptive trends

pattern tracing log-in

BANK
Capital One

FEATURE

Capital One is making it easier for customers to sign into its
mobile banking app replacing passwords with a pattern that
users trace with their finger.

The new feature is designed to address two of the biggest
issues with mobile banking: Bill-pay security and ease of
account sign-in.

SureSwipe is designed to simplify the typical log-in process
requiring users to remember and type in eight or more
characters, often a combination of numbers and upper and
lower case letters. This can be a challenge for mobile users -
particularly when they are on the go - given the small screen
sizes on smartphone.

65% of mobile users cite difficulty accessing accounts as
causing dissatisfaction with mobile banking.

15% of mobile password entries fail.
http://www.mobilecommercedaily.com
11.11.2013
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log in authentication

future of banking
disruptive trends

biometrics - facial recognition

421 PM
Quick Logon
R BANK
USSA
FEATURE

The San Antonio financial services company has rolled out

facial recognition technology across its entire membership
base that lets them access its mobile app with a tap of their
smartphone camera and a blink when prompted (to prove

they're a live person and not a photo). USAA is also giving

members the option of logging in with a spoken phrase.

This makes USAA the first major U.S. financial institution to
deploy a full-scale rollout of voice and facial recognition. In an
industry that has tried and failed to make biometric
identification work for 50 years, USAA's efforts could be a
significant turning point.

American Banker
02.03.2015
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log in authentication

future of banking
disruptive trends

cardless cash - QR code

BANK
FIS

FEATURE

As an extension of the FIS Mobile Wallet, Cardless Cash
Access enables customers to make cash withdrawals from
mobile-equipped ATMs through the privacy and security of
their mobile phone. In essence, the solution allows customers
to pre-order cash. After securely logging into the app, a
customer selects the account and amount of the withdrawal.
Once at the ATM, the end user scans a QR code on the ATM
screen and, within seconds, the cash is dispensed. An
eReceipt is securely stored in the cloud and is accessible from
the phone.

FISglobal.com
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log in authentication

future of banking
disruptive trends

biometrics - fingerprint

BANK
FIS

FEATURE

FIS this past week announced biometric access to its mobile
banking application via Apple's TouchlD. With this, FIS will
become the first provider to offer fingerprint access to its
Cardless Cash ATM application when it enables fingerprint
authentication beginning in April, according to a press
release.

"One-touch Cardless Cash is unlike anything else in the
market," said Douglas Brown, senior vice president and
general manager of mobile financial services at FIS. "The
ability to access your account and withdraw money with just
your fingerprint will make ATM access faster, safer and easier
for users. It's a true home run."

The Bancorp is one of the first financial services companies to
offer to its banking customers biometric security in mobile.

Mobile Payments Today
03.30.2015
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log in authentication future of banking

— disruptive trends

pre-login account balance

BANK
GoBank

FEATURE

Custom alerts are set by customer to manage their
FOrgot username or pEsswora? ' Spending.

Homemiber Me

FIND A FREE ATM
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T
r () Watch Now
S e e e e e B )
“\ Contact Us Q Find Locations
Full Site | Legal Notices

self-service

eec0 Tole2 1349

BANK#:WEST 2.

Username: Online Usemam:

Password: Online Passwi

Remember Me

Try Mobile PIN

INS['FANCE tht helpful insurance
() ips.
IN Bk

future of banking
disruptive trends

selling on mobile

BANK
Bank of the West / Bank of America

FEATURE

The use of alerts and sales messages within mobile
banking reinforces other channels. Extremely
effective as an engagement tool, opt-in push
notifications are being used (and promoted) by more
and more organizations.

Thinking outside the box, some organizations use
behavioral insight to offer engagement and ‘'next
most likely’ products, while Bank of America has gone
as far as prompting customers with merchant-funded
offers through SMS texting.

The Financial Brand
08.27.15
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future of banking

. Isruptive tren
self-service disruptive trends
voice command capability
Voice
p dit d Members save 25% on No Monthly Fees
"Pay my credit car Valentine flowers J Free Checking
Saturday." rder now Open Account Now ngl;(
Accounts and Tasks =
Which of these? T3 My Accounts > FEATURE
@ Transfer/Deposit > "Voice opens [mobile banking] up to a whole new group of

people," Hudson says.

That list includes: members who are reticent to tap their way
USAA Biz AmerExpres

through financial tasks (perhaps due to fat fingers), the

" *9655 2225 Investment Center > bz Rtz
elderly and those with disabilities, says Hudson.
USAA Biz MC Claims Center 4 AmericanBanker
S it 02.22.2013

m Say or type your request.

Say or type your request.
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self-service future of banking
disruptive trends

B WELLSFARGO

a Online Security Guarantee make an aPPOintment With bank rep

Username

_ o
Password
Wells Fargo

Save Username Slgn On FEATURE

Plan an appointment with bank specialist via mobile
app.

ATM
Locator

Tools &
Calculators Home Loans
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self-service
<G NOTIFICATIONS
DIRECT DEPOSIT POSTED D y‘\ﬁ

PURCHASE GREATER THAN

A
& /N

GAS PURCHASE GREATER

THAN —
L]
o

ATM WITHDRAWAL LARGER

THAN -
S15 D V\"\"'
[ 2

custom alerts

BANK
GoBank

FEATURE

future of banking
disruptive trends

Custom alerts set by customer to manage their

spending.
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self-service

Travel Notice

@ Add a travel notice 10 let us know

where you'll be using your cards

Add Travel Notice

Get additional help for your trip.

Order Foreign Currency Online

Contact Us While Traveling

travel notice

BANK
Bank of America

FEATURE

future of banking
disruptive trends

Set travel notices to alert the bank that transactions
will occur in new location(s) and order foreign

currency online
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self-service

Ask before
you buy

' {Dashboard Fortune Teller

!

Should you buy it?

Check your budget before you head to
the register.

Word to the wise: Our mystical powers
are limited by your GoBank budget. So
help us out by adding all your major
expenses and income.

BUILD OUT MY BUDGET

READY? ASK AWAY!

-2

future of banking
disruptive trends

budget assistance

BANK
GoBank

FEATURE
Gamification - Ask before you buy

The Holy Grail of most robust mobile banking apps is the
ability to build a complete personal financial management
(PFM) integration. GoBank avoids overcomplicating the
budgeting process. Simply input the payment reminder (rent,
cable, electricity, gym), provide an amount and indicate the
frequency. The same is true for deposit reminders. Once a
budget is set, the power of the GoBank Fortune Teller™
comes into play.

| can use the Fortune Teller to double-check my budget
before | spend. | simply tell the Fortune Teller how much it
costs, and GoBank gives me a quick yay or nay based on the
budget I've set. And since mobile deposits and payments
post immediately, my Fortune Teller update represents a real
time balance.

TheFinancialBanker
06.04.2013
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self-service

L4l Bndhoed o wpiate
the candract
et b o

v Lrnag Laee
Document name

Barclmys Motor

Nl day o et uparew
o g nee Sor e G

future of banking
disruptive trends

cloud storage

BANK
Barclay's Cloud It

FEATURE

Store and tag important digital documents such as
passports, birth certificates, driver’s license...
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self-service

Debit Card Control

Use the swiiches 0o actvateidsalie cards.

Debit1 (*2314)
Debit2 (*4648)

Debitd (*5815)

Save Settings

future of banking
disruptive trends

deactivate debit card if lost or stolen

BANK
FIS

FEATURE

FIS this past week announced biometric access to its mobile
banking application via Apple's TouchID. With this, FIS will
become the first provider to offer fingerprint access to its
Cardless Cash ATM application when it enables fingerprint
authentication beginning in April, according to a press
release.

"One-touch Cardless Cash is unlike anything else in the
market," said Douglas Brown, senior vice president and
general manager of mobile financial services at FIS. "The
ability to access your account and withdraw money with just
your fingerprint will make ATM access faster, safer and easier

for users. It's a true home run."

The Bancorp is one of the first financial services companies to
offer to its banking customers biometric security in mobile.

Mobile Payments Today
03.30.2015
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funds exchange

future of banking
disruptive trends
PHOTO PAY PAY A FRIEND
Updated 12/30/14 4:25 PM Updated 12/30/14 4:25 PM -
SNAP A PHOTO o

o Rt ths photo pay & pay a friend

< DUE & RECIPIENT'ADDRESS

3 PAY AGAIN ki

) oo - Delete SANIE

R A Bank Mobile, US Bank
Bozo D Clown $1 68
:,zfdf'nz;’ b FEATURE
- Deiete Snap a photo of your bill to capture all the info and
T . - Scheclule payment or pay instntly
B’.LU‘ED.E:CIO $085 Pending
i Send money to a friend...
Craig $O1O
Pending
PICTURE PAYEE $1.11
7h 01:03:201; bankmobile.com

usbank.com

Add New Biller

Pay Bill by Photo

Volkswagen Credit ..2077
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funds exchange

Secure & Convenient

View balances and recent activity, make
payments, move money, and more!

22O

@ CAPITAL ONE 360
Waetome NG DRECT Savers

future of banking
disruptive trends

bump money between phones

BANK
Capital One

FEATURE

The card company and bank is one of the few that lets
customers bump money between phones as well as make

P2P payments.

AmericanBanker
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ioT

future of banking
disruptive trends

watch bank

BANK
Moven

FEATURE

Moven launched a smartwatch app for Android devices. It
currently operates on Samsung Galaxy Gear watches, as well
as the Motorola Moto 360. The smartwatch app also allows
the user to view balances in his Moven account — not linked
accounts at the moment — and review monthly spending.

U.S. Bank and Wells Fargo are also reportedly testing
wearable apps, but Moven's appears to be the first in the wild
in the U.S. market with a smartwatch PFM product.

http://bankinnovation.net/
04.06.2015
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wipro
digital

questions/comments

NEXT STEPS
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addendum

April 2, 2015
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Description URL Tabs Notes

Home http://www.tdbank.com/
Demo http://www.tdbank.com/personalonlinebanking_demo/controlier. htm|
Personal (Consumer)
Business
Online / Mobile
Investing / Insurance
Online Banking  httpe//www.tdbank.com/personal/online_banking html - ° A o
Transfers http://www.tdbank.com/personal/transfers. html| ’ PY
e External client facing links: desktop
Bill Pay http://www.tdbank.com/persanal/ebillpay.html i
Online Statements http://www.tdbank.com/personal/online_statements.html '
Alerts http://www.tdbank.com/personal/alerts.html
Checking http://www.tdbank.com/net/selectstate.aspx?ref=/personal/checking. html
Mobile Banking http://www.tdbank.com/personal/mobile_banking.html .
Security Center http://www.tdbank.com/personal/mobile_banking.htmi ’
IRAs http://www.tdbank.com/personal/iras. htm| |IRA planning tools
Credit Cards ! httpe//www.tdbank.com/personal/credit-cards.html 'Cash Back, Travel & Dining
Compare Cards http://www.tdbank.com/personalcreditcard/creditcardcomparisonchart, html
Apply httpe//www.tdbank.com/net/absearch/default.aspxitvalue=Auburn®%2CK20ME | Q&A Qualifing Widget
Debit Cards  http://www.tdbank.com/personal/personal_debit.htm! .
Offers http://www.tdbank.com/shoponline/index htm!
Prepald Cards http://www.tdbank.com/prepakd-cards/index.htm|?click=left-nav:personal:prepald-cards
Easy Access http://www.tdbank.com/prepaid-cards/tdconnect/index. htmi?click=prepaid-landing-pag2:top-imagelink:td-connect-cards
Parental Control http://www.tdbank.com/prepaid-cards/tdgocard/index.htmi?click=prepaid-landing-page’ Parnts, Teens
Gift Card http://www.tdbank.com/prepaid-cards/giftcard/index.htm| ?clickeprepaid-landing-page:top-imagelink:td-gift-cards
Mortgage  http://www.tdbank.com/mortgages/default.ntml i
Rate Quote https://tdbank tgagewebcenter.com/CheckRates/SearchCriteria.asp?PID=22 K
Buy A Home http://www.tdbank.com/mortgages/buy_home.htmi Know the Process, Choose Your Loan, Start the Application
Find a Mortgage Advisor https://tdbank.mortgagewebcenter.com/LoanOfficer/Search Location based search widget
Find a Mortgage Advisor - Results https://tdbank.mortgagewebcenter.com/LoanOfficer/SearchResults
The Mortgage Process http://www.tdbank.com/mortgages/lending-process.htmil ’
Resource Center ‘https://tdbank. mortgagewebcenter.com/ResourceCenter/ResourceCenter.asp?PID=74 |
Loan Programs https://tdbank.mortgagewebcenter.com/Resources/Resources/LoanPrograms
Closing & Beyond https://tdbank.mortgagewebcenter.com/Resources/Resources/Closing
Your Application https://tdbank.mortgagewebcenter.com/Resources/Resources/Application
Calculators https://tdbank.mortgagewebcenter.com/Resources/Resources/Calculatorsindex
Your Property https://tdbank.mortgagewebcenter.com/Resources/Resources/Property
Glossary https://tdbank.mortgagewebcenter.com/ResourceCenter/Glossary.asp
Apply Now https://tdbank.mortgagewebcenter.com/Account/Login?ReturnUrl=5%2fApplyNow | Application widget
Home Equity Loans & Lines http://www.tdbank.com/net/selectstate.aspx?ref=/personal/home_equity_loan.htmi )
Personal Loans | httpe//www.tdbank.com/personal/personal_loans.htmi '
Personal Unsecured Loan http://www.tdbank.com/net/selectstate.aspx?ref=/| I/personal dloan.htrr Data driven by regional selection
Personal Unsecured Line of Credit http-//www.tdbank.com/net/selectstate. aspx?ref=/p I/personal dloc.html Data driven by regional selection
Collateral Loan http://www.tdbank.com/net/selectstate.aspx?ref=/personal/collateral.html| | Data driven by regional selection
Foreign Exchange Services http://www.tdbank.com/personal/foreignexchangeservices. html |Foreign Exchange Cash, Internal Wire Transfers, Foreign Checks, International Drafts
Apply Now hittps://tdbank mortgagewebcenter.com/Account/Login?RetumUr=%2fApplyNow | Application widget
Home Equity Loans & Lines hittp://www.tdbank.com/net/selectstate.aspx?ref=/personal/home_equity_loan.html | }
Personal Loans itp://www.tdbank.com/personal fpersonal _loans. htmi !
Personal Unsecured Loan hittp://www.tdbank.com/net/selectstate.aspx?ref=/personal/personalunsecuredioan.htm Data driven by regional selection
\
Personal Unsecured Line of Credit hittp://www.tdbank.com/net/selectstate.aspx?ref=/personal/personalunsecuredioc. html; Data driven by regional selection
Collateral Loan http://www.tdbank.com/net/selectstate aspx?ref=/personal/collateral.html ‘Data driven by regional selection
Foreign Exchange Services 1 http://www.tdbank.com/personal/foreignexchangeservices.html Foreign Exchange Cash, Internal Wire Transfers, Foreign Checks, International Drafts
Cross Border Banking http://www.tdbank.com/net/selectstate.aspx?ref=/personal/cross-border-banking.html |
Private Client Banking and Lending  http://www.tdbank.com/investments/private-client-group/private-client-banking.html | Day to Day Banking, Credit and Lending
Investment Management hitp://www.tdbank.com/investments/private-client-group/investment-management htmi
Trust and Estate Planning http:/lwww.tdbankmﬁnvestmntslprivate-diem-groun/mgndestate-sentes.hnﬁ
High Net Worth Planning http://www.tdbank.com/investments/private-client-group/high-net-worth-planning htmi
t
Instituitional Trust http://www.tdbank.com/investments/private-client-group/institutionak-trust.html | Assset Management, Retirement Pfan Services, Trustee Services, Captive Insurance
Finangial Tips and Tools htto://www.tdbank.com/personal /investment-resources/markets-and-research.ntm| |
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Mobile Features

Phone

Application download

Check deposit balance

Check loan balance

Check account balance

View pending transactions
Transfer funds

View account history

Make single bill payments
Locate nearest TDB bank or ATM
Get directions

FAQ for commonly asked questions
Real time purchase notifications
Touch ID sign in

Purchase (vender) view

Photo feature to pay bills

Photo feature to deposit checks
Send money instant

Request money

Transfer credit card balances
Tools and Calculator

Make an Appointment

View Market News, Stats & Quotes
Registration and Profile

English & French

Tablet

View account details

Check account balances

View transactions

Transfer funds between accounts
Pay bills

Deposit Checks
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Mobile feature matrix: desktop

ANALYSIS
=New features are explored and tested to varying
degrees of success by the competition

=Mobile allows for better customer and product
tracking

»Features are built out to support customer service
services and smart decision making

SUMMARY
Anything that can be mobile will be mobile.
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Platform
Facebook

Twitter

YouTube

LinkedIn

Pintrest

URL
https://www.facebook.com/TDBank

https://twitter.com/TDBank_US

https://www.youtube.com/user/TDBankUS

https://www.linkedin.com/company/2775?trk=tyah

https://www.pinterest.com/tdbank/

Notes

549,650 likes

Active

Seeking out customer opinion

Promotes core value of supporting small businesses

Provides educational tool tips for personal financial management
31,900 followers

Active

Direct line to help and customer service

Clearly communicative

Providing useful links and information for financial management
Informative

More customer service in tone than marketing

Community oriented
786 subscribers
Videos of the CEO talking about corporate responsibility
Formal, serious, board meeting feeling

Television advertisements

Corporate driven, not customer

Very controlled environment

Tightly managed and maintained

173, 972 followers

Professional

Used for recruitment and internal corporate updates
Potential employee information

344 followers

Undefined use of Interest

possibly trying to appeal to the millennia's

Unclear strategy, focus or messaging

0 likes is not a great sign

Attempting to be 'cute’ but unsuccessful or awkward execution

Social network analysis: desktop

ANALYSIS
=Generally very professional and well maintained

SUMMARY
A very important feature for marketing and external
communications
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D Monday, December 8, 2014 @ Calculator 9 Find Locations (. Contact TD

TDBank: tablet

Earn 25,000 °
bonus miles, Welcome |Og-ll‘l
plus 3X miles
on diningjand
traveL ‘ Remember my User Name

’ ANALYSIS

Get the

TD First Class™
Credit Card|
today,

_ =Clearly displayed call to action for the user to either

Log in or to Apply for a new account

»Soft sell marketing incentives for new customer
acquisition

Apply today

=Lack of choice helps the decision making process for
the customer experience

Bank CONNECT WITH TD vISIT SUMMARY
americas most comemientsanks [ [ 4 Y (@) www tdbank.com Clear direction and intuitive design. It is disconnected
from the Web site experience, but demonstrates a
0276 e A A s P mobile first development approach
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D Monday, December 8, 2014 @ Calculator 9 Find Locations t Contact TD

TDBank: tablet

Accounts
’ Deposit Accounts $20.00 TD Checkin ®
E oras account overview
=p TD Checking $1000 %
x9144
» SELECT MONEY
MARKET STMT $1000 ) s 5 ANALYSIS
. 2D TRANSACTION ACTIVITY R ok T : . "
0 i B =Information is displayed in a clear and intuitive
TD Debit Card Advance Settings
-Optional Overdraft Protection manner
o0 0 DATE DESCRIPTION DEBIT CREDIT
CREDIT RBIC MOVE o o 5
o FUNDS e =User can take action on the data or simply view the
00/18/2014 %8:7:?1';7’;'1131'3( to SV -$1.40 aCCOUﬂt Summary
con7rzon4 Oniine Xer Transfer oSV g1 09 = Amount of data displayed is relevant and
appropriate to the users experience and
0911712014 Online Xfer Transfer to SV -$1.00

00004786157218

expectations of managing an active account

09/17/2014 Online Xfer Transfer from

SV 00004786157218 %00 SUMMARY

O . Information is displayed in a professional manner that
helps customers feel in control of their financial affairs
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-D Monday, December 8, 2014

=9 PAY A BILL

Select Biller:

Pay From Account:

Pay Date:

Amount:

a Calculator 9 Find Locations

Bill Pay

Central Maine Power

x9123

TD Checking

x9144

Monday, December 08, 2014

$ 300.00

Available Balance

$10.00

t Contact TD

©) BILL PAY INFORMATION

Q: What should | choose as my
Pay Date?

A: The pay date is the day your
payment is received, SO you can
choose a pay date that is the
same as the due date on your
bill. You can also select an
earlier date if you wish. Bill Pay
makes sure that the biller
receives your payment on the
correct day.

If the payment can be made
electronically, the money is
withdrawn from your account on
the Pay Date. If the payment is
made hv chack the manav i

TDBank: tablet
bill pay

ANALYSIS
masks are presented in an easy to use and understand
how to complete manner

»Tasks are displayed in a logical order

=The system contains the most frequently used
activities and tasks by the customer

s|nformative side bar information is subtle, and there
if the costumer requires additional help

SUMMARY

The minimal design and display of only required
fields shows a clear and direct focus for customers to
complete tasks in the system
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W) Monday, December 8, 2014 @ Calculator ) Find Locations (| Contact TD

TDBank: tablet

Deposit a Check

View Mobile Deposit Receipts d e pOSit a Ch eCk

DEPOSIT A CHECK
CHECK DEPOSIT ANALYSIS
. TD Checking Available Balance INFORMATION .
0| e T #1000 e =Tasks are presented in an easy to use and
Mobele p.m. ET on business days®, the date
of doposi s tho same business day. understand how to complete manner
o0 e For checks deposited after 800 p.m
Check Amount: $ 500.00 B ET, or on & non-business days, the
date of deposd is the next business . . .
cay: »Tasks are displayed in a logical order
In most cases, funds are avadable
the business day following the date
Photograph Check Front: Photograph Check Back: of deposit .
A business day s a woskdey =The system contains the most frequently used
(Monday - Friday), excluding federal ..
s activities and tasks by the customer

s|nformative side bar information is subtle, and there
if the costumer requires additional help

SUMMARY

The minimal design and display of only required
fields shows a clear and direct focus for customers to
complete tasks in the system

y | Terms of Use 2014 TD Bank. N A Al Rights Reserved
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W) Monday, December 8, 2014
e iy or oo R

306 Marter Avenue
Moorestown, NJ 08057
ATM Available

22 West Main Street
Moorestown, NJ 08057
ATM Available

(@© Store Currently Open
No ATM Available

201 Ark Road

Mount Laurel, NJ 08054
ATM Available

(© Store Currently Open
No ATM Available

309 Bridgeboro Road
Moorestown, NJ 08057
ATM Available

225 Greentree Road
Mariton, NJ 08053

864-234-3182
(© Store Currently Open

(482 m)

(5.04 mi)

(5.14 mi)

NI

(517 mi)

(6.05 mi)

Privacy | Securtty |

@ Calculator 9 Find Locations ‘ Contact TD

Locations
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TDBank: tablet

find a branch

ANALYSIS
=Internal iOS features are taken advantage of in the

application with location

SUMMARY
Useful map display of nearby branches and ATM
services

Could take it another step by enabling customers to
make appointments with branch managers or
customer sales reps.
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—— competitive landscape

Wells Fargo
S = : ANALYSIS
- —
—_— — Landing Pages

*Most competition is offering the same of very similar features

*No obvious promotional call-to-action to create an account. User must
navigate through global navigation. No individualistic personality, similar
templates with different logos. Lack of connection with the customer. No
personalization.

¢ Lengthy applications to create an account

US Bank *No ability to chat online - phone call only
o Q| LB | eHome pages lead users to three primary calls to action: open a new
,,,,,,, S - — - - account, learn more or log in to an existing account

*Marketing information is overwhelming and in “marketing speak” not

le / - N K O | e— .
oy o R | - 7 N| ™™g customer friendly language
00 Wtaras Bakatotd ||~ Sepebay | » L =
o - *Mobile applications in general are considerable more focused and task
oriented
@ Merment Sgn
SUMMARY
. *UX strategy and design will separate the best from the rest.
e Capital One
WEEET OEET o=X SEE *A clear call to action will provide direction and f
— ‘ s st Troen et Desect P R clear call to action will provide direction and support tor new users
— e -
— —— s
— o
= =
i o onoow — E
= . —T— —
l ——
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