
Performing Exponentially in a Millennial,
Mobile and Programmatic World 



With Millennials taking over as the most digitally connected and economically 
powerful generation in history, we explore how financial services organisations can 
transform their business and operating models to deliver exponential performance. 
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Millennials, mobile technologies and exponential growth 

Millennials, mobile technologies
and exponential growth 
As Millennials (18-34) become the main source of 
industry profit, they offer exponential growth 
opportunities for financial institutions positioned 
to meet their needs.

From a banking perspective, targeting Millennials 
is critical, as they are now at the age that most 
consumers commit to financial services products. 

Telstra 3MI™: the measure of performance
In a Millennial-led, mobile-first world, we can now assess 
any institution’s performance based on its capacity to:

These three metrics form the new Telstra Millennial, 
Mobile, Money Index (3MI™). Not only does the 3MI™ 
shows us how well institutions are performing, but also 
the dynamics of the fierce competition for these 
customer relationships.

How does your organisation measure up?

Attract Millennials
(Millennial Penetration)

3MI™

Engage them
through mobile devices
(Mobile Banking Usage)

How much Millennials
invest in that relationship
(Average Wallet Size)



Key findings of the global research

Key findings of the global research

On a global scale, demographics, 
mobile banking app usage and wallet 
size vary widely between markets. Of 
the countries examined, US, Chinese 
and Indonesian Millennials mostly 
engage their institution via mobile 
apps. But there remains huge potential 
in all markets for organisations to 
improve the way in which they engage 
with customers through the mobile 
channels they prefer. 

Customer experience is set to be 
the true differentiator in an 
exponential world. 

International comparison – Telstra 3MI™

Transformed Quadrant 
High proportion of Millennials

and high use of mobile banking

Legacy Quadrant
Fewer Millennials and 

low use of mobile banking

Digitised Quadrant 
Fewer Millennials, but high 

use of mobile banking

Transitioning Quadrant 
High proportion of Millennials,
but low use of mobile banking

Telstra
3MI™

8
countries

27,000
consumers

8,000+
Millennials



How the markets compare

How the markets compare

Digitised TransformedInflection Point

The US, China and 
Indonesia share a higher 
proportion of Millennials 
and higher rates of mobile 
banking – meaning they 
are likely to ride the 
exponential growth curve 
sooner than other markets. 

This highlights the 
significant opportunities 
that institutions in 
Australia, New Zealand, 
Hong Kong, Singapore and 
the UK have to shift from 
the Legacy Quadrant. 
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Millennials in population

15% 20% 25% 30% 35% 40% 45% 50% 55% 60%

US
US$96k

China
US$55k

Indonesia
US$47k

UK
US$82k

Singapore
US$82k

Hong Kong
US$115k

Australia
US$70k

New Zealand
US$67k

Size of bubble represents average size of  Millennial wallet.



Transforming to thrive

So, what do financial institutions 
need to do to perform in an 
exponential world? How can they 
transform their operating and 
business models to harness the 
extraordinary opportunity presented 
by the Millennial generation?

We asked:

77
institutions

11
countries

164
financial
services

executives1

Transforming to thrive

We wanted to know what it is that sets an exponential organisation apart 
from the competition. What internal and external capabilities and traits do 
they leverage to achieve such extraordinary growth? 
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Using the ‘Exponential Quotient Methodology’ developed by the Singularity University1

Click to see



11 traits of an exponential organisation

Salim Ismail (2014). Exponential Organisations; Why new organizations are ten times better, faster, and cheaper than yours (and what to do about it) Singularity University2

11 traits of an exponential organisation

Data and algorithms
Use machine learning 
algorithms to analyse data and 
drive actionable decisions

Engagement
Actively convert the general 
public into ‘Community’
(e.g. using gamification, 
incentive competitions,
loyalty programs)

Real-time dashboards
Use metrics to track 
performance, product 
innovation and 
staff performance

Social technologies
Used for knowledge sharing, 
communication and 
collaboration, and 
also built into products 
and services

1 2 3 4

Crowd and
community
Focus on manage and 
interacting with its Community
(e.g. leveraging ideas, 
loyalty, insight from users, 
customers, partners and 
others in its ecosystem)

Interfaces and
scalable processes
Expose data to external 
ecosystems via APIs and 
interfaces, and focus on 
scalable and repeatable 
processes, both inside the 
organisation and out

Experimentation
and risk taking
Treat experimentation 
failure as learning (and hence 
success), with risk-taking 
expected, pervasive, measured 
and even celebrated across 
the organisation

Autonomy and 
decentralisation
Operate with flatter hierarchical 
structures with decision-
making largely decentralised 
(e.g. small, multi-disciplinary, 
self-organising teams)

5 6 7 8

Massive 
transformational purpose
Shared and encouraged
across the business

Staff on 
demand
Used to augment mission 
critical areas (e.g. operations)

Leveraged 
assets
Use on-demand assets
(e.g. Cloud) in preference to 
infrastructure ownership

Minimum number of 
attributes exponential 
organisations need to 
achieve the 10x growth 
baseline threshold

4
11

9 10 11

Research2 shows that exponential organisations leverage and / or demonstrate:
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Enterprise systems, 
mainframes, etc.
Email, spreadsheets,
reports, documents

Legacy systems
and processes

Data services on demandProgrammable 
infrastructure
on demand

Artificial intelligence
on demand
Behavioural analytics

Cognitive services

Natural language services

Machine learning services

Programmable 
intelligence
Transactions

Financing

Risk management

Investment

3rd party
data and services

Programmable
intelligence
Continuous:

Operation analytics

Market analytics

Customer analytics

Product analytics

Programmable technologies for
exponential performance 

Tablet

Online

Mobile

Chatbot

Voice

Intelligent
virtual assistant

Next big thing!

Programmable technologies for exponential performance

Of the eleven attributes that 
differentiate exponential organisations 
from traditional ones, several are 
driven by technology including:

• A focus on data-driven 
software-orchestrated automation 
in all aspects of the business

• A shift to on-demand, highly 
scalable, IT asset models

• A focus on AI and machine
learning to drive new experiences 
and optimise operations

• All of this leads the way to a 
Programmable Enterprise.

Programmable software-defined network
Intelligent
real-time

orchestration

End-to-end
security monitoring
and management

Operational data

Product and market data

Customer context data

Customer experience data

Security and
validation services

Identity

Blockchain distributed ledger

Data scrubbing and matching

Robotic process automation

API gateway

APIs

Continuous incremental demand-driven investment model

In-network
intelligent 
security



Technology investments: where to focus and why

Organisations that thrive in an exponential 
environment are characterised by a regular 
doubling of capability or by a regular halving of 
the incremental cost of adding and servicing 
new customers. Typically, they focus on one of 
two outcomes, or a hybrid of both:

1. Experience gains
Investing to radically reduce the cost to 
acquire and own the customer relationship –
building a deeper understanding of the 
customer and delivering a more compelling 
customer experience

2. Efficiency gains
Investing to radically reduce the 
marginal cost of service

However, efficiency gains are typically linear 
and do not provide long-term differentiation, 
given that most organisations have access to 
the same technologies. It is experience gains 
that truly drive exponential performance. 

Technology investments: where to focus and why

Value increments from technology investments
in exponential ecosystems

Time

Value increment due to 
increased agility and new 
customer insight and 
service capabilities

Value increment due to 
new platform efficiencies
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Exponential
growth

Traditional
linear growth



What next?

What next?

The challenge now is how best 
to build platforms that promote 
innovation and offer agility, scalability 
and functionality – while also 
delivering on the all-important 
mobile customer experience that 
Millennials are demanding.

Behind the scenes, a wide variety 
of financial, social, technological 
and analytical services will need 
to be programmed, automated 
and optimised. 

For some fascinating new insights 
into how financial institutions can 
transform digitally to compete and 
win in this new ‘exponential’ world, 
download the full white paper:

telstra.com/3MI

http://www.telstra.com/3MI
http://www.telstra.com/3MI
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