View Point

Digital Transformation in Banking &
Financial Services Industry

This paper highlights how the customer’s digital expectations are
changing the landscape of banking technology and how banks must act
to stay ahead of the game.
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What is Digital Transformation and How is it Changing Banking? What Do
Customer Seek?

Digital Transformation is more than just moving from traditional banking system to
a digital one. It is a vital change in how banks and other financial institutions learn
about, interact with, and satisfy customer’s needs. The age of “Customer is King”
has truly arrived.

A study by CGI entitled, Understanding Financial Consumers in the Digital Era
sheds some light on the desires of today’s digital consumer. Interestingly, at a time
when financial institutions seem to be in a lock-step with each other, consumers
are raising the bar on their expectations. And, according to this study by CGI, they
are willing to leave where they currently bank if their needs are not met.

Not only that, local legislation designed to ensure that customers get a better deal,
and the potential emergence of many new, customer-centric banks also known as
Challenger Banks put banks under considerable pressure to provide higher levels
of customer service and ensure that there is more dialogue with customers
through all channels.
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What is the Need of the Hour? What Should Banks Do?

The vision of most banks now is to provide their customers with a seamless, fully
integrated and uniform experience across all channels. This experience has to be
personalized and delightful and can’t be restricted to merely providing financial
services. To achieve this, banks have to rethink the way they look at their
customers - one way to go about it could be incorporating best practices from
industries that place great importance on customer experience such as retail and
entertainment.

The advent of the smart phone has made it possible for consumers to have all day-
to-day transactions right in their palms, be it paying a bill, making transfers or
seeking an overdraft, booking a movie ticket, or even creating a grocery list. Banks
also need to re-align their approach to such an outlook. At the same time, they
need to be cognizant of the fact that the customer while conducting all his
transactions on one device would like the flexibility of starting a transaction with
one channel and finishing it in another.

So what must banks do? On one hand, banks need to develop an integrated system
which will allow the customer the luxury of having multiple, yet integrated touch
points that provide consistent user experience, and on the other, they need to
successfully utilize the information they receive from customer through these
multiple touch points to increase their competitiveness and fuel their internal
operating mechanism. Any technology they adopt to further this digital objective
must constantly be in tune with the overall mighty goals of providing the best
customer experience and increasing revenue.
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