
5:00-6:00PM

EARLY REGISTRATION! 

Beat the Day One morning rush by picking up your 
badge on Sunday evening- you’ll be able to meet 
the Future Branches team and enter to win an 
exciting ‘early registration’ only prize. Look forward 
to seeing you then! 

SUN
NOV 17, 2019
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MAIN DAY ONE

Plotting and Designing an Efficient and Cost Effective NetworkMON
NOV 18, 2019

7:30 am

Registration & Continental Breakfast In The 
Innovation Hub

8:30 am

Welcome Remarks & Opening Ice Breaker
Elizabeth Robillard
Event Director
Future Branches

8:40 am

Chairperson’s Opening Address
Arthur Gilmore
CEO
Gilmore Group

8:55 am 9:20 am

TONIGHT SHOW PANEL
The Future of Branch Design From the 
Perspective of Different Sized Institutions

During this brand new format panel, panelists will 
be brought onstage one at a time to talk through 
how they are approaching the design of their 
branches. They will each discuss design initiatives 
they have undergone, what their future design 
plans are and how the size of their institution has 
affected what they’ve been able to accomplish. This 
continues until all  panelists have had their turn to 
speak, at which point, the group will take Q&A from 
the audience

 ■ What have you changed about the design of 
your branches?

 ■ Have you rolled this change out to multiple 
branches or your whole network?

 ■ What do you envision for the design of your 
future network?

In today’s digital era, is it completely necessary to 
have full scale branches at all of your locations? 
Or can you save resources and create a hub and 
spoke model to help create efficiencies for your 
technology and staff. Join this keynote with Dawn 
Fabian from PNC, as she walks us through how 
their team is approaching Hub and Spoke and what 
features they are adding to their different formats.

Andrés Cueto
Corporate Real Estate - SVP, Portfolio Director
BBVA Compass

Dawn Fabian
Senior Retail Transformation Manager
PNC

Chris Mowry
Director, UX Strategy & Engineering -  
Enterprise Mobile Engineering & Development
Capital One

Derrick Harris
VP of Branch Operations and Items Processing
PenFed

Joe Salesky
CEO
CRMNext

Margaret Tillman
VP, Collateral & Merchandising Manager
City National Bank

10:00 am

KEYNOTE
Testing a Hub and Spoke Model: Will it 
Work For You?

KEYNOTE
Outfitting Your Branch Employees with the 
Tools to Make Their Jobs Easier

 ■ Have you thought about restructuring your branch 
network to be a hub and spoke? 

 ■ Do you know which areas would be the hubs and which 
would be spokes? 

 ■ Have you thought about what this would do for 
efficiency and for your staffing model?

 ■ Would you be able to test something like this out in one 
particular market and see how it goes before rolling it 
across your whole network?

The employees in your branches represent the best 
possible opportunity your branches have to remain 
relevant. They have the power to provide better 
customer experiences, keep things running efficiently 
and facilitate growth. Are you giving your in branch 
employes the tools they need to live up to the 
expectations being placed on them? Join this session 
with Chris Mowry from Capital One as he talks us 
through how he is approaching providing employees 
across all their branches with the tools they need to 
succeed.

 ■ Knowing the role your employees are playing within 
your branches

 ■ How are they interacting with the customer and 
where?

 ■ Thinking about how they need to work and asking 
them what technology would be helpful for them in 
their role

 ■ Picking the right tool for them to use while assisting 
customers

 ■ Likely needs to be mobile and have everything they 
need at their fingertips

 ■ Making sure they right data and documentation is in 
their device
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11:05 am

KEYNOTE
Digital Branch Transformation Requires 
More Than Leading Technology

As banks of all shapes and sizes look to drive 
customers & members into branches, and continue 
on their path of “digital transformation,” a vital 
ingredient is often overlooked – the employee. A 
business can spend millions on technology, but 
if employees are not properly trained on how to 
leverage such, the likelihood of failure increases 
significantly. This session will focus on effective 
methods to train and communicate employees & 
managers to ultimately deliver exception branch 
experiences.

Curtis Campbell
Director of Marketing
Hughes

11:25 am

PANEL REMIX
Your Branch’s Role in Jumpstarting Growth

KEYNOTE
Get Network Smarter: Network 
Optimization for Maximum ROI

The rampant shuttering of branches has slowed 
down in the past two or three years and now, 
banks are even starting to open some branches. 
Why? Because branches still remain the best way 
for a bank to enter a new market and they are the 
biggest sources of revenue for a bank. But, for 
those that don’t have the luxury of adding new 
locations to grow, how do you start bringing new 
money in from existing and new clients? In many 
cases, that involves adding in new technology that 
will both move easy transactions to self service and 
put the needs of the customer right in the hands 
of your teller. With less menial transactions to take 
care of and more info on the customers walking in 
the door, your tellers can start to grow relationships 
with their customers and become advisors- long 
term relationships like these are the best way to 
get your customers to trust you enough to buy 
more of your products. Join our panel to hear how 
top banks and credit unions are approaching the 
growth opportunities that their branches present.

Michael Graham
SVP Head of ATM and Branch 
Hardware Strategy
Wells Fargo

Laurie Stewart
CEO
Sound Community Bank

Steve Tingley
Director of Media Production
American Family Insurance

12:05 pm

Sean Keathley
President & CEO
Adrenaline

Gina Bleedorn
Chief Experience Officer
Adrenaline

Despite declining traffic, retail bank branches are 
still the #1 driver of market share. Yet many are 
making costly branch investment decisions without 
sufficient intelligence to inform spend. As branches 
remain the most influential touchpoint affecting 
customer acquisition and advocacy, it’s never 
been a more critical time to get network smarter. 
In this session, you’ll discover how to align market 
opportunity with branch formats to create a branch 
tiering and investment roadmap that optimizes 
potential for your institution.

Key Learnings:

 ■ How to right-size branch formats for optimal 
perceived presence

 ■ How to rate branches based on market 
opportunity

 ■ How to align investment tiers with opportunity 
for maximum ROI

10:25 am

Morning Break in the Innovation Hub

Brian Kneafsey
Head of Client Operations
Blend

12:25 pm

Luncheon For All Attendees

12:25 pm

Stratacache Private Lunch

12:25 pm

Reflexis Private Lunch
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(For Financial Institutions Only) These 35 minute intro sessions to hot topics in the 
finance world will be your chance to hear how these 

things are impacting your business – bring your 
questions – our leaders will have answers! 

(For Financial Institutions Only)Chairperson’s Opening Remarks

1:40 pm

If you are interested in chairing 
this track, please reach out to 
Harvey.golub@wbresearch.com

Chairperson’s Opening Remarks

1:40 pm

If you are interested in chairing 
this track, please reach out to 
Harvey.golub@wbresearch.com

Chairperson’s Opening Remarks

1:40 pm

If you are interested in chairing 
this track, please reach out to 
Harvey.golub@wbresearch.com

Join your fellow executives from 
institutions with large networks (150 
branches+) to talk through the big 
picture ideas that mean that most to 
businesses of your scale.

1:40 pm

Topic 1: Thinking Like a Startup

1:40 pm

David Nohe
CEO
FinGoal

Andres Cueto
SVP, Portfolio Director
BBVA

CASE STUDY REMIX
The Ponce Bank Test Lab – Co-
Creating Cultural Change: A 
Design-Led Approach to Branch 
Transformation

1:50 pm

In this session, Steve Hamilton, Designer-
in-Residence at Ponce Bank in The Bronx, 
NY, shares a case study exploring how the 
creation of a fully operational “test lab” branch 
broke down operational silos throughout the 
back-office, engendered buy-in from branch 
team-members while proposing a radical 
transformation of their service practices, 
forged deep bonds with the surrounding 
community, and planted the seeds of an 
innovation mindset bank-wide.

Steve Hamilton
Designer in Residence
Ponce Bank

CASE STUDY REMIX
Best Practices for Entering a New 
and Unfamiliar Market

1:50 pm

 ■ Putting a branch in a new market is  great 
way to get in front of new customers

 ■ But, you need to know about the local area, 
their demographics and their needs before 
making that jump

 ■ How can you learn these things and try 
to enter this market in an impactful way 
without causing a harmful stir?

 ■ How can you think up front about the value 
you could bring to a community this way

Urjit Patel
EVP
AxiomBank

CASE STUDY REMIX
Strategy to Execution: How Vantage 
West CU Put into Action Their 
Phoenix Expansion Plan

1:50 pm

After the market crash of 2008, financial 
institutions everywhere felt the need to start closing 
branches to save money. It would reduce rent prices 
and staffing prices and would account for the rapid 
move to digital banking that was starting to make 
some of those branches irrelevant. The rampant 
shuttering of branches has slowed down in the past 
two or three years and now, banks are even starting 
to open some branches. Why? Because branches 
still remain the best way for a bank to enter a 
new market and they are the biggest sources of 
revenue for a bank. Join this session to hear about 
the strategy behind adding new branches to your 
footprint and what best practices are:

 ■ The reasoning behind adding branches to your 
footprint

 ■ Understanding the strategy behind where new 
branches should be located

 ■ Knowing how many you can add given the 
current trend of closures

Several large scale bank moderator will lead 
this session to talk through topics like:

 ■ Delivering a holistic customer experience

 ■ AI Basics

 ■ Choosing & Adopting New Tech

 ■ Utilizing New Technology at Scale

 ■ Gaining C-Level Buy-In for New Initiatives.

More to be Announced!

Ray K. Ragan
AVP, Project Management
Vantage West Credit Union
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Innovation Spotlight

2:20 pm

If you are interested in participating 
in this session, please reach out to 
Harvey.golub@wbresearch.com

Innovation Spotlight

2:30 pm

If you are interested in participating 
in this session, please reach out to 
Harvey.golub@wbresearch.com

Innovation Spotlight

2:20 pm

If you are interested in participating 
in this session, please reach out to 
Harvey.golub@wbresearch.com

Innovation Spotlight

2:30 pm

If you are interested in participating in 
this session, please reach out to Harvey.
golub@wbresearch.com

Horizn Innovation Spotlight

2:20 pm

Innovation Spotlight

2:30 pm

If you are interested in participating in 
this session, please reach out to Harvey.
golub@wbresearch.com

Forum Continues

Topic 2: Payment Technology

2:20 pm

Robyn Burkinshaw
CEO
Blytzpay

Steve Frook
VP of Sales
Horizn

DISRUPTOR 101S

These 35 minute intro sessions to hot topics in the 
finance world will be your chance to hear how these 

things are impacting your business – bring your 
questions – our leaders will have answers! 

(For Financial Institutions Only)

Track D
FUTURE BRANCHES LARGE 

NETWORK FORUM
(For Financial Institutions Only)
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LETS GET REAL PANEL
Choreographing Your Customer’s In 
Branch Dance

2:40 pm

 ■ What are the different formats that financial 
institutions are exploring?

 ■ How are you best using the space you have 
to reflect your updated branch goals?

 ■ Are you thinking about your customer’s 
in branch journey when making these 
updates?

 ■ How do you keep the identity of your brand 
present within your updated space while 
implementing new designs and technology?

Josephine Moran
EVP, Head of Retail Banking
Provident Bank

Jennifer Smith
Vice President, Director of Branch & 
ATM Distribution
Flagstar Bank

LET’S GET REAL PANEL
Establishing Your Mix Using 
Analytics and Market Intelligence

2:40 pm

 ■ Acknowledging the place your branch has in 
your customer’s journey

 ■ Gathering customer data based on the 
markets you operate in

 ■ Standardizing a framework that makes this 
data digestible and actionable

 ■ Deciding if you want to open branches, 
consolidate or move ones to new places 
based on the data

 ■ Making decisions on where these branches 
should be and what they should look like

Tom Schuenke
Vice President of 
Administration and Facilities
Wings Financial Credit Union

Anneliese Elrod
Chief Operations Officer
U.S. Eagle Federal Credit Union

LET’S GET REAL PANEL
Turning Financial Literacy into A 
Powerful Marketing Tool

2:40 pm

 ■ Content surrounding financial education can be 
great for getting you new leads

 ■ The key to providing this content is knowing 
what people need and how your information 
can help them

 ■ If you can provide digestible bits of information 
on topics that are super top of mind or anxiety 
inducing for potential customers, you can start 
to nurture a relationship

 ■ Your branches can be a great place to start 
this by providing workshops, or making 
financial literacy signage and making sure 
your employees are equipped to provide good 
advice

Beckey Boyd
Retail Delivery Lead
First Tennessee Bank

Kari Solomonson
Vice President, Retail Team Leader
People’s State Bank

Forum Continues

2:40 pm

3:10 pm Afternoon  Networking Break  In The Innovation Hub

DISRUPTOR 101S

These 35 minute intro sessions to hot topics in the 
finance world will be your chance to hear how these 

things are impacting your business – bring your 
questions – our leaders will have answers! 

(For Financial Institutions Only)

Topic 3: Biometrics/Beacons

Michael Lee
President/CEO
KCT Credit Union

Track D
FUTURE BRANCHES LARGE 

NETWORK FORUM
(For Financial Institutions Only)
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GENERAL SESSION 
SPEED NETWORKING TRACK 

 (FINANCIAL INSTITUTIONS ONLY)
CHEERS WITH PEERS

(BY INVITE ONLY)

KEYNOTE
Why the Member Resource Center? A Look at Rivermark 
Community Credit Union’s Approach to a Smaller Footprint

4:05 pm

Randy Bresee
VP of Member Experience
Rivermark Credit Union

Retail Bank Speed Networking

4:05 pm - 4:35 pm

Bring your business cards—you’ll need them! During this session, you’ll have 
two minutes to meet and exchange business cards with almost everyone in 
the room. This is your chance to connect with the people that are operating 
at the same scale as you are!  This session is only for executives that work at 
retail banks!

Credit Union Speed Networking

4:35 pm - 5:05 pm

Bring your business cards—you’ll need them! During this session, you’ll have 
two minutes to meet and exchange business cards with almost everyone in 
the room. This is your chance to connect with the people that are operating 
at the same scale as you are!  This session is only for executives that work at 
credit unions!

Sommelier-Led Wine Tasting

4:05 pm

KEYNOTE
The Power of Positive Thinking and it’s Impact on 
the Future of Your Business

4:35 pm

Leslie J. Spence
AVP of Member Experience
Partner Colorado Credit Union

5:05 pm Southern Charm Garden Party Reception in the Innovation Hub

6:05 pm End Of Main Day One

3:45 pm

If you are interested in hosting a private tasting with financial institution 
executives, please reach out to Harvey Golub at harvey.golub@wbresearch.com 
for more details 

Sip on mint juleps while chatting with new friends and breaking the ice on what you’ve accomplished 
in branch. This is your chance to meet fellow attendees and network with our fantastic sponsors.

KEYNOTE
The Technology Wall: How to see beyond the wall of 
new technology to create the experience-led branch

Joseph Gnorski
VP Marketing and Sales
GLORY

Whether it is AI, CRM, Big Data, Cash Recyclers, ITMs or the like, the promise of new technology is at the heart of most branch transformation 
strategies. However, the wall of glittering new technology can often obscure the view of the ‘heartbeat’ of your organization - your employees. 
Come and hear Joseph Gnorski, VP Marketing and Sales, GLORY discuss why new technology is only the first step in transforming your 
branches, and why technology alone will fail.
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7:30 am

Continental Breakfast & Registration In The 
Innovation Hub

7:30 am

Women in Branches Networking Breakfast

8:30 am

Welcome Remarks
Elizabeth Robillard
Event Director
Future Branches

8:40 am

Chairperson’s Opening Address
Jeff Baker
President
Image4

9:45 am

KEYNOTE
Retail Business Lending and its Potential 
Impact on Growth

Is your bank or credit union looking to drive growth 
without adding branches? Make sure to sit in on this 
session with Chuck Frederick, Chief Retail Officer at 
Academy Bank. In order to move smaller business/
commercial loans out of the commercial lenders 
world and allow them to pursue larger commercial 
relationships, Academy Bank has implemented a 
business banker line of business that integrates into 
our technology centers to drive business loans and 
deposits. The program has generated millions in 
deposits which has self-funded the millions in loans 
they have put on the books. Learn the steps taken 
by Chuck and his team to make this happen, such 
as: 

 ■ Training their retail branch managers to become 
business banking certified which puts a focus on 
the specific area the bank is looking to become 
known for in the markets they serve.

 ■ Having these now certified employees engage 
with business customers and partner with 
business, TM and commercial bankers to drive 
referrals 

 ■ Building an incentive plan around business 
deposits and loans to drive specific behaviors 

Chuck Frederick
Chief Retail Officer
Academy Bank

Kari Solomonson
Vice President, Retail Team Leader
Peoples State Bank

8:55 am

KEYNOTE
Using Digital Training Methods to Equip 
Your Branch Staff with the Skills They Need

Join Gina Leach as she walks us through the new 
training methods her they have employed at her 
institution to get their employees ready to help 
customers for what is next in banking . Their new digital 
training programs have had great results and she is 
going to talk us through what setting up this training 
was like and how employees have reacted to it.

Gina Leach
Executive Director, 
Learning & Development
Chase Bank

9:20 am

10:10 am

Morning Networking Break In The 
Innovation Hub

C-LEVEL KEYNOTE
Reimagining Your Branch Network: Does 
Your Customer Come into Your Branch to 
Talk to a Machine?

Avoiding bright shiny object syndrome is the name 
of the game in branch banking today. It’s easy to 
get caught up in the excitement of a new piece 
of tech, but are you truly thinking about how it 
can be useful for your customers? Or how it can 
help your employees service your customers? Join 
this session with CEO Brad Green - who leads the 
strategy for reimagining branches at Listerhill Credit 
Union- he will be talking about: Have you found 
the ideal balance between self service, assisted self 
service or full teller service?

 ■ Are you thinking customer first when thinking 
about this blend, given the preferences of 
different age groups?

 ■ How does your branch channel weave in with 
the rest of your channels? Have you given your 
customers enough ways to interact with you in 
person and online?

 ■ Given the renewed focus on personalization 
in banking and the desire for creating deeper 
personal connections with customers, have you 
changed your strategy at all?

 ■ Are your staff members equipped with the right 
skills and technology to have these important 
conversations?

Brad Green
President/CEO
Listerhill Credit Union
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10:50 am

KEYNOTE
The Strategic Use of Retail ATMs to Expand 
Branded Points of Presence

Much of the focus for financial institutions today 
is on growth and the defense of existing markets.  
Customer acquisition and retention in the highly 
competitive banking sector is spawning new and 
creative strategies designed to ensure seamless, 
cost-effective access for existing cardholders while 
simultaneously garnering new accounts.  Strategic 
ATM distribution plays a key role in this new world. 
How do you optimize your existing footprint yet 
find the resources to grow and defend markets?  
We discuss the approach one financial institution 
has taken as it grapples with greater competition, 
higher growth objectives and the need for 
streamlined customer engagement and experience. 
Please join us for this session where you will learn:

 ■ The strategies that were adopted and why

 ■ The successes and challenges along the way

 ■ The next step in this transformation journey

Steve Nogalo
Executive Vice President, North America 
Financial Institutions
Cardtronics

11:10 am

TONIGHT SHOW PANEL
The Future of Your Staffing Model

During this brand new format panel, panelists will 
be brought onstage one at a time to talk through 
how they are approaching the staffing model in 
their branches. They will each discuss how they’ve 
changed the approach to staffing in their branches 
already, what their future staffing plans are and 
how the size of their institution has affected what 
they’ve been able to accomplish. This continues 
until all  panelists have had their turn to speak, 
at which point, the group will take Q&A from the 
audience

 ■ What have you changed about the staffing 
model of your branches?

 ■ Have you rolled this change out to multiple 
branches or your whole network?

 ■ What do you envision for the staffing model of 
your future network?

Isabel Sanchez
VP, Sales and Service
Silver State Schools Credit Union

Jamie Harrison
Chief Retail Officer
Meritrust Credit Union

Christopher Olinick
Vice President, Branches, 
Orlando Region
Partners Federal Credit Union

Timothy R. Mackay
EVP – Consumer Banking
Level One Bank 

11:40 am

KEYNOTE
Millennials, Technology and Branch Design

A panel of Credit Unions with large millennial 
membership bases.  Each have fundamentally 
changed the way they think about branches, 
technology and branding for both their current and 
prospective members.

 ■ How did determine desired branch efficiency 
requirements for future branches?

 ■ What technology did you consider and in the end 
select and why?

 ■ How did you change your branding to attract not 
only students but also new members?

 ■ How did branch choreography play a part in 
onboarding members to use new technologies?

 ■ What would you do differently?

Speaker to be named
Hyosung
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12:00 pm

BRANCH TECHNOLOGY ROUNDTABLE 
DISCUSSIONS (ONLY FOR FINANCIAL 
INSTITUTIONS)

Be sure to join these interactive roundtable sessions 
and take a deep dive into the branch challenge 
areas you need solutions for. This is the best 
opportunity to learn from branch experts. Take 
control of your own event experience.

 ■ Take a deep dive into a niche topic in an informal 
setting moderated by one of our cutting edge 
vendor partners

 ■ Don’t miss out on the discussions you want to 
participate in—you’ll get to select a new topic 
after 30 minutes

1. Topic to be named
Arthur Gilmore
President and CEO
Gilmore Group

Carol Clagett
Director of Customer Success
CRMNEXT

Cathy Dudley
Executive Vice President
First Bank

Rahn Rampton
Product Manager, Financial Services
Epson 

2. “Breaking Bad” Silos for an
Addictive Experience

3. Changing Technologies at the
Teller Window

4. Level 5 Roundtable

5. Advanced Fraud Solutions Roundtable

6.Instant Issue

7. In-Branch Security and Fraud Protection:
Keeping Customers Safe Cash Flow Management

8. Best Practices for Implementing Cash
Recyclers

9. Implementing Free Wi-Fi

10. Digital Signage: Staying Green While Looking
Flashy

11. Dealing with Real Estate: Renegotiating
Leases or Finding New Space

12. What are the New Branch Roles? Greeter?
Universal Teller? Multi-Purpose Advisor?

If you are interested in participating in this session, 
please reach out to Harvey.golub@wbresearch.com

1:15 pm

Lunch For All Attendees In the Innovation Hub
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Chairperson’s Afternoon Remarks

2:25 pm

If you are interested in chairing this track, please 
reach out to Harvey.golub@wbresearch.com

Chairperson’s Afternoon Remarks

2:25 pm

If you are interested in chairing this track, please 
reach out to Harvey.golub@wbresearch.com

MEDIUM INSTITUTION ROUNDTABLE
Reimagining Products to Beat Mega Banks 
(20-150 branches)

2:25 pm

Angie Vera-Oliva
EVP & Chief Operations Officer
Lone Star National Bank

Topic 1: Tackling Growth in Today’s 
Banking Environment 

2:25 pm

Jim Stadler
Executive Vice President, Chief 
Marketing & Communications Officer
First Midwest Bank

CASE STUDY
Mining Voice of the Customer 
Data to Pin Point Friction in Their 
Experience

2:35 pm

 ■ Aggregating all of the data you have 
collected from surveys, social media, 
complaints, etc

 ■ Studying trends in how your customer 
reacts with you

 ■ Finding touch points that cause extra effort 
for the customer

 ■ Putting together an action plan or road map 
to address top issues

Kristen Talbott
Senior Vice President - Chief Retail 
Banking Officer
Tri City National Bank

CASE STUDY
Turning Relationships Into Revenue: A How-To 
Guide for Financial Executives

2:35 pm

 ■ Your universal tellers not only need to be able to do 
easy and complex transactions, but be comfortable 
with being more of a salesperson

 ■ How can you teach these soft skills so that your 
employees can get past the basics with your 
customers?

 ■ Do your employees know how to build loyalty and 
deepen customer relationships? Not just smile blankly 
at them and provide normal customer service?

 ■ Your branch is also meant to be a place where 
customers learn about new products as well- do your 
employees ever do more than just simple transactions 
or are they upselling new things?

 ■ Do they know how to go after the limited amount of 
customers that work in

Tracy Zepeda
SVP/ Chief of Retail
Opportunity Bank of Montana

Track C Track D
KNOW YOUR  

NETWORK ROUNDTABLES
C-LEVEL 

CAMPFIRE CHATS
Meant to facilitate networking amongst peers coming from 

similarly sized institutions, the sessions in this track will feature 
topics that are top of mind for each network group. 

(For Financial Institutions Only)

Gather around the proverbial fire at one of our campfire chats 
to hear a short case study or anecdote from a brand host, then 
participate in a group conversation and networking. This track 

will be for C-Level finance executives only! 
(For Financial Institutions Only)

Track A Track B
CUSTOMER AND  

EMPLOYEE EXPERIENCE
SALES  

ENABLEMENT 
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Track A Track B
CUSTOMER AND  

EMPLOYEE EXPERIENCE
SALES  

ENABLEMENT 

2:55 pm

Innovation Spotlight

2:55 pm

If you are interested in participating in this session, please reach out to Harvey.golub@wbresearch.com

Innovation Spotlight

3:05 pm

If you are interested in participating in this session, please reach out to Harvey.golub@wbresearch.com

Pete Daugherty
Director of Client Management 
Kiran Analytics, a Verint Company

Stephen Griffin
Senior VP Branch and ATM Distribution Planning
Regions Bank

CASE STUDY
Finding the right staffing levels and “Banker” types to meet service and sales goals 

Customers prefer a blend of in-person and digital when interacting with their bank.  Predictive analytics and advanced 
scheduling helps to make sure the right bankers with the right training are in the right branches. This enables the bank 
to choreograph branch interactions so that service levels are optimized and opportunities are maximized
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CASE STUDY REMIX
Best Practices for Updating Your Staffing Model

■ What did you decide to move to this model? What drove
this change?

■ How do you tell your staff that you are moving to a
Universal Teller role- what does that look like?

■ When do you tell them?

■ How do you explain what this will mean for their career
development?

■ What are the best training strategies for the universal
banker role?

■ Have you tried - Mentorship? Rewards?

■ Do you have the proper resources for this training?

■ Understanding the role you are hiring for and what the
goal of it is

■ Deciding what skills make the most sense for that person
to have and developing a profile for the right candidate

■ Figuring out that this role might require a different kind
of skillset and thus not necessarily be right for a seasoned
bank teller

■ Looking for potential candidates in the right places- 
where might you find people with those skills?

■ Putting together an onboarding process that trains them
properly but also makes them feel like a part of the team

Misti Mostiller
Executive Vice President, Director of 
Consumer Strategy & Innovation
Extraco Banks

CASE STUDY REMIX
Hiring and Onboarding for the 
Universal Banker Role

Jamie Harrison
Chief Retail Officer
Meritrust Credit Union

MAIN DAY TWO

Reading Your Customer’s Mind: Balancing High Tech and High TouchTUE
NOV 19, 2019

SMALL INSTITUTION ROUNDTABLE
Keeping Member Experience at the
Forefront of Your Branch Updates
(Less than 20 branches)

3:15 pm

Fabiola A. Ortiz
Regional Retail Director
Tennessee Valley Federal Credit Union

Topic 2: High-Tech Vs. High Touch

3:15 pm

Matthew Gaspari
Chief Operating Officer
Tuscon Federal Credit Union 

Innovation Spotlight

3:45 pm

Innovation Spotlight

3:45 pm

3:55 pm

Track C Track D
KNOW YOUR  

NETWORK ROUNDTABLES
C-LEVEL

CAMPFIRE CHATS
Meant to facilitate networking amongst peers coming from 

similarly sized institutions, the sessions in this track will feature 
topics that are top of mind for each network group. 

(For Financial Institutions Only)

Gather around the proverbial fire at one of our campfire chats 
to hear a short case study or anecdote from a brand host, then 
participate in a group conversation and networking. This track 

will be for C-Level finance executives only! 
(For Financial Institutions Only)

3:55 pm

Track A Track B
CUSTOMER AND  

EMPLOYEE EXPERIENCE
SALES  

ENABLEMENT 
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MAIN DAY TWO

Reading Your Customer’s Mind: Balancing High Tech and High TouchTUE
NOV 19, 2019

Track A Track B Track C Track D

CUSTOMER AND  
EMPLOYEE EXPERIENCE

SALES  
ENABLEMENT 

KNOW YOUR  
NETWORK ROUNDTABLES

C-LEVEL
CAMPFIRE CHATS

Meant to facilitate networking amongst peers coming from 
similarly sized institutions, the sessions in this track will feature 

topics that are top of mind for each network group. 
(For Financial Institutions Only)

Gather around the proverbial fire at one of our campfire chats 
to hear a short case study or anecdote from a brand host, then 
participate in a group conversation and networking. This track 

will be for C-Level finance executives only! 
(For Financial Institutions Only)PANEL REMIX

Motivating Your Employees To 
Improve Their Experience

3:55 pm

■ How can you tell how your employees would like to
be managed?

■ Have their preferences changed at all? Are you
dealing with different types of employees now in the
shift to a universal banker?

■ If you want employees to build relationships with
customers, you have to make sure they are happy
too- they aren’t just going to be automatically

David Puente
VP of Member Experience
Firstmark Credit Union

Terri Dawson
Sr. EVP / Chief Retail Banking Officer 
Pacific Premier Bank

R.J. Montes
VP/ Regional Branch Services
Dupaco Community Credit Union

Michael Serao
EVP/Chief Administrative Officer
First Central Savings Bank

Russ J. Blasius
Senior Vice President - Retail Operations 
WESTconsin Credit Union

PANEL REMIX
Promoting Adoption of Self Service Options

3:55 pm

■ Establishing a plan to make sure your
customer is aware of the ways they can
conduct their banking outside the bank or
with an ATM (either via marketing or via
branch staff)

■ Making all of their regular transactions run
flawlessly so they don’t think your new
systems/structure are a burden

■ Having a staff member in your lobby
around to explain new processes to people
and having remaining tellers explain to
customers wanting to deposit checks or
take out cash in line that its much easier to
do these at an ATM and show them how

Rauly Butler
SVP, Retail Banking
Mechanics Bank

Mike Randall
CEO
Pinal County Credit Union

SMALL INSTITUTION ROUNDTABLE 
(continued)

3:55 pm

Topic 3: What Does the Future Really Hold 
For Your Branch in Today’s Omnichannel 
World?

3:55 pm

Chuck Frederick
Chief Retail Officer
Academy Bank
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GENERAL SESSION 
CHEERS WITH PEERS

(BY INVITE ONLY)

MAIN DAY TWO

Reading Your Customer’s Mind: Balancing High Tech and High TouchTUE
NOV 19, 2019

GUEST SPEAKER
Emotional Intelligence, Mindfulness and Leadership - Four Strategies for Greater Effectiveness 

5:05 pm

Dr. Matthew Lippincott
VP of Research
Key Step Media

Craft Beer Tasting

5:05 pm

4:25 pm Afternoon Networking Break In The Innovation Hub

5:40 pm End Of Main Day Two Content

7:00 pm End of Branches Biergarten Bash

5:50 pm Branches Biergarten Bash at Easy Tiger
Join us on one of the most iconic streets in Austin - 6th Street, as we get outdoors and unwind at Easy Tiger! Find out why Food & Wine Magazine named this 6th 
street staple one of the Best Beer Gardens in America. Enjoy craft beers, bites and cocktails with your fellow attendees, challenge a competitor to a round of ping 
pong, and listen to local music as we wrap up Day 2 of Future Branches and before you hit the Austin Streets!

If you are interested in hosting a private tasting with financial institution executives, please reach out to 
Harvey Golub at harvey.golub@wbresearch.com for more details

Join Matthew as he outlines the foundational skills of Emotional Intelligence and bridges to neuroscience 
to help you understand how our brains are hard wired and what you can do to help yourself and your 
teams to become more adaptable.
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MAIN DAY THREE

Facing the Future Head On: Are You Ready?WED
NOV 20, 2019

8:00 am

Continental Breakfast

8:40 am

Welcome Remarks
Elizabeth Robillard
Program Director
Future Branches

8:45 am

Chairperson’s Opening Remarks
If you are interested in chairing this day, please 
reach out to Harvey.golub@wbresearch.com

9:00 am

Future Branches Bank Tank

Want to know what’s next on the horizon? Our live 
demo competition showcases the latest and greatest 
new tech. The startups will pitch their tech live in front 
of the Future Branches audience; then you decide who 
the next game changer is in the finance world. 

Join us for this exciting session where the audience 
takes charge and votes on what technology they think 
will make the biggest impact on their business!

David Nohe
CEO
FinGoal

Robyn Burkinshaw
CEO
Blytzpay

9:40 am

KEYNOTE
Taking on the Branchless Bank: What’s at 
Stake for Your Business?

Some banks are taking themselves completely 
off the grid and going online only in order to 
downgrade their costs and still provide good 
banking services. Other banks are starting entirely 
online to avoid having to put that cost on their 
bottom-line. Join this session to hear several 
branchless banks explain their strategy behind 
going branchless and what this means for your 
business.

 ■ What are the benefits of branchless banking?

 ■ Do you see potential for the long term success of 
these companies?

 ■ Do you see any potential for creating your own 
branch-less entity, like Goldman Sachs (Marcus) 
or Chase (Finn)?

 ■ What is your strategy for competing against 
these companies?

Derrick Chambless
Vice President
Centric Federal Credit Union

10:05 am

TONIGHT SHOW PANEL
The Future of Retail Bank Technology

During this brand new format panel, panelists will 
be brought onstage one at a time to talk through 
how they are approaching the technology they’ve 
implemented in their branches. They will each 
discuss technology they’ve already integrated, what 
their future investment plans are and how the size 
of their institution has affected what they’ve been 
able to accomplish. This continues until all panelists 
have had their turn to speak, at which point, the 
group will take Q&A from the audience

 ■ What have you changed about the technology in 
your branches?

 ■ Have you rolled this change out to multiple 
branches or your whole network?

 ■ What do you envision for the technology of your 
future network?

Brandi Britton
VP, Self and Assisted Service Channel Manager
Comerica Bank

Marc Trull
Director of Branch Operations
Champion Credit Union

Daniel Hassman
Chief Operations Officer, EVP
Northwest Bank
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MAIN DAY THREE

Facing the Future Head On: Are You Ready?WED
NOV 20, 2019

10:35 am

Future Branches Innovators Showcase and 
Awards Ceremony

Our first annual innovators awards will be your 
chance to nominate your fellow finance leaders 
who have succeeded in the categories of design, 
staffing and technology. Finalists, to be chosen by 
our advisory board, will be announced on the first 
day of the conference and will have the opportunity 
to share their project with the audience during this 
time on Day Three. Attendees will then be asked 
to vote for the winners for each category, who will 
then be awarded with a prize!

 ■ Finalist #1 Showcase

 ■ Finalist #2 Showcase

 ■ Finalist #3 Showcase

11:05 am

Morning Refreshment & Networking Break

1:00 pm

Closing Lunch
3:30 pm

End of Future Branches 2019, see you next year!

11:35 am

12:35 pm

Future Branches Wrap-Up Session—Top 
Take-aways in 20 Minutes 

12:00 pm

Elizabeth Robillard
Program Director
Future Branches

1:30 pm

Site Tour A:  RBFCU Domain Branch

Site Tour C: Location Pending 

Site Tour B: Capitol Credit 
Union Downtown Branch

Site Tour D: LUSH Downtown

SITE TOURS

Pierre Cardenas
CEO
Capitol Credit Union

Victoria Aguilar
Director Of Member Experience & 
Branch Operations
Capitol Credit Union

Rachel Levy
Austin Store Manager
LUSH

**Still to be confirmed

Mark Allen Matthews
Senior Vice President of Operations - Austin/Dallas 
RBFCU

Anna Postelle
Regional Vice President
RBFCU

LET’S GET REAL PANEL
Picking the Right Teller Machine 
Technology for Your Branch

Automation is the key to the branch of the 
future. While ATM’s are one facet of that, given 
they automate easier transactions, there are 
other more advanced forms of automation 
that many financial companies are starting to 
use, like ITM technology and self-service kiosks 
that don’t have any employees at them at all. 
How do you decide what mode of automation 
your customer needs/wants?

 ■ Do ITM’s make sense for your business?

 ■ What metrics can you use to figure this out? 
Have you tested ITM’s to make sure they 
would work for your customer?

Matthew Gaspari
Chief Operating Officer
Tuscon Federal Credit Union

 ■ Do you really need the capabilities that they offer?

 ■ Do you have the right staffing model/call center for 
this to work?

 ■ Are ATM’s still the right fit? How are they working for 
you? How many do you have?

 ■ Do they have enough capabilities?

 ■ Do they still fit in with your business model and what 
you’d like to accomplish with your footprint?

FIRESIDE CHAT
 Make it Personal: Using the Data You 
Have to Create Deeply Personalized 
Customer Experiences in Branch 

Fireside Chat REMIX: Make it Personal: 
Using the Data You Have to Create Deeply 
Personalized Customer Experiences in Branch

Lisa Huertas
Chief eXperience Officer
Texas Tech Credit Union

 ■ Your customer only has so many readily available 
options when it comes to what they can do with their 
money

 ■ You need to take this into consideration when 
planning the experiences they can have with you and 
make those experiences more personal and efficient

 ■ First step involves understanding what customer 
data you need to accomplish this ‘personal’ 
experience and why 

 ■ Using the more in depth data you can collect from 
them to really give them what they want and need
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