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In Today’s Webinar
Analysis of rapidly shifting trends in customer 
behaviour and expectations
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Insight and tips on providing exceptional CX 
without face-to-face interaction

A digital banking “reality check” on your digital 
readiness and the broader competitive 
landscape

Tools, strategies and technologies to prioritize 
to make branchless banking a reality, fast



Digital-first

Delivers value

Omnichannel Secure

24/7 On My Terms

PersonalizedRelevantConsistent

We must (and can!) 
EMBRACE CHANGE
so that we THRIVE

through it.



Consumer Engagement

Consumers are more likely to do business 
with a company that offers personalized 
experiences

80%

Business Value Focus

of businesses are investing in omnichannel 
communications to increase customer experience (CX) 
and realize higher business growth
Source: Aspire (2020)

49%

Demanding Generation

Millennials are 4x more likely than boomers 
to switch providers because of poor quality 
of communications
Source: Aspire (2020)

4X
Customer Experience

of buyers are willing to pay more for a 
great customer experience
Source: PWC (2020)86%

Consumer Engagement

of Americans say they’ll consider 
switching companies after just a single 
instance of poor service
Source: American Express (2017)

33%

Speed, Convenience, Friendly Service

of consumers point to speed, convenience, knowledgeable 
help, and friendly service as the most important elements of 
positive customer experience
Source: PWC (2018)

80%

RESEARCH SAYS:

‘CUSTOMER EXPERIENCE IS KING’!



The Digital Future is Now, Accelerated by Crisis

Digital Growth vs. Print Decline
Volumes & Value of Communications| 2017 to 2022

Digital

Print

+6,1%

+20.4%

-3.3%

-10.5%

Volumes Value



CUSTOMERS ARE NOT IN BRANCHES AND 
ARE NOT COMING BACK TO BRANCHES….



Shifting Baseline for Digital Customer Experience

Dissatisfaction gap

Digital Communication Touch Points Implemented Over Time

COVID-19
Impact
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Digital-first

Delivers value

Omnichannel Secure

24/7 On My Terms

PersonalizedRelevantConsistent
If these are the universal truths about customer 

expectations in our branchless reality, 
WHAT SHOULD I DO

to meet these expectations?



5 WAYS TO IMPROVE CX WITHOUT FACE-TO-FACE INTERACTIONS: A LOOK INSIDE

• Communicate clearly and in plain language
• Run segment-specific campaigns to help various 

categories of customers adopt digital faster
• Organize remote coaching programs run by employees
• Create bite-size video tutorials and use them in context
• Consider implementing user experience tools (e.g. 

Walkme, Pendo)
• Emphasize security and compliance of all your digital 

channels to ease any anxiety

TRAIN YOUR EMPLOYEES ON HOW TO HELP CUSTOMERS 
GO DIGITAL AND REMOTE

Customers Need Support

US banking customers engage digitally 
infrequently or not at all and need extra 
support to make the transition 
(2019, McKinsey)

50+%
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5 WAYS TO IMPROVE CX WITHOUT FACE-TO-FACE INTERACTIONS: A LOOK INSIDE

• Offer professional help to make financial decisions –
stress, anxiety and ‘feeling poor’ is known to lead to 
short-sighted financial decisions

• Make it easier to find / apply for new financial 
products, especially given digital-only might be new to 
many of your customers

• Design relief programs (pausing loan payments, loan 
restructuring)

• Educate customers on available government programs 
whenever you have an opportunity

INTRODUCE NEW EXPERIENCES 
TO HELP CUSTOMERS IN DISTRESS
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5 WAYS TO IMPROVE CX WITHOUT FACE-TO-FACE INTERACTIONS: A LOOK INSIDE

IMPROVE OPERATIONAL EFFICIENCY AS YOU UPGRADE EXPERIENCES3

No branches means you need to offer 
digital self-service!

You do not really know what is ‘great’ for 
YOUR customers

You track interactions, not journeys

You have limited resources to invest in CX

Use this as an opportunity to choose best 
of breed technology enablers

Ask customers! Change your approach to 
evaluating satisfaction: from scores to 

narrative related to specific goals

Connect to customer journey, measure 
experiences, not point interactions

Embrace smart tradeoffs; focus on the 
dimension of CX that will make the most 
impact; de-emphasize declining channels



5 WAYS TO IMPROVE CX WITHOUT FACE-TO-FACE INTERACTIONS: A LOOK INSIDE

• Train employees!
• Emphasize new learning opportunities
• Focus on wellbeing and health
• Communicate frequently
• Show commitment to your team
• Tell employees why the change they are going through 

matters to customers and to our changing society 
overall

CARE ABOUT EMPLOYEE EXPERIENCE WHEN INTRODUCING CHANGE4

Digital offerings are necessary 
but not sufficient!

Customers of service providers are more satisfied with the 
service when employees rank their employer high and 
would recommend to a friend! (2019, McKinsey)

!

From 47% to  69%



5 WAYS TO IMPROVE CX WITHOUT FACE-TO-FACE INTERACTIONS: A LOOK INSIDE

CHANGE LEADERSHIP MINDSET TO STRIVE FOR CX MATURITY5

Stage IT Led1

+/-30% of Today’s Organizations

• Document mindset
• Reactive rather than proactive
• Focused on minimizing cost and risk
• Print-centric
• Multiple voice to the customer

Stage LOB Led2

+/-60% of Today’s Organizations

• Focus on relevant communications
• Investing in and data analytics
• Motivated by business needs
• Moving toward mobile first
• Working toward cohesive messaging

Stage CX Led3

+/-10% of Today’s Organizations

• Grow business through superior CX
• Create cohesive journeys
• Prioritize customer needs
• Channel and device agnostic
• Consistent personalized messaging



The 7 Essent ial Component s of 

Digit al Transformat ion Success 

Align Leadership 

and Cult ure for 

Digit al Fut ure

Align 

leadership and 

cult ure for a digit al 

fut ure

Become a Dat a 

& Analyt ics 

Leader

Enhance Consumer  

Experiences

Upgrade Systems 

and Processes

Reskill  

Workforce

Foster 

Innovat ion

Leverage Modern 

Technologies





POLL
Are YOU ready?

38%

33%

25%

4%

Bank Credit Union Technology vendor Other

Your peer audience today:
• 70%+ banks and credit unions
• Leaders from all lines of business



WHAT WE HAVE LEARNED FROM OUR CUSTOMERS

• Organizations that have implemented a lot of technology are not 
necessarily providing great CX.

• This also does not mean they are digitally mature.

• Technology means they are aware and prepared.

Are we faking digital CX?

How do we create real digital 
experiences?

A MILLION-DOLLAR QUESTION

How do I address all dimensions of what makes a great CX and really 
connect with customers, using the right combination of  technology, 
strategy, and people?





AGILE STRATEGY

TECHNOLOGY PEOPLE

AGILE EXECUTION



TECHNOLOGY

• Build a best of breed tech stack that can fill major 
gaps and support each of the key components of 
‘great customer experience’

• Scalable and modern
• Secure and compliant
• Outsource as much complexity as you possibly can 

so you can focus on customers, not on tech issues
• Have your CX teams have a strong say in what 

technology is selected!



PEOPLE

• Hiring and training takes a long time that we may 
not have in the current environment

• Leverage outsourcing for your CX tech 
implementation and execution functions to be able 
to iterate and innovate

• Focus your full-time employees on their core 
competencies while reskilling them

• Talk about CX ALL THE TIME
• Inspire employees by demonstrating their impact 

on CX and communities overall
• Make sure leadership focuses on CX. Change 

leadership if needed!



Digital CX Maturity Framework – Agile Strategy + Agile Execution

Novice Starter Professional Master Expert

COST
AWARE

COST
CUTTING

PROCESS
IMPROVEMENT

CUSTOMER
ENGAGEMENT

CUSTOMER
EXPERIENCE



Award-WinningSecure & Compliant

Founded in 2000 as a digital-first company 
to help clients in financial services with 
their digital transformation journey

500+ 
employees

2000+
clients

Technology, People, & Strategic Consulting to Excel in Digital Customer Experience

We understand that change takes time, but 
have we designed our platform and our 
solutions to help you take effective steps to 
digitization - fast, beginning today. 



Maximize the 
Business Value

Create Engaging 
Experiences

Capture

Create

Protect

Activate

Engage

Analyze

Authoring & Design

• High-Volume Composition
• Regulatory Documents
• Template Management
• Asset Management
• Correspondence
• eSignature Integration

Security & Compliance

• Flexible ECM Integration
• Accessibility Compliance
• 24/7 Access & Monitoring
• Secure Datacenters
• Full Redundancy & 3rd Party 

Audits

Presentation & Delivery

• PDF, HTML, Email,  SMS, 
IVR, Print/Mail

• Business & Marketing 
Messaging

• Payments
• Accessibility
• RESTful APIs, SSO, SFTP

Omnichannel Interaction

• Preferences Management
• Email Marketing
• Customer Experience Portals
• Two-Way Communications
• Customer Service
• Personalization

Analytics & Reporting

• Event Tracking
• Usage Reports
• Compliance Reports
• Marketing Insights

Any Data, Any Source

• Core Systems
• XML, Batch FTP, API, Ad-Hoc
• Centralized Account 

Management
• Data Processing
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