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INTRODUCTION
By way of advancements in technology and a changing society in general, we are
seeing a shift in the way people approach their finances, in particular when it comes
to banking. Think about the last time you physically went into a bank? If you are one of
the many Millennials in our society - born from 1981 to 1997 - chances are the answer is
weeks ago, or maybe even months. It is no secret that Millennials love their electronic
gadgets, in large part because they make performing certain tasks - such as banking far easier. While there are certainly different opinions floating around about Millennials,
the fact of the matter is they are our future and banks and credit unions need to get
on board if they are going to bring in their business.
The intention of this ebook is to look at how Millennials are impacting the banking
industry by gaining a deeper understanding of their financial habits while also looking
at how they have changed the mobile banking game. Finally, we will go over what
steps banks and credit unions can do to attract this influential generation and turn
them into long-term customers.
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CHAPTER ONE

UNDERSTANDING MILLENNIALS’ FINANCIAL HABITS

Millennials account for the largest population group in the United States as well as
the biggest employed population, which is one of the main reasons why so much
emphasis is placed on them and their habits. The actions and interests of Millennials
are an important indicator when it comes to determining the future of our society
as a whole, in particular for banks and credit unions. As briefly mentioned above,
technology has played an instrumental role in how Millennials bank and organize
their finances. Unfortunately, this shift has hurt many financial institutions, as their
traditional practices often do not appeal to tech-savvy Millennials. Before we go into
what lenders need to do in order to stay relevant and build their Millennial customer
base, let’s take a close look at Millennials’ financial habits.
THE INFLUENCE OF SOCIAL MEDIA
This may come as a surprise to many, but one of the main characteristics of Millennials’
financial habits is that they often turn to social media for financial advice and
assistance. In fact, a recent study found that 91 percent of Millennials use one of the
many social networks to obtain advice and opinions on different financial matters.
Gone are the days of going into the bank and talking to a lender about your finances,
at least for Millennials. Furthermore, Millennials also use social media as a tool for
determining which banks or credit unions offer the best services, and in turn, who
should get their business.
THROWING TRADITION OUT THE WINDOW
Millennials are a generation
accustomed to changing with
the tides, whether that means
adapting to a new electronic device
or a particular brand going out of
business. This means that they are
more open to receiving financial
goods and services from entities
outside of the traditional sector.
Millennials are a ‘go with the flow’
generation that is constantly on the
hunt for the best, from the highest
rated tablet to the bank that meets
all their needs.
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CHAPTER ONE

UNDERSTANDING MILLENNIALS’ FINANCIAL HABITS

TAKING BACK CONTROL
Yet another financial habit of Millennials that is worth mentioning is their desire to be
in control. Through the prevalence of technology, they are able to gain the knowledge
they are searching for, which gives them more control over any given situation. So,
while past generations were in the habit of turning to experts within the banking
industry for advice in regards to financial decisions, Millennials are doing their own
research and making choices without the assistance of an advisor.
Millennials watched as many older Americans felt the devastating repercussions of
the economic fallout from events such as 9/11 and the market crash of 2008, which
has drastically altered their approach to money. Unfortunately, many Millennials
have become distrustful of financial institutions and the advice they’ve received from
parents and professionals alike. With this in mind, it is absolutely imperative that
lenders and others within the banking industry take the time to understand this
generation’s habits, before trying to gain their trust and business.
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CHAPTER TWO

HOW MILLENNIALS ARE CHANGING
THE MOBILE BANKING GAME

Millennials are bringing a new perspective to banking, and this is perhaps most readily
seen through mobile banking. A recent study indicates that 74 percent of Millennials
say mobile banking is important to them, compared to just 44 percent of Baby
Boomers. Having real-time access to personal financial information on-the-go is a top
priority for Millennials.
The answer is fairly straightforward when looking for ways banks and credit unions can
keep up with this shift towards mobile-centric banking: focus on introducing a mobile
app that will attract non-bankers and provide them with a service they can’t get
elsewhere. Make yourself stand out and find out what, exactly, Millennials are looking
for in a mobile banking app. Banks and credit unions alike need to start treating their
mobile apps and websites as their number one point of engagement with customers.
And since Millennials are looking for personalized service and attention, this should
be a sticking point. Keep in mind this doesn’t only mean providing access to account
balances; lenders should also consider features that are not only useful, but will draw
Millennials in. Here are a few considerations for banks when
building a mobile banking app:
Ėĺ Sending and receiving money. Apps such as Venmo
and Square Cash have made it incredibly easy for
people to send and receive money, split up dinner
checks, pay rent, and collect debts. If a Millennials’
own mobile banking app had these capabilities,
they’d be far more likely to use it in place of these
outside apps.
Ėĺ Streamline your wallet. There are many apps on
the market today that store information from all
your different debit and credit cards, reducing the
need to carry around five different cards at a time.
If a bank’s mobile app could do the same, allowing
people to pay with their app, they’d be offering
Millennials something unique and attractive.
The bottom line is that digital banking user growth is on
the rise and banks need to react accordingly in order to
keep up. By offering something unique, different, and useful in a mobile app, you will
be setting yourself up for success among Millennials and other generations alike.
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CHAPTER THREE

WHAT BANKS AND CREDIT UNIONS
NEED TO DO TO ATTRACT MILLENNIALS

It is important to realize that Millennials are perhaps the most skeptical generation we
have ever seen, and all businesses need to act accordingly in order to attract them as
customers. We are seeing more and more Millennials turn to less traditional jobs and
tapping into their entrepreneurial spirit while pulling further away from traditional
institutions, such as banks. For Millennials to be interested in giving their business and money - to banks and credit unions, those lenders need to market themselves in a
manner that will cater to Millennials’ changing attitude and financial needs. Here are a
few facts to help better understand Millennials:
Ėĺ Despite the focus on technology and mobile access, 64 percent of Millennials
place importance on developing a relationship with banks or credit unions. 70
percent of Millennials say they wish they knew more about banking and other
financial matters
Ėĺ Nearly a quarter of Millennials (23 percent) say they carry less than $50 in cash
with them at any given time. This means they are using debit cards and other
forms of payment, which lenders can capitalize on.
Millennials are more apt to give their business to local
companies, and this is no different when it comes to
banking. They are also looking for a more personalized
experience and are attracted to institutions that make
them feel like they matter and not just another number.
This poses a challenge for banks and credit unions, as
Millennials seemingly want the both of best worlds: high
tech and highly-personalized service. They want to develop
a relationship with their lender and feel like they are
working with a local, community institution they can trust.
While it may seem like Millennials are doing their best to
separate themselves from financial institutions, this isn’t true. In fact, Millennials are
keenly aware that they need to gain a deeper understanding of finances and place
a great deal of value on institutions that can offer them the services they need, right
from their mobile device. Let’s go over a few of the main ways banks and credit unions
can attract Millennials in today’s tech-driven society.
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CHAPTER THREE

WHAT BANKS AND CREDIT UNIONS
NEED TO DO TO ATTRACT MILLENNIALS

MEET MILLENNIAL DEMANDS
People may be buying homes at a much later age on average, but they are still buying
and in need of the services that come along with the homebuying process. This means
that they will be going through the loan process and will have many different options
when it comes to who to choose as a lender. If you, as a bank or credit union, can offer
Millennials the invaluable knowledge and assistance they need during this process,
you will be in good shape. By stepping outside the box and marketing to Millennials
via social media and unique branding, while at the same time offering features and
services via a smart mobile banking app, you will be on the right track.
MAKE EDUCATION AND TRANSPARENCY A PRIORITY
As mentioned, being educated about their finances is important to Millennials.
However, a simple brochure on how to plan for the future is no longer enough. Banks
and credit unions need to take an interactive, informative, and all-encompassing
approach to educating Millennials about the world of banking. Infographics, social
media posts, YouTube videos, and even webinars that touch on topics Millennials
actually care about (such as how to build your credit and how to save for buying a
home) is an excellent way to do this.
Similarly, Millennials need to feel as though
they can trust you and there are no secrets
or hidden fees. Stay away from unexplained
fees and “just because” policies, as these
practices will have Millennials running in
the opposite direction. Instead, focus on
taking a straightforward approach while
also offering financial services people need.
Millennials are also a generation focused
on making a difference in society and
aligning themselves with companies that
do the same. Banks and credit unions that
support local, social causes and market
themselves as being socially responsible
will make the choice easier on Millennials.
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CHAPTER THREE

WHAT BANKS AND CREDIT UNIONS
NEED TO DO TO ATTRACT MILLENNIALS

FOCUS ON MOBILE BANKING
The majority of Millennials say that mobile banking is a priority when it comes to
choosing a bank or credit union, and more than 80 percent of Millennials have
smartphones. Mobile apps that cater to Millennials’ financial goals and allow them
to better manage their portfolio are on the right track. However, simply developing
an app is not enough. Banks need to use mobile apps as a way to present Millennials
with information they actually could benefit from, but in a digital format. Furthermore,
introducing features that will make it easier for them to transfer money between
friends, pay for goods, and stay secure are a must.
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CONCLUSION
In recent years, technology has changed the banking industry in a major way. Mobile
banking is becoming increasingly popular. Most banks and credit unions have caught
on to this trend, introducing apps that will appeal to this generation in the hopes of
attracting their business. However, this is not enough. In order for banks, credit unions,
and other financial institutions to stay relevant and appeal to Millennials, they need to
adapt to their communication preferences, strive to form a relationship with them, and
provide them with the knowledge they need to better understand their finances and
the role of financial institutions, overall.

ABOUT INFO PRO
Info-Pro Lender Services helps residential, commercial and agricultural lenders of all
sizes minimize risk and cost while improving efficiency when servicing loans, allowing
them to focus valuable time and resources on growing the business. We do this by
providing real estate tax, flood determination and property insurance monitoring
services that give lenders the information they need to service loans and achieve
compliance. Learn more at www.info-pro.com.
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