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David Dubois
@d1dubois

www.linkedin.com/in/profdaviddubois

DIGITAL DISRUPTIONS WITHIN AND OUTSIDE RETAIL: WHAT HAS CHANGED AND WHAT 
HAS ‘NOT’ CHANGED

Retail Exec Summit @Google

Via Della Conciliazione 
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Via Della Conciliazione 
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2019 Digital Megatrends
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Fashionistas

Conservatives

+ revenues  (+10%)
+ profitability (+26%)
+ market valuation (+13%)

Technology enabled 
initiatives:
- Mobile channel
- Location based marketing
- Social Media
- Real time analytics
- Connected products
- etc

Management Disruptions:
- Vision 
- Cross-silo coordination
- Evolving culture and governance 
- Digital skills

Beginners

Digital experts

Value Creation with Digital Tech
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Telenor Case: Reinventing Financial 
Services in Serbia 

• Should Telenor offer Financial Services in Retail 
Banking in Serbia?

• Which segment should they target?

• What about the brand strategy? 

• What about the positioning?

• What channel / product / service offers make sense?

• What about branches? 
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What happened? Telenor in Serbia

1. Targeted segments 1 & 3

2. Positioning:
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PC and Mobile (Native Aps)

Checking Account

• Standard C/A
• A vista interest on positive 

balance
• Multicurrency 

• Ship to order

Debit Master Card
• Pay Pass
• 3D secure
• Rich self-care: limits, activation,                                                 

PIN selection, etc

ATM (40)

• Touch screen
• Multi currency

• Cash/in out

Payments

• Person2Person: Mobile, Email

• Bill handling

• Standing Orders

• Currency Exchange

• Domestic payments

• Pre-paid payments

• Foreign currency payments

• Beneficiaries & templates

What happened? 
Product-mix decisions
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Most popular and best ranked MB Application

First Results (YE 2014)

* By Dec 20th

After Telenor banka launch, mobile banking **usage in 
Serbia is booming

Q2 14Q1 14

103 111
137

Q3 14

+23,9%

Q4 14

180+7,3%
+31,0%

Milos Petrovic:
”Smells like a 
revolution” 
@TelenorBanka
@TelenorSrbija” 

Vojkan Arsic: 
”I opened an account in 
Telenor Banka in 7 
minutes while running 
on a track”

Vitomir Ognjanovic: ”There are glitches, but Telenor Banka is still 
light years ahead of others in Serbia. #FTW”

Dejan Sreckovic:
“I really like cash-in
option, it works for RSD
and EUR, and yes,
exchange rate.”
@TelenorBanka

Banking Net Promoter Score leader!

Promoters

72%
Detractors

5%
NPS*
67%

Serbian market industry average of 17,63 
Erste bank leading with 37.

Other disruptions in banking

in Canada
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david.dubois@insead.edu

http://fr.linkedin.com/pub/profdaviddubois

@d1dubois

Thank you! Please keep in touch


