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WHY BANKS NEED 
TO CHANGE THEIR 
CX STRATEGY
Leverage the right technology for a 
frictionless experience to stay ahead



The U.S. banking landscape is rapidly evolving. With skyrocketing 

customer expectations, disruptive emerging technologies and a widening 

gap in service metrics impacting the industry, it has never been more 

challenging to maintain service levels while keeping up with the pace 

of change. In recent years, improving customer experience (CX) has 

become a major trend and a strategic objective for most institutions. 

It is recognsed as the most important component of long-term 

competitive and financial success in the digital age.

Statistics prove that CX has a strong correlation with a financial brand and the revenue 

impact on the financial institution. A Kantar study cited in the Digital Banking Report 

revealed that institutions with a strong CX enjoy higher recommendation rates, a higher 

share of deposits and a greater likelihood that customers will increase their portfolio 

at their bank. On the downside, institutions with a declining CX risk losing up to 12.5 

percent of their share of depositsi. 

In fact, a change in CX rating has huge consequences in the banking industry — for 

a multichannel bank, losing just one point translates to $124 million left on the table, 

according to Forrester’s Customer Experience Indexii. And a less than satisfactory 

experience for a customer often means a potential business opportunity for competing 

banks. In other words, the success of your institution has become increasingly dependent 

on how you manage CX today. Therefore, it is critical for banks to increase focus and 

investment in improving CX across the institution if they plan to stay competitive.

WHAT ARE THE EXPECTATIONS OF MODERN-DAY CUSTOMERS?

Customer experience means being able to support customers with positive interactions 

throughout the customer journey with the institution. So, it is not just about doing well 

at one touchpoint — every touchpoint counts! If you have great in-branch service, but 

an outdated website, complex app or poor call center engagement, your customer 

experience will be negatively impacted. 

Modern-day customers are looking for superior customer experiences that fulfill the 

basic expectations across channels — both physical and digital — while providing added 

value. They make decisions based on the comfort and ease with which they can interact 

with their banks. Unfortunately, while most banks focus on improving CX, they neglect 

to invest in ways to remove friction, increase engagement and empower employees 

towards this goal. 

HOW TO DELIVER CX AMIDST CHALLENGES

The Digital Banking Report: Improving the Customer Experience in Banking cited  

that the top three challenges to improving the customer experience in the digital  

age are outdated technology (49 percent), siloed systems (48 percent) and the  

lack of a consolidated customer view (42 percent)iii.

To create impactful customer experiences, banks should evaluate all touchpoints in the 

customer journey, and bridge the gap between humans and technology with the right 

solution. Research shows the positive impact of a strong digital offering with frictionless 

interactions has pushed satisfaction and experience levels for some of the larger banks.

The answer is simple:

Satisfaction means simplifying the digital experience

One of the biggest challenges banks will face is creating a seamless experience across 

channels. Siloed systems often prevent the sharing of information across all touchpoints. 

Adopting a single customer view will give you the ultimate competitive advantage. 

The vast amount of information banks have on customer habits and preferences can 

be captured, classified, validated and fed into a single repository for easy retrieval 

whenever it is needed. 

Simplification means streamlining processes

The ability to simplify basic transactions has a huge impact on customer satisfaction 

and loyalty. With digital capabilities like eforms and workflow automation, institutions 

can simplify and streamline processes to reduce wait times and provide quick access to 

information and systems. Most importantly, the right technology can help you provide 

solutions across multiple channels.

So, it’s time to step up your game and ask yourself:  

“ How do you leverage the right technology  
to provide a frictionless experience?”



Simplifying data translates to customer insights

A major challenge for most institutions is on how to analyse and apply data insights  

for the benefit of the customer. Modern-day customers want to interact on their terms 

and expect recommendations based on individual preferences. They want an experience 

where their needs are not just met but anticipated. Leverage the power of data with 

real-time reporting and tracking tools that help you analyse structured and unstructured 

customer data. The actionable insights from the analysis provide unique opportunities 

for customer engagement and personalisation. 

Simplifying service means happier customers

Don’t forget that employees are also your customers. Empower your employees with instant 

access to information to provide quicker, more accurate and efficient service from wherever 

they are — be it offsite or at the branch office. Technology solutions also enable employees 

to focus on core CX efforts and initiatives by reducing paperwork and simplifying back-

office functions with automation. 

CONSIDER A HOLISTIC CONTENT SERVICES SOLUTION 

In an evolving landscape with new channels, changing expectations and tough competitors, 

the importance of a robust customer experience strategy has never been greater. The smart 

CX strategy would be to adopt a holistic content services solution that addresses the financial 

institution’s challenges, delivers on customer experiences and fuel future growth.

Learn more at Hyland.com/FinancialServices

Empower your 
employees with instant 
access to information  
to provide quicker, more 
accurate and efficient 
service from wherever 
they are — be it offsite  
or at the branch office.

For more insights, download the ebook,  
Master the top 8 trends in financial services >>
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