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SERVING CUSTOMERS
7KH�ޯUVW�FRQFHUQ�PXVW�EH�LQ�GHOLYHULQJ�ޯQDQFLDO�SURGXFWV�DQG�VHUYLFHV�WR�FXVWRPHUV�ZKHQ�WKH\�
QHHG�WKHP�PRVW��7KH�ޯUVW�VWHS�LV�WR�HVWDEOLVK�D�&29,'����UHVSRQVH�FHQWHU��$GGLWLRQDOO\��EDQNV�
PXVW�UHDFW�WR�UDSLG�FKDQJHV�LQ�FKDQQHO�XVDJH�LQ�WKH�VKRUW�WHUP�DQG�DQWLFLSDWH�FKDQJHV�LQ�
FXVWRPHU�GHPDQG�WKDW�WKHVH�VKLIWV�ZLOO�GULYH�LQ�WKH�PHGLXP�WHUP�

	 Support immediate changes in channel usage.

7KH�FXUUHQW�VLWXDWLRQ�LV�IRUFLQJ�SHRSOH�WR�FKDQJH�WKH�ZD\�WKH\�OLYH��7R�FRQWLQXH�WR�SURYLGH�
IRU�FXVWRPHUV��D�SODQ�LV�QHHGHG�IRU�HDFK�EDQNLQJ�SURGXFW�RU�VHUYLFH��D�QHZ�LQ�SHUVRQ�PRGHO��
DOWHUQDWLYH�GHOLYHU\�PRGHOV��IRU�H[DPSOH��DW�KRPH���DGYDQFHG�$70V��GLJLWDO�SURYLVLRQV��RUbKDOWLQJ�
WKH�VHUYLFH��7KH�LPSDFW�RQ�GLޮHUHQW�FXVWRPHU�VHJPHQWV�QHHGV�WR�EH�WKRXJKW�WKURXJK��
SDUWLFXODUO\�IRU�ODWHFRPHUV�ZKR�KDYH�QRW�\HW�PRYHG�WR�GLJLWDO��WR�PDNH�VXUH�WKH\�DUH�QRW�
OHIWbEHKLQG�

7DNH�FDVK�DV�DQ�H[DPSOH��,Q�VRPH�FRXQWULHV��H[FKDQJLQJ�QRWHV�LV�EHLQJ�VHHQ�DV�D�SRWHQWLDO�
VRXUFH�RI�LQIHFWLRQ�IRU�FXVWRPHUV�DQG�HPSOR\HHV��,Q�FRQWUDVW��FRQWDFWOHVV�RU�PRELOH�SD\�LV�PRUH�
K\JLHQLF��%DQNV�FDQ�DFFHOHUDWH�WKH�VKLIW�E\�HQFRXUDJLQJ�WKH�XVH�RI�FDUGV��IRU�H[DPSOH��FKDQJLQJ�
WKH�IHH�RU�LQFHQWLYH�VWUXFWXUH���FRPPXQLFDWLQJ�WKH�EHQHޯWV��DQG�ZRUNLQJ�ZLWK�EXVLQHVVHV�WR�
UHGXFH�FDVK�XVDJH�

	 Accelerate digitization.

/RRNLQJ�DKHDG��WKHVH�XQSUHFHGHQWHG�FKDQJHV�ZLOO�VKLIW�FXVWRPHU�GHPDQG�SHUPDQHQWO\��%DQNV�
QHHG�WR�VWDUW�SODQQLQJ�WR�DFFHOHUDWH�GLJLWL]DWLRQ�DQG�FKDQQHO�PLJUDWLRQ�WR�UHVSRQG�WR�WKHVH�
EHKDYLRUDO�FKDQJHV��7KLV�PHDQV�UHYLHZLQJ�GLJLWDO�SURJUDPV�DQG�UHSULRULWL]LQJ�FDSDFLW\�DQG�
FDSDELOLWLHV��3UDFWLFDOO\��DOO�DFWLYLW\�VKRXOG�XQGHUJR�D�ULJRURXV�ȉVWDUW��VWRS��FRQWLQXH��DFFHOHUDWHȊ�
DVVHVVPHQW�

HELPING SOCIETY
,QGLYLGXDO�EDQNV��DQG�WKH�LQGXVWU\�PRUH�EURDGO\��KDYH�WKH�RSSRUWXQLW\�DQG�WKH�UHVSRQVLELOLW\�
WRbVXSSRUW�VRFLHW\�WKURXJK�WKLV�KHDOWK�FULVLV��7R�HPHUJH�VWURQJHU��LW�ZLOO�EH�HVVHQWLDO�WR�WKLQN�
EH\RQG�WKH�FRUH�EXVLQHVV�WR�VXSSRUW�\RXU�FXVWRPHUV�DQG�FRPPXQLWLHV�
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	 Establish a COVID-19 credit policy.

,Q�DGGLWLRQ�WR�LPSOHPHQWLQJ�LPPHGLDWH�WDFWLFDO�UHVSRQVHV��VXFK�DV�HPHUJHQF\�OHQGLQJ�IRU�VPDOO�
DQG�PHGLXP�HQWHUSULVHV�ZLWK�FDVK�ްRZ�LVVXHV��DQG�JRYHUQPHQW�VXSSRUW�PHDVXUHV��D�PRUH�
UHޯQHG�&29,'����UHVSRQVH�FUHGLW�SROLF\�ZLOO�QHHG�WR�EH�HVWDEOLVKHG��,QLWLDO�EDVLF�FOLHQW�VROXWLRQV�
ZLOO�QHHG�WR�EH�TXLFNO\�EURDGHQHG�LQWR�D�PRUH�GHWDLOHG�VXLWH�RI�FXVWRPHU�WUHDWPHQWV�DQG�
SURGXFWV�

	 Build restructuring capabilities and operations.

,PPHGLDWH�UHVSRQVH�SROLFLHV�ZLOO�QHHG�WR�EH�RSHUDWLRQDOO\�WUDQVPLWWHG�WR�FOLHQWV�WKURXJK�
GHFLVLRQ�WUHH�PRGHOV��UHWXQLQJ�WKH�GLJLWDO�FKDQQHO�DQG�UHPRYLQJ�DQ\�SURFHVV�EORFNHUV�VXFK�DV�
VLJQDWXUHV�RU�GRFXPHQW�GHOLYHU\��&XVWRPHUV�ZLOO�QHHG�WR�EH�VXSSRUWHG�DQG�HGXFDWHG�RQ�ZKLFK�
RSWLRQV – ZKHWKHU�JRYHUQPHQW�RU�EDQN – WKH\�DUH�HOLJLEOH�IRU�

$V�WKH�SDQGHPLF�HYROYHV��EDQNV�QHHG�WR�EH�SUHSDUHG�IRU�WKH�VLJQLޯFDQW�VSLNH�LQ�FXVWRPHUV�LQ�
ޯQDQFLDO�GLޱFXOW\��ZKLFK�LV�OLNHO\�WR�PDWHULDOL]H�LQ�WKH�QH[W�WKUHH�WR�VL[�PRQWKV��,QYHVWPHQW�LQ�
UHVWUXFWXULQJ�DQG�FROOHFWLRQV�FDSDELOLWLHV�KDV�KLVWRULFDOO\�EHHQ�F\FOLFDO��DQG�PDQ\�EDQNV�DUH�QRW�
SUHSDUHG��$�FOHDU�VWUDWHJ\�DQG�UREXVW�RSHUDWLQJ�PRGHO�ZLOO�EH�HVVHQWLDO��LQFOXGLQJ�GHFLVLRQ�WUHHV��
DQDO\VLV�DQG�SROLF\�WR�VXSSRUW�HDFK�QRGH�RI�WKH�GHFLVLRQ�WUHH��GDWD�PRGHOV��DQG�DXWRPDWHG�GDWD�
FROOHFWLRQV�DQG�FDVH�SURFHVVLQJ�

	 Manage future credit implications.

$XWRPDWLRQ�ZLOO�EH�HVVHQWLDO�LQ�KDQGOLQJ�WKH�LQFUHDVHG�GHPDQG�IRU�FUHGLW��JURZLQJ�QXPEHU�RI�
FXVWRPHUV�LQ�ޯQDQFLDO�GLޱFXOW\��DQG�VKLIWV�LQ�FKDQQHO�XVDJH��$FFHOHUDWLQJ�GLJLWL]DWLRQ�DQG�VPDUW�
OHQGLQJ�FDSDELOLWLHV�ZLOO�DOORZ�EDQNV�WR�PDNH�JUHDWHU�XVH�RI�RQOLQH�WHFKQRORJ\�WR�RULJLQDWH�ORDQV��
XVH�QHZ�GDWD�WR�PDNH�PRUH�HޱFLHQW�GHFLVLRQV��DQG�GHOLYHU�IDVWHU�\HV�QR�GHFLVLRQV��,QYHVWPHQWV�
PDGH�QRZ�LQ�DXWRPDWLQJ�UDSLG�UHVSRQVH�FUHGLW�VROXWLRQV�ZLOO�DOVR�LPSURYH�EXVLQHVV�DV�XVXDO�
OHQGLQJ�DFWLYLWLHV�

***

0DQ\�UHWDLO�EDQNV�DUH�DOUHDG\�UDSLGO\�UHVSRQGLQJ�WR�WKH�SDQGHPLF�DQG�JRLQJ�EH\RQG�WKHLU�
GD\‑WR�GD\�UHPLW�WR�VXSSRUW�WKHLU�FXVWRPHUV��:H�KRSH�WKDW�WKH�NH\�DFWLYLWLHV�ODLG�RXW�DERYH�ZLOO�
KHOS�WR�VKDSH�QH[W�VWHSV�LQ�WKH�LQGXVWU\�UHVSRQVH��VR�WKDW�FXVWRPHUV��HPSOR\HHV��VRFLHW\�DQG�
EDQNV�FDQ�DOO�HPHUJH�VWURQJHU�
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