
Building customer experience
in digital banking
Connectivity, portability, and 
collaboration lead to gains

With the proliferation of cloud and mobile 

technologies, firms have an unprecedented 

opportunity to redefine the banking 

experience and reestablish what banking 

means to customers.

Banks realize efficiency gains and customers 

experience improved service. This opportunity 

extends to every innovator in the space.

Delivery of personalized, 
connected banking 
experiences are the top 
priority for consumers.

Personalized customer experience

Comprehensive view of customer across products and lines of business

More consistent and sophisticated interaction of digital banking with contact center, over chat, over email, or chatbots

Consistent cross-channel customer experience

Responsive customer services
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Customer self-service tools

Intelligent virtual agents

Live video chat

Online web and mobile chat

Click to call from mobile site
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Banking accelerates 
investments in digital 
customer engagement 
with these top goals 
for retail.
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Artificial intelligence (AI), chatbots, 
and voice interfaces will create 
an opportunity.

Source: Ovum Consulting. Driving Customer 
Engagement in Digital Banking, 2018.

Source: Ovum Consulting. Driving Customer 
Engagement in Digital Banking, 2018.

Encourage innovation with a better digital experience.
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Enterprise open source technology powered by Red Hat 
can help move your business forward, faster.
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Mobile and online banking realize the biggest growth scores.
The goal is a renewed focus on the customer.

Top business drivers for IT gain momentum across financial services categories
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Source: Ovum Consulting. Driving Customer Engagement in Digital Banking, 2018.

Increased speed
of market

Complying with
regulatory requirements

Supporting
revenue growth

Streamlining customer 
management process

Priorities for gaining digital momentum

Source: Ovum Consulting. Driving Customer Engagement in Digital Banking, 2018.

Conduct journey mapping for app readiness

Change application programming 
interface (API) delivery with open APIs

Adopt a multicloud approach

Reduce risk with hybrid cloud

Embrace a microservices architecture

Speed app development with containers

Deploy enterprise customer engagement platforms

Technology Investments in data democratization

Completed In progress Early stages

and omnichannel are in the early stages

Look to the digital leaders

Create communities and partnerships

Establish mediators

Develop transparent and communicative leadership

People

Unify customers’ online and offline data

Democratize the data for nontechnical employees

Make agile development standard

Process
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Creating an omnichannel strategyExploiting the value of data
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