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1. Throw-ins (value)



80% of how we view other people comes 
down to just these two questions…



Credit: The Human Brand 
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Customer expectations are rising. They expect 
a quick and personalized experience.
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Why a Goldfish?





#FTW



Average Goldfish
=

3 inches



Nearly 20 inches



1Their Growth is Affected by 5 Factors:
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Why BLUE?



Blue was 
inspired by 
King Harald
Gormsson









Relationship ReadinessResponsiveness



Three R’s

Relationship

Readiness

Responsiveness



THE FIRST “R” IS RELATIONSHIP



Personalization











Westpac converted 46% of all NBO’s in 
Year One of the program
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WHAT IF you used transaction history 
and behavioral data to proactively 
offer personalized financial tips at the 
ATM or on digital receipts—e.g., 
“You’ve made 3 grocery purchases over 
$100 this month. Want to explore 
budgeting tools or cashback offers?”



Personal Data

WHAT IF you sent tailored nudges via 
text or mobile app notifications that 
encourage better financial habits—like 
reminders to transfer leftover grocery 
money into savings or rewards for 
hitting weekly spending goals.



THE SECOND “R” IS RESPONSIVENESS



Customer Service 3.0





WHAT IF you offered “skip-the-line” 
mobile scheduling or QR-code based 
appointment setting at the bank 
branch right from the grocery aisle. 
It would turn customer wait time 
into productive shopping time.



Real-time Response

WHAT IF you implemented AI-powered 
chatbots on in-store kiosks or tablets that 
answer account questions, recommend 
financial services, and escalate seamlessly 
to human staff for complex needs—all 
while the customer shops.



Waiting

WHAT IF you used geolocation to 
check customers in automatically 
as they approach the branch and 
notify tellers—reducing perceived 
wait time and delivering a “we’ve 
been expecting you” moment.



THE THIRD “R” IS READINESS



Location Aware Convenience

WHAT IF you used proximity-based 
offers (e.g., “You're near the branch, do 
you want to deposit that check?”) or 
send pop-up reminders based on 
known grocery shopping patterns tied 
to financial goals.



Frictionless Commerce







WHAT IF you allowed customers 
to open accounts or complete 
loan applications on tablets at 
self-service kiosks—reducing 
paperwork and streamlining the 
onboarding process in the store.



Safety / Trust

WHAT IF when a customer’s debit card 
gets declined at checkout, you could 
trigger an instant app alert offering live 
chat assistance or options to transfer 
funds or activate overdraft protection.











THINK OUTSIDE THE BOWL 



THANK YOU


