An IDC Infographic, sponsored by IBM

Superior Customer
Experiences in Banking
Are Built on Resiliency
Resiliency at Risk
Timely customer service, in normal times or a crisis like COVID-19,
is key to building brand loyalty. Yet user experience breakdowns
can leave banking customers wondering how their financial
needs will be met. Artificial intelligence (AI) and chatbots can help
support customers if call centers are overwhelmed.

Bank customers aged 18- to 24

ARE TWICE AS LIKELY
to believe that their financial needs will change as a result
of the "new normal" than those over the age of 55.
of financial customers agree that
their institution will be a critical
partner during the "new normal."

50%

Source: IDC Insights Cross-Industry Consumer Response to COVID-19, March 2020

Recovering
from a crisis
starts with
implementing
business
plans.

Improving
efficiencies and
generating the
highest ROI are
priorities once
an institution is
operational.
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Five Phases of Crisis Recovery

Pursuing
infrastructure
modernization is
necessary to
improve
resiliency and
advance
recovery.

Investing to scale
operational
improvements
and recapture
lost opportunities
is the goal once
resiliency is
achieved.

Innovating
customer
experience and
expanding
market
opportunities is
now the focus.

Cloud’s Role in Resiliency
and Customer Experience
COVID-19 magnified the need for real-time online help at
banks, which shuttered from 20% to 100% of their branch
networks. The unavailability of live resources offered an
opportunity to deliver service using AI-enabled chatbots
to provide customers with needed information.

28%

of self-employed bank customers and 34% of unemployed
bank customers did not feel that they had sufficient
access to cover them during the pandemic.

39%

of financial institutions have not deployed a cloud-based
contact center application, yet only one out of five
financial service firms expect to move their contact center
application to the cloud over the next two years.

69%

of financial service firms have already deployed their
mobile banking solution on the cloud; 17% plan to do so
in the next 24 months.

67%

of global bank executives say they are using the cloud to
develop innovative new cloud-native apps for external
facing interactions and customer experiences.

Sources: IDC Insights Cross-Industry Consumer Response to COVID-19, March 2020; Worldwide Industry CloudPath 2020
Survey, IDC, May 2020; IDC COVID-19 Impact on IT Spending Survey, May 2020 (conducted May 21-28)

Benefits of Moving to Cloud
on Customer Experience
Banking customers quickly look elsewhere for services when their
institution fails to meet their needs. Evolving customer needs make
self-service models, which require scalability and flexibility, more
valuable as investments. Systems that are slow and unadaptable are
often confined to legacy infrastructures that limit an organization’s
ability to create modern, scalable solutions.

44%

of bank customers say it is
easier to deal with banks
digitally rather than personally.

62%

will change banks if they are not
satisfied with their online and
mobile banking experiences.

Unavailable or slow systems are the
top reasons customers are dissatisfied
with their bank's online solution.
Source: IDC Financial Insights' Consumer Banking Channel Preference Survey, 2020

Message from the Sponsor
Digitally transform customer experiences in banking with data and AI insights, design
thinking and cloud-based fintech innovation for a new generation of customers.
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