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Part 1: Report On the Trends in the Banking Sector
Introduction
The contemporary banking industry has experienced tremendous changes that oblige banks to align with the changing trends to better offer banking services and products that meet the expectations of the customers. The significant trends have been attributable to the development in technology and the experiences since the year 2008 financial crisis. This report analyzes the key issues that a bank’s board should consider to remain competitive in the banking sector. 
Developing Healthy Relationships with Millennials
Millennial constitutes the highest population, and the population is expected to grow significantly in the future (Options And Opportunities Forging Lasting Banking Relationships With Millennials 4). Therefore, understanding the specific needs of this segment provides a company with an opportunity to address their needs and aligning the bank products and services to meet their expectations better. One of the competitive forces discussed by Michael Porter’s five forces analysis is the bargaining power of buyers. In this case, millennial have higher bargaining power, and thus, they are more likely to switch to financial institutions that provide services and products that suit them effectively (Options And Opportunities Forging Lasting Banking Relationships With Millennials 6). They are more likely to close their primary accounts with a bank five times whereas their chances of opening a new account with a primary bank are three times. 
Having a broader customer base is a crucial aspect of positioning a bank competitively in the banking industry. Therefore, a bank should devise the strategies to attract and retain more customers with the millennial providing a best opportunity to capitalize on given their high population. Research has established three factors that make millennial leave a bank including high account fees, poor customer service with a representative of a bank, and few ATM locations (Options And Opportunities Forging Lasting Banking Relationships With Millennials 5). Therefore, a bank can focus on these factors to attract and retain a significant number of millennial customers. A bank should develop and implement competitive pricing on accounts fees, provide excellent customer service by training the customer representatives and establishing more ATMs to take advantage of the opportunities offered by the millennial population. 
Importance Traditional Banking
Despite the development in technology and growth in digital methods of accessing banking products and services, the traditional banking services such as face to face still play an integral part to in the banking sector (Options And Opportunities Forging Lasting Banking Relationships With Millennials 11). A significant number of customers prefer visiting the old branches particularly to access services and products provided by a bank. For instance, in the US, people aged between 55 years and 66 years prefer visiting the branches while in UK people above 66 years of age prefer visiting offices (BookingBug 4). Therefore, this is a significant population to consider while at the same time putting more emphasis on embracing technology. 
Besides the old population having a higher inclination towards branches over the online banking, many customers cite customer service as an integral aspect of visiting the branches. According to a research, 68% of the interviewed customer in the US would prefer visiting their bank branches if customer service is improved while 70% would be attracted to visit their branches if the staff has higher knowledge and attitude towards them (BookingBug 12). This implies that if a bank has knowledgeable staff with excellent customer service, the branches can still attract a significant number of customers. Therefore, the traditional banking is essential in drawing a considerable number of customers when a bank meets customers’ expectations on attitude among the staff and quality. 
Another important aspect of traditional banking or face to face interactions is the type of services or products that customers require to form a bank. Some customers perceive visiting a branch as the best option for some of the facilities such as mortgages. Therefore, the branches still have importance in the modern business environment for such services. 
Modern Banking
The modern banking has been characterized by a more online preference among customers with lesser visits to branches. The digital interactions have significantly shaped the consumers approach on communication with banks (Deloitte 11). Unlike in the past where customers to a bank interaction were primarily through face to face interaction by visiting a bank, the modern banking also involves the online component. The online banking has attracted a significant number of customers who find it convenient to access their accounts online. 
Banks have embraced digital banking as a measure to respond to the changing banking environment through the development of mobile application or the use of personal computers (Deloitte 11). The modern banking industry is an age of consumer choice banks are obliged to develop services and products that provide a seamless banking experience to the customers. Therefore, banks should act to the best interests of the customers first before being concerned on their bottom line. For instance, 69% of customers believe that banks put more emphasis on their bottom line while 31% of customers think that banks act to suit their interest ("The State Of Banking In The Digital Age" 4). This negative perception is of vital importance when designing products and services for consumers in making a bank attractive over the competitors in the sector. Customer-centric approaches are more likely to attract a significant number of customers as opposed to bank-centered approaches in the modern banking industry (Deloitte 5). It is time for banks and other financial institutions to focus on advocacy based revenue as opposed to fee-based revenue. By doing so, customers would be attracted to the services and products offered by the bank due to the perceived value on their interest over the bank interests. 
Competitive Challenges and Costs
Before the global financial crisis that occurred a decade ago, competitive forces and costs were considerably low compared to the post-crisis era. Banks have experienced a significant increase in costs and competitive pressures attributable to the compliance costs, high restructuring and litigation costs, and the costs of maintaining legacy systems ("Driving Profitability In A Low-Rate World: The State Of The Banking Industry" 3). According to research, the costs are anticipated to increase in the future, a trend that overwhelms the profitability of the banks. For instance, from a global outlook, bankers project a 2.1% increase in costs over the next three years ("Global Banking Outlook 2018: Pivoting Toward An Innovation-Led Strategy" 8). Therefore, despite the adoption of digital banking, banks still are obliged to develop and implement cost-cutting strategies to remain profitable and ensure their survival in the highly competitive business environment such as increasing ATMs as opposed to branches to reduce the labor costs among other plans. 
Competitive pressures have emanated from a variety of new market entrants which have intensified the competition in the sector. The new entrants include digital banks, e-commerce, FinTechs, telecommunication firms among other entrants in the industry ("The State Of Banking In The Digital Age" 7). For instance, the use of FinTech as alternatives for payment services and money transfer increased from 18% to 50% between the years 2015 and 2017 ("Global Banking Outlook 2018: Pivoting Toward An Innovation-Led Strategy" 10). However, the new entrants in the banking sector are motivated by the rapidly changing customer behavior and expectations. Therefore, banks are obligated to invest heavily in customer technology to preserve their value chain as well as preventing customer leakage to new entrants. According to research, people are attracted to FinTech services due to their transparency, personalization, and convenience relative to banks ("The State Of Banking In The Digital Age" 11). This implies that a bank should prioritize being convenient, transparent and ease of customization to prevent the customer leakage and enhance their competitiveness. 
Evolving Cyber Attacks Risk
One of the significant evolving threats in the banking sector relates to cyber risk ("Global Banking Outlook 2018: Pivoting Toward An Innovation-Led Strategy" 11). The risks are an essential consideration in the modern banking sector with the rising use of online transactions between a bank and its customers. Despite the measures taken to curb the cyber risks, the risks keep on evolving, and thus, banks are obliged to integrate cyber experts within their organization to mitigate the risks that make only impacts negatively on a bank’s reputation but also results to huge costs to a bank (Deloitte 13). Further, it is critical for a bank to hire individuals with appropriate cyber skills as well as supporting them in developing the right risk and business skills. 
Advanced analytics and artificial intelligence are also important developments in technology in combating cyber attacks, improved monitoring and reducing conduct risks to banks ("Global Banking Outlook 2018: Pivoting Toward An Innovation-Led Strategy" 11). Mitigating such internal and external threats is essential to the continuity of business and minimizing operating losses. The cyber risks are also better handled through banks to banks to reduce the substantial investment required to address cyber attacks appropriately and thus; a bank can divert the resources to improving financial performance by concentrating on growth and optimization initiatives (Deloitte 8). 
Conclusion
The development of technology provides both opportunities and threats to financial institutions. However, the risks are manageable, and thus, a bank stands to reap benefits from the technological development now and in the future. However, the financial institutions should focus on rapidly changing customers’ expectation and be customer-centric to remain competitive and ensure sustainable competitiveness in the sector. Further, banks should invest in training their staff to enhance their service delivery given that customers expect high-quality services from banks. 

Part 2: The Exchange –Key Findings Discussions
Opportunities and Risks
Millennial population provides the banks with an opportunity to optimize their customer base. They prefer digital technologies in technologies and expect high quality survive delivery in branches (Options And Opportunities Forging Lasting Banking Relationships With Millennials 5). Their expectations should be considered such as accounts fees, positive experience with bankers, and increasing banks accessibility such as more ATMs. 
One of the major risks that face the banks are increasing competition as a result of new entrants in the sector, and cyber risks (Deloitte 8). However, these risks are manageable if a bank meets the expectations sought by customers from the new entrants and hiring and supporting cyber experts within the financial institutions ("Global Banking Outlook 2018: Pivoting Toward An Innovation-Led Strategy" 11). 
Customer Experience
Customers are likely to experience a seamless banking experience that meets their expectations such as lesser accounts fees, positive experience with bank’s representatives, and many ATMs within their convenience (Options And Opportunities Forging Lasting Banking Relationships With Millennials 5). Therefore, customers will be more satisfied with the services and products provided by a bank in the market. 
Banking Relationship
The banking relationship can prosper and grow in the new business environment by meeting the rapidly changing customer expectations. They should continuously monitor the customers’ preferences and make an initiative to meet them (Options And Opportunities Forging Lasting Banking Relationships With Millennials 7)
The Future of Banking
Banking will change with the adoption of new technologies to meet the changing customer expectations (Deloitte 5). The branch services will be of superior quality with less or no waiting time. The banks will adopt customer-centric strategies to attract and retain customers. 
Nature of the Change
The changes in the banking sector are favorable to both customers and banks. The banks will attract and retain customers by better meeting their expectations while customers would be more satisfied with the products and prices provided by banks (Deloitte 5).
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