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Customer Experience is the term given to the end-to-end interaction between a customer and a          
company or product or any specific kind of service. Over the past few years, this concept of Customer 
experience has gained a considerable amount of mass and importance. It is mainly due to changes in 
standards of customer demands and expectations. As a company or a service provider, the topmost 
priority is the user/customer. That is why it is aptly named 'Customer Experience.’  

To implement the strategies of such Customer experience, a software architecture called "Customer 
Communication Management (CCM)" is deployed by the companies. It enables them to build, track, 
modify and update various personalized communication channels based on customer preferences. Let 
us have a broader view of CCM. 

What is Customer Experience? 

CCM - A Detailed Overview

The three 
fundamental 
use cases of 
any CCM 
software are - 
processing 
high-volume batch 
documents (batch 
communication), 
on-demand 
communication, 
and ad hoc 
communications.

Every company or startup must expect a high volume of customer 
influx into their ecosystem. It means they must prepare their systems to 
handle more requests and responses. An efficient CCM solution helps 
to process and deliver high volumes of personalized communication 
content to the user. These contain newsletters, hyper-personalized 
emails, hyper-personalized purl, reports, offers, and more.  

Services such as real-time feedback systems, inquiry through                 
bidirectional chatbots, and Interactive Voice Response (IVR) systems 
represent on-demand communications. A well-developed CCM 
software helps to respond to a large number of customer interactions. 
In such cases, the response time is significantly less, and the customer 
urgency has the highest priority.  

Customer experience is all about the right amount and type of            
personalization. It is a communication created with content /data 
attached to a preset structure. It is an aspect of interactive                  
communication involving the human factor. This type of solution 
applies to areas where there is a lack of data or logic.  



The points mentioned above are enough to make you 
realize that Customer Experience and Customer         
Communication Management constitute the backbone 
of the retail industry. But the retail industry is not the only 
industry to taste the successes of CCM. The Banking 
sector employs extensive use of customer experience 
management. People may not have a Netflix or Spotify 
account, but they all have their bank account. Financial 
transactions are a part of our everyday life. Thus,      
banking experience is a fundamental aspect of CCM.    
Let us have a closer look at the same.  

CCM - Changing the Retail 
Banking Experience 

Understanding the Modern Changes 

Customer demands and availability of reliable systems have 
come a long way since the early 90s. In the present age, every 
digital stuff happens instantaneously. Examples contain     
messaging, emailing, video calling, teaching, and even large 
banking transactions and that too, securely. Today, both 
financial and non-financial organizations are shifting their 
focus towards providing customers with a simple, cohesive, 
and personalized experience. 

Online Transactions - Need of the Hour 

The pandemic has forced millions of people to stay at home 
during crucial times of business. Business revolves around 
payments. The volume of transactions is proportional to the 
size of the company/firm. To sustain business communication, 
many business people took the help of online transactions. 
The processing of transactions worth billions of dollars is 
carried out throughout the world through various online    
banking methods. Thus, adopting new technologies and 
customer experience enhancing strategies are necessary. 

Technological evolution is changing customer demands. Obviously, if fast and reliable technical solutions 
are available on an individual basis, the same must happen with online/offline services, the banking 
sector, and the medical sector. The customer's perception of a top-standard bank is changing. 

Customers now want a better banking experience right from their homes. Reliable and fast apps that 
ensure secure transactions all the time. Better visualization of their money through the app or website's 
lucid interface, and much more. These demands are pushing the banks to their limits to compete for the 
top position. One thing they realize - Data-Driven interactive Quality Customer Experience is the key! 

Let us now have a clear idea about the customers’ demand from Banking. 



What customers want from Banking

Surveys from reliable sources show exciting trends in customer demands from banking. These are : 

Ease and Simplicity 

Banking is never easy to work with. Since money is 
involved, everything is taken very seriously. But at the 
same time, it is crucial to make people have a clear 
and simple idea about banking terminologies and 
methods.

Correct Personalization 

Customers demand individually curated offers and 
schemes that are suited for their lifestyles. Banks tend 
to analyze customer preferences and transactions to 
create a personalized profile.

Valuable Education and Guidance 

Simplicity and personalization help create a sense of 
understanding among customers and helps them 
make better financial decisions. It creates a stronger 
bond between the customer and the bank.

Receive AI-based Monetary Advice

A banking survey in North America showed that almost 
79% of the customers are open to Computer -               
generated (AI) financial advice on investments. It 
directly means that more customers are inclined 
towards the digital world of banking.

Banking service providers must keep up with their customers' demands. If all these demands are met, financial firms 
can see anywhere between 5 to 15% growth in annual revenue income.  

Technology is the Strongest Pillar 

The development of technology is helping banks (and other non-financial companies) to innovate 
methods that can attract valuable customers. This industry is now called the 'Fintech' industry. The name 
is quite self-explanatory. Communications technology is now moving onwards digital transformations in 
every aspect. Quite obviously, digital methods reduce customers’ time and efforts. Even banks now prefer 
most of the transactions online. Valuable resources are saved. Fraud detection procedures are                  
becoming more robust due to this digital dawn. 

Due to this digital transformation, customer experience has reached new heights. People can now easily 
opt for different banks, schemes, and funds. Talking about funds, every banking app allows customers to 
start fixed deposits, recurring deposits, investments right within the app. That is how convenient banking 
has become. It all adds to the improvement of the integrated customer experience. 

Some of the components of personalized ccm tools offered to bank customers are:  

Interactive Emails 
Emails are a must when it comes to customer communications. Every transaction detail is emailed to 
customers by their banks to notify customers about transactions and reduce fraud activities. These emails 
contain clickable personalized links and insights about a customer's monetary trends. These emails may 
also contain personalized offers and schemes.

Interactive Videos 
Not all customers are well acquainted with the terms and procedures of a bank. For this reason, banks 
provide lucid and clear videos on how to perform a certain procedure without facing any issue. These 
videos come in handy for elderly customers and also help to reduce faulty transactions. These how-to 
videos help improve the overall customer experience journey.  



Data-driven PDFs
Every big bank provides monthly or weekly reports to customers in the form of encrypted PDFs. These 
documents help the customer to keep track of their transaction history and behaviors. Since these PDFs 
are concise and provided by the banks themselves, the customers can fully trust the services they get.  

Business SMSs 
SMSs can reach a large number of customers since these do not require an active internet connection. 
Often these are faster than emails and provide an easy way to notify customers about transaction alerts, 
offers, and links. SMS fraud is also a concern, so customers need to be cautious while clicking any link in an 
SMS. Banking SMSs come in very handy when tracking transactions.  

Dynamic Chatbots 
Artificial Intelligence-driven Chatbots are in use by almost every financial and non-financial firm out there. 
These chatbots are available both on websites and in  mobile apps. These impact the customer journey 
experience in a positive way. They offer 24x7 real-time solutions to customer queries and reduce the    
wastage of valuable resources. These communication chatbots help automate the relation between the 
customer and the bank. Banking is now much more conversational than in previou-s times due to these 
inclusions. 

Banking leaders recognize the trends in customer demands and utilize various tools to serve a higher number of 
customers. They are prioritizing a customized approach to deliver products and services. Banking standards are 
rising concurrently. Thus, adapting to the growing trends always helps any company to stay ahead of the                
competition.

Why is Customer Experience 
(CX) Important in banking ? 

For a very long time, banks treated                
customers as ticking boxes for various     
monetary exercises. With programs that 
come with CX do little more than sending 
surveys after any significant event, banks 
are losing out on the tricks that help to serve   
customers effectively in real-time across 
multiple communication channels. 

Customer experience is becoming the           
differentiating factor for the growing market. 
Location, product, or the price no longer 
determine the direction of the market. It is 
almost the same with the banks. All banks 
provide similar offerings. People have little 
difference perceiving them. The biggest 
difference comes down to the type and    
quality of customer experience offered. 
There are differences in interacting with the 
bank staff physically face-to-face and 
enjoying the services through digital means.  

Similar to the retail industry, the banking industry is 
also very aggressive in competition. Customers 
who do not feel like negotiating with a bank for 
some reason will move to any other option. A good 
bank that provides quality customer service will 
address the following:

It is easier to attract customers inside their       
ecosystem. 

Customers who find the experience soothing     
will eventually opt for higher transactions 
more frequently.

Customers may switch to only one bank with 
which it is happy.

Technical knowledge of customers is 
increasing, so they will appreciate the           
curated digital experience of the bank.

Now let us have a detailed overview of the core 
aspects of End-to-End Customer Experience in 
Banking. 

1.

2.

3.

4.



End to End Customer Experience in Banking

Establishing an indistinguishable customer experience is the ultimate target for banks functioning all 
across the globe today. Every bank, no matter how big or small, deals with several clients daily. Thus, 
clients have varying problems and varying needs. To help your customers get a seamless journey with 
your bank, it is indispensable to have a fair idea about the different perceptions of customer experience. 
Let us first check out the roadmap of events that will take place between the customer and the bank 
service. 

Learning about the services offered 
by the bank 

Opening an account or availing 
service from the bank 

Using the bank account/service 

Getting issues resolved by the bank 

Adding of account/services in future 
with the same bank 

Closing of bank account 

Here are a few bottlenecks in the process of flawless customer experience that banks should be careful 
about : 

Setting up of web channels

In this digital era, advanced 
technology has permitted the 
creation of websites and web 
applications for customers to 
access several facilities                   
associated with the bank.          
However, inaccessible and 
confusing websites or complex 
language makes it cumbersome 
for several customers to navigate. 
Hence, this reduces the efficiency 
in processing every step 

mentioned in the timeline. 

 Communication Controls

Communication is the key to any 
business setup. In most cases, 
there is a breach of clear           
communication between the 
bank and the customer. Customer 
support services fail to bridge the 
gap between the client and their 
queries. Often customers are 
contacted by multiple resources, 
which leads to confusion and 
indecisiveness in opting for a 

particular service. 

Data Capture (Systems)

Reactive communication has 
damaged credibility, polarizing 
people and inhibiting progress. 
Instead of thought-provoking 
observations, people often 
degenerate into insult and          
degradation of professional 
ethics. Moreover, the mode of 
communication has become so 
generic that banks miss out on the 
critical details of a particular plan 

or service. 

User Tools

A huge drawback in the usage of 
the user tools is its inability to 
cover a large number of customer 
support services. They are either 
subscription-based and costly or 
have a weak interactive design 
which makes them less 

user-friendly. 

Transaction Processing

The sole promise of a bank to its 
clients should be to carry out 
transactions in the most smooth, 
quick, efficient, and secure 
manner possible. Long,               
cumbersome procedures can 
delay the smooth functioning of 
transactions. Thus, it becomes 
difficult for customers to rely on 

the bank in the long run. 

Forms

Filling up detailed and lengthy 
forms is time-consuming. It also 
delays the functioning of the 
upcoming stages. Complicated 
application forms lead to a lag in 
processing time and can be a 
primary reason for customer 

dissatisfaction. 



Heading on, here are a few tips and tricks to increase customer satisfaction at an effective rate.

Mobility

The better the mobility of the technological tools, the 
easier it is to access products and services. This also 
leverages leading technologies and makes them fully 
sustainable for customer usage. 

Personal Pitch

Every customer needs support and advice from a 
personal banker who can understand his or her 
requirements, the terms of conditions, and assess his 
necessities based on records. Such a personal              
assistant helps clients to build greater trust in the firm 
and its services. 

Availability of Information  

Numerous circumstances arise where the bank needs 
to consider and check the customer’s history and 
records of accounts before he/she avails for a product 
or service. Speedy availability of such information 
quickens the various stages in the customer-bank 
interaction and ensures a smooth workflow. 

Convenience

Ensuring the satisfaction and convenience of the 
customer is a prime objective of any bank or firm. Quick 
support and resolving queries are highly appreciated 
by customers,    especially those who are new to the 
bank’s policies. Help can be provided by a one-on-one 
discussion or on a telephonic call. Technological tools 
such as chatbots are also used nowadays to clarify the 
doubts customers have.

Relationship

New customers often have issues regarding the            
security, privacy maintenance, rules, and regulations of 
a bank. For this purpose, it is always beneficial if he/she 
has a previous account holder in a relationship who 
can guide him through this process with utmost trust. 
Opening a new account is simpler based on an existing 
relationship. Banks use the relationship banking      
strategy to offer a variety of products, strengthen 
customer loyalty, and generate additional revenue. It 
also approaches customers with offerings in the field   
of insurance, investments, and certificates of deposit. 

Speed and Gratitude

All business firms grow, develop and strengthen based 
on past reviews and feedback from customers who 
have used their services and products. A good review 
gives a boost to business companies and ensures a 
quality user experience which in turn attracts several 
customers in the future. The request of gratitude, the 
feeling of satisfaction & fulfillment of requests in due 
time are some of the basic formalities that can elevate 
customer experience and place the reputation of the 
bank in an augmented position. A bank providing poor 
customer experience shall compel the customers to 
think twice on the idea of moving ahead with the 
further stages. This degrades the quality of service a 
bank provides. Since banks are optimized for monetary 
transactions, it is extremely necessary to ensure safety, 
security, and loyalty towards its customers through 
several devised plans / proposals / policies / strategies 
that can augment customer experience.

Customer needs, motivations, actions, and barriers to 
action should be considered at each stage of the 
customer journey. Ask yourself: What would motivate 
them to move to the next stage of the journey? What 
obstacles might they face?

Understanding these aspects of the customer journey 
in banking is essential to delivering an excellent            
experience. 

There is always room for some improvement. Here, we 
are listing some of the most well-accepted methods to 
improve Digital Customer Experience in Banking.  

What are the ways to enhance the digital customer 
experience in banking? 

Banks, financial companies, institutions, and 
organizations must provide excellent customer 
experience. It increases the trust of an individual 
and enhances the customer-consumer               
relationship. Nowadays, customers have various 
options to decide for caring for their                            

hard-earned money. The reputation of any 
financial organization is the primary reason for 
the customers’ trust. Banks, financial companies 
& organizations need to attract new customers. 

Also, they must keep the existing ones by giving 



Automated Application & Selection Process

Your banking organization can implement a live chat feature to help the customers with their applications and 
account selections. A smooth registration process with live chat support can improve online user experiences to 
an extent. It can reduce the time of the registration process to 3 minutes. Thus, customers can access resources 
and contact customer support with a single click.

Quick Support using Chatbot

Chatbots can assist your company in providing a more satisfactory customer experience. Customers can use 
chatbots from anywhere at any time to get relevant information regarding the existing activities and new 
services. Companies are using chatbot communication to help customers check account balance, activate 
new ATM cards, find bank statements, etc.  

Updating the Knowledge Base

Your organization must update the FAQs, support documents, and informative guidelines from time to time. This 
knowledge base can help your organization to give accurate information to the customers. This knowledge base 
can be used to train new chatbots by providing accurate information. It will also help the support team to 
address relevant solutions for resolving customer complaints. Thus, it will create a delightful experience for the 
customers.  

Increase Transparency

Transparency is one of the crucial factors for gaining the trust of a customer. Your banking organization can 
implement multiple steps to increase transparency. These steps include sharing deposit-related details, plans, 
getting feedback to improve services, etc. 

Customers can always trust a transparent organization and contact customer support to resolve their issues 
whenever they want. You can also implement methods like Co-browsing to provide real-time communication 
assistance. A support executive can securely control the screen of a customer and help them to identify issues 
parallelly. It will make customers more familiar with the interface and guide them to solve the same kind of 
issues in the future. This method can increase convenience and help your company to improve the overall 
customer experience strategy.

lucrative offers, higher returns, and premium 
services. But, above all, it is the customer             
experience that will create the difference. Hence, 
you must know how to enhance the customer      

experience (CX) for achieving sustainable 
growth. Let us dive into how to meet the               
expectations of our customers and provide 
them hassle-free financial services.  

Implement Feedback loops

Feedback is one of the best components for developing the customer experience. Your company must                 
implement changes after gathering feedback. Updating services as per user requirements will help your       
banking organization to get more reputation and strengthen the relationship with customers. You can further 
use this customer feedback to develop a customer communication management platform. 



Hassle-free Customer Experience

Very few customers (Only 27%) think that their banks provide a seamless experience. Most of the customers face 
many difficulties in their Bank’s Branch. Online services and mobile channels are also not seamless. Thus, your 
organization must take proper steps to implement technological advances. It will develop omnichannel          
communication for customers across various platforms. 

You have to be certain that the support and FAQ videos of your organization are mobile-friendly. You must cut 
down the social media response time and develop live chat software that can work on all devices. It is crucial to 
track the activities & interactions of your users across different channels to predict their behavior. These            
omnichannel practices will help the organizations to give a hassle-free customer experience.

Organize Customer Data & Implementation of Personalization

Customers always prefer personalization. A personalized SMS or messaging system or a personalized                  
recommendation system can increase the growth rate rapidly. Personalization can be a crucial factor to drive 
an individual to switch banking organizations. Thus, you need to collect customer information and organize that 
for implementing personalization. Your organization must update databases to contain customer information. 
You need to track previous interactions for suggesting a personalized solution to a customer. This database can 
also help the organization provide certain services that will fit the customers’ lifestyle. Financial companies and 
banks can utilize this database for providing accurate customer service by resolving issues faster. The               
customer’s activity history database will allow support representatives to omit duplicate questions.  

Financial Education

Most of the customers are new to the digital field. Customers need education. They want proper guidance. 
Hence, customers are demanding digital assistants and personalized chatbots for getting proper advice on 
asset allocations, investments, loans, etc. Thus, financial education can be a driving factor for choosing a      
banking organization. Thus, implementing financial education via daily tips & tricks can enhance customer 
experience. You can upload PDFs on managing loans, investments, online payment guidelines daily to educate 
your customer. Financial literacy will increase the customers‘ trust, and they will learn to identify scams &             
security threats. 

Integration of Customer Experience Management (CXM)

You must establish a secure & seamless integration of your content management system with your platforms 
for getting optimized results. Thus, you can integrate an experience management system to upgrade your    
infrastructure.  



Outside Communication

You must provide an omnichannel customer experience. Thus, your organization can use multiple platforms to 
reach your customers. You can use app notifications, send suggestions using email, and even social to promote 
your services for the customers. 

The Trends of Customer Experience in the Banking Sector

Your financial organization will go through a cutting-edge competition. Thus, you must address the      
customer expectations to deliver an enhanced customer experience. So, banking institutions and                
financial organizations must be up to date with the latest trends. It is very strategic to enhance the         
customer experience in the banking sector. Your organization must fulfill the demand of the customers. 
Hence, you need to constantly provide a digital customer experience to your customers.  

Engage Proactively

Nowadays, data collection and analytics have become 
easier. So, banking organizations can diversify the user 
engagement process to establish better customer 
relationships by offering real-time interactions. Thus, 
the customers will get opportunities faster with less risk. 
This proactive engagement will help the banks and 
other financial organizations educate their customers, 
take feedback surveys, and notify the customers. 

Live Assistance

Your organization must map the banking journey of a 
customer to get a detailed understanding of his/ her                 
experience. Organizations can improve customer’s 
journey, identify common complaints & touchpoints, 
etc. You can easily identify the expectations of a 
customer for upgrading your services. Thus, your          
organization can offer live assistance to provide    
excellent & constant customer service. Your Bank or 
financial organizations can use visual engagement 
tools to offer faster solutions. Co-browsing will help to 
provide live assistance in real-time. Thus, your                
organization can reduce the solution cycles and 
improve the resolution time.

Data Analytics

You must understand the desires and demands of your 
customer to improve the banking experience. You have 
to take the 360-degree view of customers and         
leverage the data for providing better services. Data 
analytics is a crucial step to accomplish this job. Your    

Improvement on Interface & Designs

During this Covid pandemic, banks are offering most of 
the services online via their web page and mobile 
apps. Thus, banking companies must improve the user 
interface. A poor interface can damage the potential of 
future engagement. It can slow down the conversion 
rate, and your organization can face a huge loss.  

So, most financial organizations are improving their 
mobile apps at the first go. A feature-rich & interactive 
application can improve the conversion and attract 
new customers. There are many places for an                 
individual to meet his/ her banking requirements. But, a 
great design with enhanced user experience (UX) can 
always attract them to become loyal customers.  

organization must address the fluctuations of the 
customer experience. 

Data analytics will help to get crucial information that 
you can use to segment your customers. Most financial 
organizations are using data analytics for identifying 
opportunities & creating AI models to strengthen user 
engagements. You can consider Personal Financial 
Management (PFM) experience as a use case of data 
analytics. PFM provides comparative insights on 
customer data. Thus, it can help your organization to 
give a personalized financial experience to your 
customers.



Technological Advancement

Technology is the key to improving customer experience. 
Customers need a platform that is technically stable and 
addresses all of their requirements. They want user-friendly 
apps, AI-enabled automated experience, personalized 
emails, personalized videos, and many more. Thus,                
companies must go through technical improvement to 
increase the productivity of these components. Financial 
companies are spending millions for technological                   
advancement.

Customer Experience in Banking: What statistics say? 

Customer service and customer experience defines the reputation and clarifies the bottom lines of 
brands. Customer expectations are higher than ever. Let us have a look at some worthy statistics that can 
help you have a better idea about this growing industry. 

By 2021, Customer experience will overtake price and product as the key differentiating factor.

69% of Americans will recommend a brand to others after having a positive experience. 

60% of the customers will not accept low customer service for a cheap deal.

87% of the people of America will keep using their bank branch in the future if they continue to get good customer 
service.

Renowned analysts claim that the global retail banking industry will grow about 7.14% by 2021. 

A report shows that improving customer experience will increase the chance of product retailing and renewing 
by about 50%.

In 2020, almost 30% of the customers switched to banks that provide better schemes, customer experience, and 
value for money. 

Another report states that more than 60% of the banking customers are expected to experience their whole 
customer journey on mobile devices.

A report by Capgemini states that less than 37% of the customers believe that their banks understand their     
financial needs and preferences. 

Only 64% of the banks provide their customers with relevant advice and recommendations.  

Powerful servers, faster connections, and well-maintained 
back-end services can take the customer experience to the 
next level. 

Till now, we have talked enough about the Customer                  
Experience journey and the methods for improving customer 
experience in banking. It is high time to scan through some of 
the most shocking and interesting facts related to customer 
experience in banking.  

These statistics certainly prove the fact that Customer Experience is now an integrated part of the banking 
business. It cannot be ignored. Rather, improving the quality of customer experience can have large      
positive impacts on the financial status, brand value of the company/bank. Banks have to meet customer 
expectations, or else they will lose lucrative market portions. Returns of investment will increase, as well as 
organic customer engagement.  

Improving customer experience with a flick of a switch is not possible either. It demands careful inspection 
of customers’ minds. We already discussed some of the most helpful ways to improve CX within the               



banking industry. Here, customer feedback must be given the topmost priority. But, not all the time, those 
demands are met. Banking unions and the administrative structures are to blame for that.  

The roadmap for customer experience growth depends on the clarity of brand promise, empowerment of 
both the employees and the customers, and the ability to deliver exceptional results. Similar to retail   
companies, banks are also customer-centric organizations. They must make sure to align their                    
experiences, and the customer demands correctly. Only then, the customer experience gap will be 
bridged. 

We will now discuss some of the mistakes that banks make unknowingly, negatively affecting their          
customer satisfaction.   

Mistakes that can lower Customer Satisfaction for Banks 

After scrutinizing various deciding factors for banks, we are citing some common mistakes by banks that 
can have a negative impact on customer satisfaction: 

Wrongly treating a Call center as a Cost Center

The call center acts as a safety net. A good quality call center solution always helps to improve the customer 
experience. But sadly, corners are cut to reduce operational costs. This adversely impacts the customer    
experience. Banks must give enough resources or outsourcing to the call centers and avoid the cheap options 
available. Customer experience should not have any risk factor associated with it.

Avoiding Interpersonal Communication

Sometimes, it is not always about digital communication. This was certainly not a problem of the past. Banks 
should never push customers out of their branches and rely on mechanical digital conversations for 
cost-cutting. Quality digital communications will be valid only when the in-person communication                 
experience is good enough. Good digital communication gateways are necessary but not sufficient in any 
manner. Knowing the bank better is always considered as an upper hand. 

Finally, you have come to the end of this article. After going through all the above points and statements, 
it is crucial to have a conclusive thought about the current aspect of Customer experience in banking.

Wrapping up 

You can plan your customer engagement strategy by understanding various aspects of the customer 
experience. You must earn the trust of your customer to retain them. Also, your banking organization must 
go through technological advancement and provide premium services so that your customers do not 
switch banks. An enhanced digital banking experience can help you to stay ahead of your competitors. 

The customer experience in the banking sector has enough potential to achieve sustainable growth. 
Invest to improve the customer experience as the competition between financial institutions is rising. You 
can check out the schemes of FCI & apply them to manage your customer communications. 


