


What Happens in 60 Seconds



How We Communicate



Financial Services in the Future
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Industry Context



Technology Evolution and the Implications
for Financial Institutions (and everyone else!)

Big Data

Channels Payments (The Power of Analytics)



Online Banking Adoption: Slow Growth Largely
Due to Maturation

Online Banking Forecast — Number of U.S Online Households

RN
N
o

100
96
100 - 93

86
30 83

25 74 77

(@)
o

68
62

N A~ (@)
o o o

Number of Households (in Millions)

o

2007 2008 2009 2010 2011 2012 2013 2014 2015 2016 2017 2018
E E E E E

Source: Javelin Research and Strategy, “2013 Online Banking and Bill Payment,” September 2013

7 2014 Fiserv, Inc. or its affiliates . .
Confidential — Internal



Online Bill Pay Adoption — Growing at Slower Pace

Online Bill Pay Forecast — U.S. Online Households
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Smartphones Will Continue to Gain
Market Share in the U.S.

Adoption of U.S. Adults with Mobile Phones
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Source: Javelin Strategy & Research, “2012 Mobile Banking, Smartphone, and Tablet Forecast” December 2012
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U.S. Adults Using Mobile Banking Is Expected
to Increase 11.2% in 2013E-2017E

U.S. Adults Using Mobile Banking
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Percent of Mobile Bill Payers Doubled in the
Past Year; Perceived Value Increased As Well

Percent of U.S. Online Households Why Did You Choose to Pay Bills
Using Mobile Bill Pay Using Your Mobile Phone?
Convenient to pay H o
18% when on the go 0%
16% -
16% Anytime access _ 55%
14% / _ poo
(o)
?é;) Saves time 49%
0 6% Easy to do _ 46%

6% - J

4% - When I'm not near o

00 a computer - Sk

0% -

When need to pay 299,
. 9%
2011 2012 2013 last minute F

0% 20% 40% 60% 80%

**Note: Value as measured by the number of reasons chosen grew by 26%

Source: Fiserv Proprietary Research, “Billing Household Survey,” 2013
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Mobile Banking Usage Growth Occurring Across
All Generations: GenY and GenX Lead

Cell Phone Owners: Have You Used a Mobile Banking Service in the Past Month?

57%
50% 92%

14% 15%

13%

GenY (21-33) Gen X (34-48) Boomers (49-67) Seniors (68+)

m2011 m2012 m2013

Source: Fiserv Proprietary Research, “2013 Fiserv Consumer Trends Survey,” December 1, 2013
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More Than Half of Mobile Adults Will Use a
Tablet by 2017

Mobile Tablet Usage By U.S. Adults
millions

. U.S. Adult Tablet Users ==mmmm 1ablet Users as a Percentage of U.S.
Adults

Source: Javelin Strategy & Research, December 2012.
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Tablet Adoption Faster Than Smartphone Adoption

126M

52M

Smartphone
Users

mmmmm Tagblet Users s



IT Spending is Returning to Pre-Recession Levels

2011 2012 2013 2014 2015 2016 2017 2018

—o-Celent -#-0Ovum

Source: Celent, “IT Spending in Banking,” January 2013, IDC Financial Insights “Worldwide IT Spending 2012-2017,” July 2013 and Ovum “Retail
Banking Technology Spending Model Through 2017,” July 2013
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Digital Banking’'s Impact on Financial Services

Change In Delivery Channel Transaction Volumes
transactions

2011 2012 2013E 2014E 2015E
Contact : :
B Branch | ATM [ Online [ Mobile

Center

Contact Center excludes email and chat transactions.

Source: Channel Transaction Volumes: Branch and ATM, February 2012; Online and Mobile, March 2012; Contact Center, June 2012;
Corporate Executive Board.
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What |Is Consumer Experience?

The sum of all interactions a consumer has
with your company, , Or

“Customer experience is really the whole totality it's the total
experience that matters. And that starts from when you first hear
about a product...experience is more based upon memory than
reality. If your memory of the product is wonderful, you will
excuse all sorts of incidental things.”
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How long you
spenton it

How important this
is to you

How hard it
was to
implement

How hard it was
to implement

What you expected

What you were
promised

How amazing the
next version will be

Whose fault the
problem was

How extensible
itis

How well it
runs on your
hardware

What you think they
are interested in

Things Users Don’t Care About




Consumer Experience Leads Product Strategy

Pencil

L @
ats — (Y- M
People Q Product

Prototype

{not the other way around}



Building a successful digital experience is centered
around understanding the consumer.

They have unique needs, influences,
perceptions and behaviors.



Tailored Designs and User Interfaces



But So Are Non-financial Institutions



Powerful New Non-FI Competitors Are Increasing
Relationship Fragmentation and Disintermediation



40 Financial Institutions Now Live with Apple Pay

« 500+ Fls ready to support

« The new iPhone 6 phones and
the upcoming Apple Watch will
include a payments system,
Apple Pay, which will leverage
Near Field Communications
(NFC) technology

- Apple will leverage its’ Passbook
wallet for storing debit and credit
cards

« For authentication and initiation
of transactions at the point of
sale, Apple will offer its TouchlID
fingerprint scanner



Apple Pay Marketing Power
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You're Still Preferred

Prefer Third-Party Service Provider Prefer My Bank or Credit Union

- Monitor my savings and investments

- Manage my personal finances from my computer
- Access my financial accounts when I'm on the go
* Budget or plan for the future

* Pay bills without having to use cash or checks

» Send money to a family member

- Send money for goods or services

* Donate to a charity or religious institution

- Send money to people you know to pay for goods
* Receive money for goods or services

* Receive money from people you know for goods

Source: Ogilvy Assessment of the Online Payment Marketplace and Opportunities for Popmoney 4/13
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Features Aren’t Enough Anymore



Technology and Consumers Have Created
New Demands for an Integrated Experience



Goal: Become the Most Convenient Place for Digital
Financial Management

Empower your digital banking to be the
most convenient and trusted place for

consumers to manage money, pay and get
paid by anyone they know or owe.

oe




The World Is Moving Faster

NETELIX

On-Demand Music, Apps, Physical goods
TV/movies Movies

What?

Instantly Instantly Same Day



http://www.google.com/url?url=http://flicksided.com/2014/02/02/netflix-instant-new-tv-shows-movies-streaming-february-2014/&rct=j&frm=1&q=&esrc=s&sa=U&ei=6OYIVNWmAcKoyASbn4HQCg&ved=0CCAQ9QEwBA&usg=AFQjCNGiyGPfWLyYz-zGg1bzZlrrAxisyQ

Describe the Future in One Word...

Relative size of words reflects the frequency with which the future of electronic billing and payment was described in one word by industry analysts
from Aite Group, Celent, Forrester, IDC Financial Insights, Javelin Strategy & Research and Mercator Advisory Group.

34 ©2014 Fiserv, Inc. or its affiliates.



Payments Have Not Kept Pace

« Days, not minutes
« Cut-off times
- Weekends and holidays

« Instant delivery options
are very limited

- Electronification of
endpoints




The Combined Market Opportunity is Significant

Estimated ePayment Transactions Common Opportunities

« Deliver a profound experience
to users

= Bill Payment

= P2P « Create a highly compelling
value proposition for channel

® Transfers
partners

« Grow channel footprint
Bill Payment 15.8B

P2P 14 .0B
Transfers 1.2B
Total Market 31.0B

Transactions in billions, annual, 2011.
Sources: USPS, annual reports, Fiserv trans data, Fiserv Annual Consumer Trends Survey. P2P Addressable market defined by McKinsey Northstar Project (2012) Transfers Source: Javelin,

account-to-account (A2A) AND person-to-person (P2P) money transfers September, 2013, TransferNow 2013 transaction Annual report
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Making Payments As Easy As 1, 2, 3

Frictionless
Payments

3 When (Speed)

For Consumers and Small Businesses




Powerful non-FI competitors are fragmenting payment
relationships - creating a strategic shift for Financial Institutions

Consumers have increasing choice for
their financial relationships

Pe;ple Merchants
[ ]
. )=
. () Square e
(A A )
__________________ ||—| Il
Service
. Providers
g
Charities

Fls must remain the primary relationship
for consumers and their money

Merchants
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Technology Evolution and the Implications
for Growth (the “Age of Big Data”)



What Other Investments are Needed for a Better
Digital Experience?
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Time to Invest in a
Digital Banking
Experience



Digital Natives Disrupt, Transform and Drive

By 2020, 40% of U.S.
population will be
“Digital Natives” and
will account for 39%
of the nation’s
personal income

Thomas Suarez, 12-year-old
developer, giving a TED Talk

Sources: Digital Device Usage, Pew Research, The State of Millennials, 2011, Javelin Strategy & Research
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Financial Overview Page Should Highlight Payments and
Transfers, Features Easy-to-Read Account Balances



Be Able to Access Additional Financial Information
With a Single Click



Create a Seamless Integration of Payments and
Transfers



Look for New Tools to Enable Different Levels of Account
Access for Family Members or Small Business Employees



Create a Mobile Value Proposition

Mobile Value Proposition Complete Mobile Experience

Investing in the Future — Long Term Vision

Most Complete Mobile Payments Offering

Highest Level of Adoption and Usage

Completeness, Confidence and Certainty

Industry Leading Mobile Solution

Many Fls Experience 35%
Mobile Adoption Within 6 Months
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Focus on the Tablet

From U.S.Bank Siblings, Not Twins

‘... we know the
demand for tablet
banking exists and
is growing.
Launching [Mobile]

I t
?:I;\Il}lf/gsr ; user U.S. Bank Tablet
- Excellence
experience Recognized
specifically
designed

for the unique
attributes of a

tablet...”

Niti Badarinath i 4L

SVP and Head of Mobile Bill p_aymentsj person-to-person payments,
Banking, U.S Bank mobile deposit, an ATM and branch locator

and built-in calendar and calculator functions
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Next-Gen Tablet Experience

Balance predictor
Helping users manage
their funds

Bill
Toolbox

Helping users

get on top of

their financial
obligations

Spending
Toolbox

Effortless
financial
insights
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Next-Gen Tablet Experience

Highlight key
Bill info

So users have
the information
they are
lacking to
manage their
bills

Hide the
payments rails

Focus the user on

what they want to

achieve, not how
it works
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Advanced Functionality — Many Financial Institutions
are moving Towards On Device Enroliment



Make Bill Pay Enroliment Easy

Value Proposition

Superior User Experience

Data-Fed e-Bill

Next-Day Payment Posting

Revenue Generating Services
Feature Packs

FraudNet™

Onboarding Is Essential
6st1Financial \

[y e—— . p—

Take care of your bills in % EASH STEPS.
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Focus on Onboarding
Drives Rapid Bill Pay Engagement

« Successful Onboarding for
Bill Pay has been
condensed into “three easy
steps” — a theme referenced
throughout new user
interactions

« Users are guided “step-by-
step” as they add payees for
the first time, and begin
making their first payments
to increase user confidence

« Iconography and biller logos
are used throughout
onboarding to enhance the
user experience
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Quick Biller Add
Easy Payee Setup Make Paying New Bills Quick and Simple

* Predictive algorithms
recommend Billers
based on the
aggregate payment
behavior of others in
the user’s zip code

 Billers are grouped by
category to simplify the
view

« An additional option
allows users to look up
Billers they want to pay

B85 ©2014 Fiserv, Inc. or its affiliates



Deutsche Bank Presents Offers on Mobile Banking



P2P Money Movement Use Cases are Expanding
but so are Consumer Options

From PNC

"Growth in usage Paypa.’
was at 22% per

year for P2P, and
now with mobile,

we are
expecting
35% year

over year.

It's a really popular
feature."

Tom Trebilcock
VP of Digital
PNC

Send Collect Request
Money & Contribute Money



Investing in Your
Digital Banking
Future




Deliver Differentiated Value and Create Best in Class
User Experiences

@ BARLOW RESEARCH ASSOCIATES, INC, netllanker Bank Of the West QUiCk

" “Market Research for the Financial Services Industry”

Balance Mobile App

/ Bank of the West Breaking

) ‘ : FoovateSorine 2013 Prese
" Analyst’s New Ground with Mobile B BARLOW

Joumal Quick Balance

\ By Donna Arce Mobile Monday: Bank of the West is First in USA with No-
KnOW|edg Login Pulldown Balance Lookup

If you haven't heard, Bank of the West is now ' By Jim Bruene on April 1, 2013 2:45 PM | Comments (2)

offering a feature called "Quick Balance" to its

st api o eitialods Two years ago the above headline would have sounded suspiciously

users. This functionaiity enables customers to Search Barlow Res like an April Fool's post. But its no joke, we really are seeing banks

bypass mobile login with a swipe of the finger about specific topics offering no-login options and I hope it spreads. The latest innovator e S
to view account balances. This is one of several d A i

new features that are available with Bank of the Watch a

West's upgraded mobile platform released in Get a FREE one-m Last week, the bank's mobile exec Matt Krogstad gave me a behind-the- -

February 2013. Bank of the West reports that contacti scenes look at their new mobile banking service. In February, the bank

the response to their... [View Full Articie] replaced its previous mobile banking service with a new one powered

by Fiserv (formerly M-com, see note 1). In the process, the bank added four important
new features:

“Since the launch of the apps and the Quick Balance feature, we've
doubled the number of Bank of the West registered
mobile banking users and had a three-fold increase
in log-ins per day.”

- John Finley, SVP, Digital Channels,
Online & Mobile Banking, Bank of the West
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Granite State Credit Union Leverages Digital
Banking to Increase Satisfaction and Reduce Cost

Challenge:
* Provide digital channel solutions members
demand i
* Increase penetration into Gen Y segment P rOOf POI nts
« Large banks competing for members’ share of

wallet and aggressively promoting digital 0 _ _ _
services o 42 /0 growth in registered online
* Integration between channels and account banking users in 12 months

processing system _
- Flexibility without taking on the overhead and ~ ° 4,600 member bill payment

work of an in-house solution enrollment increase
« Reduced cost to serve as
users default to preferred self-

. , _ . service digital channel
‘Digital Solutions are helping us Improve
relationships and expand share of wallet  ° Increased member

by putting the newest technology into our SatiSfaCtion with 4% increase

members’ hands” _ _ _
- Michele Plaza in members who consider Granite
.............................. SVP’C|@_Gran.|testa.te.Cred|tUn{en State the”‘ PFl
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Make Sure Your Brand |Is Ready For the Future of
Financial Services



Things to remember to take advantage of Digital
Transformation

« Ask and understand the Digital Banking strategy for your
technology partners

- Determine how this strategy fits with your overall Digital Banking
strategy

« Know your own process

- ldentify tasks for you and your staff to complete within your digital
banking experience

- Count the steps

- Can you complete the tasks without asking for help
« Understand the feedback

- Review all feedback from contact center, branch, and digital channels
- Create a channel integration/experience office

- Bring all channels together to maximize your budgets, experience, and
overall engagement plan



Matthew Wilcox

matthew.wilcox@fiserv.com
Work: 801-278-0409
Cell: 801-674-4428




