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“

D E E  H O C K ,  F O U N D E R  A N D  F O R M E R  C E O ,  V I S A

I just am pea green with envy when I look at my 
grandchildren and great grandchildren and young 
people. They’re going to live through the most 
fascinating times, good and bad, in time frames that 
we can’t comprehend. The Future is unknown, but I 
find it very exciting.
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State of the Business
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Authorize.Net pioneered solutions for online credit card payments –
and today, we’re the payment brand most trusted by small businesses.

* Alignable's 2018 SMB Trust Index 

Presenter
Presentation Notes
*Authorize.Net recognized in Alignable's 2018 SMB Trust Index as most trusted brand by small business owners for payments & management, see: https://www.alignable.com/ insights/the-most-trusted-small-businesses-brands-in-2018-2  
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The people that power the business
Bellevue, WA

Lehi, UT

Austin, TX London, UK

260 employees
• Product 

Management
• Product 

Development

260 employees
• Sales
• Marketing
• Finance
• Accounting
• Customer Support

30 employees
• Customer Support
• SMB Solutions Lead

3 employees
• Sales
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The Power of Partnerships
MERCHANT CUSTOMERS FINANCIAL INSTITUTION PARTNERS TECHNOLOGY PARTNERS



Core Authorize.Net Services

Support & Resources

24X7 Merchant 
Support

Integrated ISVs

Business Management

Reporting

User 
management

Account 
management

Accounting Sync 

Secure Data 
Storage

Fraud 
Management

Fraud & Security

Support PCI 
Compliance

Authorize.Net
Platform

Global threat 
monitoring

VisaNet payment 
processing system

99.99% 
Uptime

Continuous Availability via 
Active-Active Architecture

KnowledgeBase

Online 
Community

Developer Center Modern APIsHosted forms Developer Tools Sandbox

Payment Acceptance

POS/mPOS

Contact Center

App In-App

Web

Mobile

Investment Acceleration
Enhance 
Foundation

Drive 
Differentiation

Market 
Expansion

Big thinking for small businesses
Payment Services

Alternative 
Payments

Credit Card 
Processing

Digital Payments*Pay

eCheck
Processing

Mobile/Virtual 
Point of Sale

Commerce Services

Invoicing

Account Updater

Recurring Billing
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Payments through the 
Customer Lens
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Digital disruption and transformation is impacting all verticals

Presenter
Presentation Notes
Comcast 
Company adds 350,000 web customers, loses 33,000 video users
Comcast is also branching out into the wireless business and has signed up a total of 380,000 customers for Xfinity Mobile, �“For those investors who didn’t get the memo that Comcast is a broadband company and not a cable TV company, this quarter should clarify things,” Bloomberg Intelligence analyst Paul Sweeney said. “The financial results and management’s commentary about the future growth drivers drove home the point that the future is broadband and its entertainment assets.” [Q4 – 2017]



©2018 Visa. All rights reserved. 

Service industries and B2B business models are not left behind

Metromile Revolutionizes The Claims 
Experience With Automated Direct Repair, 
Rental Car And Claim Payments Programs
“Leveraging the power of AVA, the brand's artificial 
intelligence (AI) claims system, qualifying customers 
can now opt-in to automate the identification and 
payment of auto repair and car rental  providers … 
using Metromile’s mobile app or online dashboard.”
Cision PR Newswire (December 6, 2017)

Source: https://insuranceblog.accenture.com/how-insurers-are-using-drones-right-now-new-applications
https://www.prnewswire.com/news-releases/metromile-revolutionizes-the-claims-experience-with-
automated-direct-repair-rental-car-and-claim-payments-programs-300567614.html
https://www.cio.com/article/3195891/cio-role/kaiser-cio-shares-it-lessons-for-the-future-of-healthcare.html
https://insuranceblog.accenture.com/how-insurers-are-using-drones-right-now-new-applications

Einstein is already used by Coca-Cola for its inventory 
tracking capabilities that let the company know exactly 
when it needs to restock, as well as by Amazon Web 
Services to help it improve its lead-to-cash time.

Salesforce's Einstein AI makes 
1B+ predictions daily.

The Marriott Hotel Experience
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Digital Commerce is almost at half a trillion dollars and growing strongly; 
mobile expected to account for over half of Digital Commerce by 2021 

• Source: eMarketer;: http://totalaccess.emarketer.com/Reports, 2018 ; Includes sales of computers
• Forrester: Mapping The $9 Trillion US B2B Online Commerce Market,, 2018
• Statista Digital Media Outlook, April, 2018

dCommerce mCommerce

2017 Revenue $453B $156B 
Growth over 
previous year 15.8% 38%
Retail sales in 2017 9% 34.5%
Retail sales by 2021 13.7% 53.9%

Brick and mortar 

$5.02T Face-to-face 
point-of-sale 
in 2017

3.8% Growth over 
previous year

Incremental sales from Digital Commerce by 2021
Retail

$332B
Digital Ent.

$9B
B2B Goods & Svcs

$3.5T
Travel

$66B

Presenter
Presentation Notes

Within digital (or eCommerce) eMarketer

Digital growth opportunity still huge (only 9% of total retail sales in 2017)
Growth of digital expected to continue
Driven substantially by mobile
Huge shift to digital in key verticals expected in coming years (total ~$340B) .

That’s a lot of $, a lot of opportunity, and no doubt it’s creating a lot of expectations for each of you
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Trends are similar across industry segments

Retail Goods

+13%+12% +3%+18% -4% +10%

Card not present Card present

34 6Fraud (bps):

Card not present Card present Card not present Card present

+6% +12%CNP Cross 
Border Rate: +12%

18 7 9 2

Services
Media and 
Entertainment

bps bps bps bps bps bps
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Commerce is becoming either experience-based or convenience-based

• Timely
• Click-to-buy
• Voice-activated
• Low priced
• Auto-replenish

Convenience-based

• Peer sharing
• AR/VR enabled
• Involved 

decision making
• Curated views

Experience-based

Source: Planet Retail, Store of the Future, 2017; Amazon Echo Press Room, 2018
Note: All brand names and logos are the property of their respective owners, are used for identification purposes only, and do not imply product endorsement or affiliation with Visa.

Presenter
Presentation Notes
Consumers are choosing to categorize their retail purchases 
Experienced-based
Convenience-based

Experience Based (Augmented reality, Virtual Reality)
Warby Parker
Warby Parker dominates the market here with a platform allowing consumers to choose a variety of glasses it will ship anywhere and allow you to physically try on before buying. Prescription Check app, helps people check out their prescription using just a phone and a computer, no eye doctor's office visit necessary. Find Your Fit on the iPhone X – uses TrueDepth Camera technology, which analyzes facial structure and breaks up the disparate parts of your human face into a matrix of light that returns a 3D mesh. According to Warby Parker, “From that mesh, [the] tool measures key facial data points to recommend 11 to 13 Warby Parker frames best suited for your face.” But it still does not use AI. 
http://www.businessinsider.com/warby-parker-prescription-checking-app-2017-5
https://www.themanual.com/fashion/warby-parker-find-your-fit-app-tech/

Topology
Topology Eyewear is an augmented reality app providing custom-fit glasses from a 3D scan of your face.
 Topology uses face-scanning technology to take into account ears that might reach farther back or sit uneven, a wider or thinner nose and other facial factors that can make most glasses not fit as well as they should.
Rather than shipping myriad glasses your way, Topology lets you see what you’d look like in a variety of frame styles and colors using augmented reality. 
The price isn’t cheap for all that, however. Each pair of Topology glasses start at $495 and go upward to $800, depending on the add-ons. 
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Some businesses will need to tailor their approach to both scenarios

Experience-based Convenience-based

Note: All brand names and logos are the property of their respective owners, are used for identification purposes only, and do not imply product endorsement or affiliation with Visa.

Presenter
Presentation Notes
We talked about experience based and convenience based – there are some businesses that have to accommodate both.  

Travel:
Leisure – virtual tour, see reviews, share ideas with friends, purchase additional services, etc.
Business – fast, seamless process

The travel industry is a great example of how airlines and certain types of lodging attract vacationers as well as the business traveler.  
Vacation: virtual tours, share w/friends, research and book activities 
Business: Quick and easy


https://www.google.com/search?biw=1920&bih=974&tbm=isch&sa=1&ei=RzHaWuirI8G3jwT6hKmICg&q=hotel+booking+confirmation+AND+attractions&oq=hotel+booking+confirmation+AND+attractions&gs_l=psy-ab.3...125424.129327.0.129437.20.18.2.0.0.0.174.1692.7j8.15.0....0...1c.1.64.psy-ab..3.1.124...0.0.iIYc6aHPm7w#imgrc=KhvRfr4tO09_BM:
https://www.google.com/search?biw=1920&bih=974&tbm=isch&sa=1&ei=RzHaWuirI8G3jwT6hKmICg&q=hotel+booking+confirmation+AND+attractions&oq=hotel+booking+confirmation+AND+attractions&gs_l=psy-ab.3...125424.129327.0.129437.20.18.2.0.0.0.174.1692.7j8.15.0....0...1c.1.64.psy-ab..3.1.124...0.0.iIYc6aHPm7w#imgdii=DZmv_CMv6vdqvM:&imgrc=KhvRfr4tO09_BM:
http://www.googblogs.com/tag/user-tips/
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Then Now 

Contextual Commerce is replacing traditional commerce: 
give customers what they want, when they want it, without the effort
“If it's not easy, consumers won't do it,” Mark Lavelle, CEO of ecommerce platform Magento, Money 20/20

Note: All brand names and logos are the property of their respective owners, are used for identification purposes only, and do not imply product endorsement or affiliation with Visa.

Success depends on addressing security 
and privacy concerns

Presenter
Presentation Notes
The benchmark is being set by digital masters, take the example of Uber and Hilton 
Uber + Hilton: 
Hilton HHonors App: HHonors members can now order an Uber straight from the app
Uber App: riders can now view their hotel stay information and check-in, pick a room, request a digital key, all via the Uber app en route to their hotel (no purchases)
Stay in the experience, seamless experience

Closed loop environments raise the bar even further.  Really emerging in Asia.
WeChat Pay: China’s voice-powered mobile app WeChat has taken off 
700 million active users every month. 
Can make a reservation, message a friend, hail a taxi, pre-order, etc. all without ever leaving WeChat app
>10M businesses in China have WeChat accounts.

Consumer expectations are set by digital leaders.  Shows where consumer expectations are going  
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Conversational Commerce is dominating conferences and technology news 
Chat apps and chat bots are ruling in China, and making inroads closer to home, especially with millennials…

Transfer moneyBook an air ticket

Note: All brand names and logos are the property of their respective owners, are used for identification purposes only, and do not imply product endorsement or affiliation with Visa.

Presenter
Presentation Notes
In the US, an average Android user spends almost 40 minutes/day on FB messenger; 40% of millennials say they interact with a chatbot daily. 

CyberSource + Visa : Aeromexico 
Innovation center collaboration
Social Payment bot, to reserve, book, share flights and travel promos using FB messenger. 
Prototype in production within just 60 days of the first engagement.

Subway customers on Facebook Messenger now have a bot that allows them to choose nearby Subway locations and customize a sandwich. 

And then money transfer.   That’s a really important use case.  Convenient to talk about $ and transfer it in same place

TransferWise, Western Union and MoneyGram all allow their users to send money via FB Messenger. 
Western Union’s digital consumer-to-consumer (C2C) segment has been growing more than 10 times faster than the business overall.
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Social Commerce is gaining momentum as shoppers make the transition 
from browsing to purchasing

The top 500 retailers earned an estimated 
$6.5 billion from social shopping in 2017, 
up 25% from the previous year.

of Facebook users who clicked on an 
ad on the platform in 2017 made a 
subsequent purchase

26% 

of Instagram users say they've 
made a purchase at least once, 
after viewing something on the app

72% 

Source: Business Intelligence, The Social Commerce Report, 2018
http://www.digitaltrainingacademy.com/casestudies/2015/01/instagram_case_study_nike_lets_customers_design_their_own_trainers_with_instagram_photos.php
Note: All brand names and logos are the property of their respective owners, are used for identification purposes only, and do not imply product endorsement or affiliation with Visa.

Presenter
Presentation Notes
Social commerce – today small ($6.5B, only 1% of digital transaction).  But high potential

Facebook is the source of 64% of social sales worldwide. 

Instagram, 
integrated apps go from photo directly to product page
Even more impactful when promoted by celebrity or influencer

Nike saw huge success when they launched PHOTOiD, an HTML5 app that let fans upload or select an Instagram photo of their favorite shoes, customize them, and then repost the pic across social media.
15 million: Estimated size of Nike ID’s online community
10,000: No. of shoes ordered in the first week
$100 M: In annual revenue
�http://www.digitaltrainingacademy.com/casestudies/2015/01/instagram_case_study_nike_lets_customers_design_their_own_trainers_with_instagram_photos.php
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Source: Deloitte: The digital transformation of customer services

What is driving these trends?
Focus of technological advancement shifted from enterprise to consumer

Past Today

Enterprise Consumer

Cycle times 
and cost

Competition

Technology

Customer
behavior

Presenter
Presentation Notes
Drivers:

Technology: different types of AI. 
Natural Language Processing (chatbots, improve search results)
Machine Learning – automates the building of analytical models (predict consumer behavior/preferences)
Augmented Reality/Virtual Reality - Computer vision allows computers to gain knowledge from images (visual search, fitting rooms)
Cloud: By 2019, cloud applications will account for 90% of all mobile data traffic.
Customer Behavior: shifting demographics
Info – reviews, detailed descriptions, etc..  -- Omni-channel  --  Personalization: personalized offers, etc. 
Competition:  peer group + Digital Masters, Digital Natives and Global businesses.
Digital Masters: consumer product research: 77% Amazon.com, 56% Google search.  51% in a store and 39% on Walmart.com
Digitally native retailers setting new standards, e.g. Warby Parker, Bonobos, Dollar Shave Club. 
Digital masters and Digital Natives collect enormous amounts of data + AI = curated and personalized experiences.  AMZN home page simplifies vast selection for consumer
No matter who you are, you are competing with an Apple or a Amazon in terms of ease of experience. 
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Source: https://www.cio.com/article/3247837/business/no-1-business-priority-reported-by-cios-for-2018.html

Growth and digital transformation are at the top of CIO priorities

Growth and 
market share 

26%

Digital business and 
digital transformation

17%

Profit 
improvements

10%

Innovation and 
new products 

10%

Expect cyber-threats to rise and affect  their organization
95%

Presenter
Presentation Notes
95% of CIOs will cite cyber security.  

BUT growth and digital transformation were also at the top the list of business priorities reported by CIOs for 2018, according to Gartner’s 2018 CIO Agenda Report that polled some 2,615 IT leaders

The good news of the economy is that 
CIO budgets are growing about 2-5%.  
Deploying (typically scarce) capital to actually drive a digital transformation is a big part of it.
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Insurance companies are responding to customer needs in many ways

Insurance information available 
via voice command

Fast claims resolution 
powered by AI bots

Innovative and useful apps to assist customers 
and create differentiated services

Presenter
Presentation Notes
Fast claims resolution – Lemonade extends market to include younger audiences
Lemonade set the world record in December 2016 for settling a claim in just three seconds by using its claims bot powered by artificial intelligence (AI) running 18 fraud algorithms. The customer, Brandon Pham, clicked the “submit” button for a $979 claim for a stolen Canada Goose Parka. Just seconds later, the claims bot texted him that his claim was approved and payment instructions had been sent to the bank.
Their business is conducted entirely online via Chatbot. There are no human insurance brokers
A staggering 87 percent of Lemonade customers have never bought insurance before. So in one sense Lemonade is not disrupting traditional insurance companies, but has created a new market that did not exist 
While it costs traditional insurers $792 to acquire a new customer, insurance firms with independent agents spend up to $900 to write an initial home insurance policy. Lemonade issues tenant policies for as little as $5 a month — or $60 a year. No traditional insurers — with paper-based, time-intensive bureaucratic processes — have bothered with small tenants policies because their cost structure prohibits it.
https://www.cta.tech/News/i3/Articles/2017/September-October/How-AI-is-Disrupting-the-Insurance-Market.aspx
Insurance embraces voice
The insurance industry continues to be one of the most progressive when it comes to engaging with their consumers on the voice web. Users find the due date or what the minimum amount due is for their next bill. It also enables users to find a local Allstate agent based on their zip code. Liberty Mutual users can ask Alexa how to prepare for a hurricane, stay safe on the road or buy a car with confidence.
Innovative uses of Apps for customer assistance
State Farm’s Driver Feedback app evaluates customer’s driving behavior from the phone’s accelerometer and shares tips to improve driving habits
Allstate’s Good Hands Rescue uses GPS data from the customer’s phone to quickly mobilize a service provider for assistance 
In Health insurance, United healthcare is piloting ScriptHub Plus – once a patient gets their prescription, the app gets prices for the drugs under the patient’s insurance plan at the location requested
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Connected CarParking AppCard Acceptance

From coins to connected car in 7 short years

Coin Meters

Source: https://passportinc.com/evolution-parking-meter/
Note: All brand names and logos are the property of their respective 
owners, are used for identification purposes only, and do not imply 
product endorsement or affiliation with Visa.

Presenter
Presentation Notes
1935, Carl McGee introduced the first coin-operated parking meter in Oklahoma City.  And for about 60 years, the parking meter didn’t change much
1990’s: Battery operated machines and electronic meters were introduced 
2010: smarter machines were accepting cards and were often solar-powered.  
Today: parking apps allow parkers to prepay and reserve a spot.  And almost every major car manufacturer has plans to roll connected cars off the assembly line within months. 

So, how will you as a business leader decide which technologies to pursue and which to wait on? 
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In summary

The Opportunity
• Strong economic fundamentals
• High digital commerce growth  
• Exciting new technologies 

The Considerations
• Weighing opportunity cost
• Adopting the right new tech and practices
• Staying agile and ahead

Presenter
Presentation Notes

So what does it mean for all of you?
There are great growth opportunities out there
Digital is the driver of growth.  It is not going to come for most businesses in their card present business.  It may come from the convergence of CP and digital, but you absolutely have to be leaning into digital.  
It creates whole new businesses, product lines, experiences.
But it’s dicey.  Every activity that you pursue has the risk of be is another activity that you don’t pursue.

The way we see our role in supporting you, is to 
give you line of sight to what is coming
the ability to pursue the capability that will be additive to your business, but
to take you all out of the game of picking the  winners and the losers
I will now hand it off to my colleague Mark Norris, and he is going to walk you through the big bets that we are making, so that you don’t have to.
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Thank you
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