
Change is good: 

How to pivot with your digital 
banking vendor during the 
pandemic
Dave Waller, Q2
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What did Q2 do for customers?

• Q2 CARES – Restructured agreements to reduce expenses for our 
customers

• User conference went virtual
• 50% more attendance

• All go-lives were remote
• One bank had 32% of users log in on first day
• Another had 67% of users log in on first day

• Lending team created a PPP origination system in 2 weeks

• Added 30% more capacity in our data center



What happened 
at your bank 
when CARES act 
stimulus checks 
dropped?  
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Q2 Logins - Week of April 15th

First wave of Stimulus Payments

New Peak
13% over last new peak

New Peak
226% growth in 7 days
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Where were people logging in from?
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What about authorizing a transaction?
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Lessons learned

Mobile parity with 
desktop is critical

Need to master online 
customer relationships

Infrastructure 
matters
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Trends I am seeing…
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• Renaissance in Community Banking

• The competition is promoting digital:
• Capital One – Account opening
• Wells Fargo – Mobile Deposit
• SoFi – Mobile Banking
• PNC – Virtual Wallet Checking

• Digital Evaluations are accelerating

• Lending processes are being digitized

• Video is a differentiator
• How are you using it?

• Engagement in digital is critical



Action items…
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• Don’t let Covid be an excuse for inaction!

• REALLY use your digital tools and take note of 
what you like and don’t like

• Send these to your Head of Retail!

• Think about engaging with customers digitally.  
What are you planning to do?  How are you using 
things like chat, video, text messages to 
communicate?

• Ask your current vendor for volume trends 
• What spikes did your online system see in April?

• What commercial customers had ACH or Wire 
volumes change?  Call them!

• It’s a problem if your current vendor makes it 
difficult to answer these questions

• Do something unexpected for someone
• Give an employee a $25 gift card, coupon 

at a restaurant that is a customer
• Call a customer to just to say hello
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Thank You!
I’m happy to help you!

Dave Waller

Phone: 512-633-0388
Email: dave.waller@q2.com

Twitter:  @TexasHokie

LinkedIn: 
https://www.linkedin.com/in/davidkwaller/

mailto:dave.waller@q2.com
https://www.linkedin.com/in/davidkwaller/


Follow Us!
@Q2_Software
twitter.com/Q2_Software

@q2software
instagram.com/q2software

Q2
linkedin.com/company/q2software

Q2Software
facebook.com/Q2Software

https://twitter.com/Q2_Software
https://www.instagram.com/q2software/
https://www.linkedin.com/company/q2software/
https://www.facebook.com/Q2Software/

