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Leading Through  
Times of Change 
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What Makes You 

Stand Out? 
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Service 
(I don’t think that means 
what you think it means) 
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Culture Eats 
Strategy 

For Lunch 
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We always overestimate the change 
that will occur in the next two years… 

…and underestimate the 
change that will occur in the 

next ten. 
Don’t let yourself be lulled into inaction. 

                   - Bill Gates
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U.S. Smartphone Penetration 
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Source: comScore  
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2010 2011 2012 2013 2014 2015 

Mobile Banking vs. Branch Banking 
(Weekly Transactions) 

© 2015 GA Javelin LLC 

Branches Mobile 
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Bank of America 2016 
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Is This the idea 
that Changes 

Everything? 
Or is it Just a Fad??? 
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Where’s My Jetpack? 
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Technology 
Trigger 

Peak of Inflated 
Expectations 

Trough of 
Disillusionment 

Slope of 
Enlightenment 

Plateau of 
Productivity 

The Next Big Idea? 

The Gartner Hype Curve, 1995 
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Blockchain 
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Blockchain 
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You Don’t 

Out on the 
Edge… 

Have to be 
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…But You Do Have to 

Close the Gap 
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Moving Up the Value Chain 
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Marketplace Lending 
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39% 

53% 

55% 

69% 

72% 

72% 

81% 

Trying out a new way of 
borrowing 

Little documentation required 

Repayment flexibility 

Competitive rates 

Convenience of online platform 

Fast decision-making 

Easy/quick application process 

Customer Experience 

Source: Deloitte (YouGov plc 2016 © all rights reserved, Deloitte analysis) 

Financial Considerations 
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is an Act of Leadership 

INNOVATION 

Innovation | Strategy | Leadership 
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Early 
Majority 

34% 

Late 
Majority 

34% 
Laggards 

16% 
MIL 

Early 
Adopters 

13.5% 
Innovators 

2.5% 

Chasm 

Diffusion of Innovation 
Everett Rogers, 1957 

Geoffrey Moore, 1993 
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Early 
Majority 

Late 
Majority Laggards 

Early 
Adopters Innovators 

Chasm Geoffrey Moore, 1993 

Technology 
Enthusiasts Visionaries Pragmatists Conservatives Skeptics 

Crossing the Chasm 



28 Bank Innovation in an Era of Digital Disruption PCBS | JP Nicols 

Early 
Majority 

34% 

Late 
Majority 

34% 
Laggards 

16% 

Early 
Adopters 

13.5% 
Innovators 

2.5% 

Technology 
Trigger 

Peak of Inflated 
Expectations 

Trough of 
Disillusionment 

Slope of Enlightenment 

Plateau of Productivity 

Chasm 

Financial Services 
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Early 
Majority 

34% 

Late 
Majority 

34% 
Laggards 

16% 

Early 
Adopters 

13.5% 
Innovators 

2.5% 

Trailblazers vs. Traditionalists 
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Trailblazers vs. Traditionalists 

•  Master Known Knowns 
•  Enforce Best Practices 

•  Explore the Unknown 
•  Discover Next Practices 
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Innovation vs. Core Business 
•  Existing Products 

•  Existing Customers 

•  Existing Markets 

•  Internal Resources 

•  Reduce Variability 

•  Meet/Exceed Metrics 

•  Increase Volume 

•  Maximize Profit 

•  Manage Known Knowns 

•  Enforce Best Practices 

•  New Products 

•  New Customers 

•  New Markets 

•  Partner with Others 

•  Increase Variety 

•  Create New Metrics 

•  Nail it, then Scale it 

•  Maximize Learning 

•  Explore Unknowns 

•  Discover Next Practices 
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Temperament Role Role Variant 

Concrete or 
Abstract? 

Cooperative or  
Utilitarian? Informative or Directive? Expressive or Attentive? 

Observant 

(S) 

Guardian (SJ) 

Conservator (SFJ) 
Supporting 

Provider (ESFJ): Supplying 

Protector (ISFJ): Securing 

Administrator (STJ) 
Regulating 

Supervisor (ESTJ): Enforcing 

Inspector (ISTJ): Certifying 

Artisan (SP) 

Entertainer (SFP) 
Improvising 

Performer (ESFP): Demonstrating 

Composer (ISFP): Synthesizing 

Operator (STP) 
Expediting 

Promoter (ESTP) Persuading 

Crafter (ISTP): Instrumenting 

Introspective 

(N) 

Idealist (NF) 

Advocate (NFP) 
Mediating 

Champion (ENFP): Motivating 

Healer (INFP): Conciliating 

Mentor (NFJ) 
Developing 

Teacher (ENFJ): Educating 

Counselor (INFJ): Guiding 

Rational (NT) 

Engineer (NTP) 
Constructing 

Inventor (ENTP): Devising 

Architect (INTP): Designing 

Coordinator (NTJ) 
Arranging 

Fieldmarshal (ENTJ): Mobilizing 

Mastermind (INTJ): Entailing 
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SJs – Security Seeking NTs – Knowledge Seeking 
ESTJ 

The Supervisors 

ISTJ 

The Inspectors 

ESFJ 

The Providers 

ENTJ 

The Fieldmarshals 

INTJ 

The Masterminds 

ENTP 

The Inventors 

INTP 

The Architects 

ISFJ 

The Protectors 

Sources:Keirsey.com, Celebritytypes.com 
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The Alloy Organization 
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Business Prevention 
Department 
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Early Majority 
34% 

Late Majority 
34% 

Laggards 
16% 

Early Adopters 
13.5% 

Innovators 
2.5% 

100% 

80% 

60% 

40% 

20% 

Total  
Adoption 

The Risk of Not Taking Risk 
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Kaizen Model 

Standards 

Improvement 

Innovation 

Front Line 

Supervisors 

Middle Mgmt 

Senior Mgmt 
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 “And-I’s” need support 
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Innovation vs. Core Business 
•  Existing Products 

•  Existing Customers 

•  Existing Markets 

•  Internal Resources 

•  Reduce Variability 

•  Meet/Exceed Metrics 

•  Increase Volume 

•  Maximize Profit 

•  Manage Known Knowns 

•  Enforce Best Practices 

•  New Products 

•  New Customers 

•  New Markets 

•  Partner with Others 

•  Increase Variety 

•  Create New Metrics 

•  Nail it, then Scale it 

•  Maximize Learning 

•  Explore Unknowns 

•  Discover Next Practices 
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Innovation  
Theatre 
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2012 

2013 

$  26M 

$800M 
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Launch 

Growth 

Decline 

Innovation 

Innovation 

Paul Nunes & Tim Breene, 2011 

Bank Business Cycle 
(adjusted for interest rate  

and economic cycles) 

Jumping the S Curve 
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– JP Morgan Chase CEO Jamie Dimon 

“They (fintech startups) are very good at reducing the 'pain 
points' in that they can make loans in minutes, which might 
take banks weeks. We are going to work hard to make our 
services as seamless and competitive as theirs.”  

“And we also are completely 
comfortable with partnering 
where it makes sense.” 
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SUNDAY 9:00PM 
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Consumers Trust Banks 

0% 20% 40% 60% 80% 100% 

Banks 

Fintechs 

Completely 

Somewhat 

90% 

96.4% 

…and Fintechs 
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Willingness to Refer 

Banks 

Fintechs 63.7% 

50.5% 
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89.1% 

74.3% 

68.3% 

49.5% 

39.6% 
35.6% 

26.7% 
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39.6% 
35.6% 

26.7% 
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“We already partner.” 
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• Technology 
• Culture 
• Cost 
• Compliance 
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 ‘Move fast and 
break things’ 
doesn’t work in a 
highly regulated 
environment.    
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Culture Eats 
Strategy 

For Lunch 
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Programs vs. Systems 

Change the State vs. Maintain the State 



61 Bank Innovation in an Era of Digital Disruption PCBS | JP Nicols 

Low           Directive Behavior          High 

Lo
w

   
 S

up
p

o
rt

iv
e

 B
e

ha
vi

o
r  

  H
ig

h
 

Hersey and Blanchard, c.1975 

Delegating 

Supporting 

Directing 

Coaching 

Situational Leadership 
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Clear, 
compelling 

case for change  

Demonstrated 
leadership 

commitment 

Clear WIFM  
for all   

Concrete 
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plan 
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Skills, 
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leadership 
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Concrete 
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plan 

Skills, 
knowledge, tools 

in place   

“See It” “Own It” “Do It” 

Moving from Strategy to Results through People - @1999 AchieveGlobal 

“It’s not 
urgent” 

“It’s not real” 

“It’s not  
worth it” 

“It’s not going 
anywhere” 

“It’s not 
possible” 

“It’s not  
for long” 

“It’s working!” 
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Fintech Grief Cycle 

Denial 
“This won’t impact us” 

Anger 
“This is unfair! Why can’t the 

regulators do something?” 

Bargaining 

“Can we just hold on 
until I retire?” 

Depression 

“Why bother? Maybe 
it’s just time to sell” 

Acceptance 

“Maybe we should 
work together. This 
could actually be 

good for us!” 
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“Management is doing things right. 

- Peter Drucker 

Leadership is doing the right things.” 
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Tuesday Aug 22  | 6:00PM 

Meetup: Emerging Opportunities in Fintech 
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@JPNicols 

@JPNicols JPNicols.com/PCBS 


