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Retail Banking In The Age Of The Customer 

To compete in the digital age, retail banking leaders must foster a companywide obsession with serving 

customers. It’s imperative that banks transform their business — from deploying systems of engagement 

to making operational changes — in order to win in the age of the customer. 

The cost of not undergoing this transformation is high. Banks that fail to shift to a customer-focused 

strategy risk loss of revenue, customers, and competitive advantage. But for those that successfully 

transform their business around the customer and provide exceptional customer experiences, the payoff 

is significant: increases in loyalty, retention, acquisition, and the added benefit of revenue growth.  

In March 2016, IBM and Microsoft commissioned Forrester Consulting to survey 100 technology and 

business professionals involved with making decisions around systems of engagement at midsize and 

large retail/commercial banks in order to examine the business drivers, challenges, and technologies 

associated with building a customer-focused strategy. 

Regions 

27% US 

26% Germany 

25% France 

22% UK 

Company size 

› 30% 20,000 or more 

› 13% 10,000 to 19,999 

› 25% 5,000 to 9,999 

› 21% 1,000 to 4,999 

› 11% 500 to 999 

 

One hundred percent of 

respondents are from 

organizations offering 

retail/commercial banking 

services. 

Job level 

› 31% C-level executive 

› 33% Vice president 

› 36% Director 

Involvement with systems of 

engagement 

› 72% Very involved 

› 28% Somewhat involved 
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Business transformation around 

a customer-focused strategy is 

a top or high priority for 89% of 

retail banking leaders. 
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The Customer Needs To Be No. 1 

In order to better win, serve, and retain customers, banks are changing the way they serve and interact 

with customers. Building a business strategy that is centered on the customer is high on the agenda of 

the majority of banks, regardless of size: 47% of those surveyed are making transforming systems and 

operations around a customer-focused strategy a top priority; it’s a high priority for another 42%. 

According to Forrester’s Global Business Technographics® Priorities And Journey Survey, 2016, 

technology and business decision-makers at midsize to large commercial banks said improving customer 

experience (71%) and addressing rising customer expectations (60%) were among their organizations’ 

top priorities. 
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The Cost Of Standing Still 

Failure to transform the business to better serve customers comes at 

a high price. Banks that fail to shift to a customer-focused strategy 

run the risk of losing revenue, competitive advantage, and 

customers. Risks associated with not transforming the business to 

better serve customers’ needs and expectations include loss of 

revenue (38%), customer attrition (36%), competitive disadvantage 

(35%), low customer satisfaction (29%), and inconsistent customer 

experiences (24%). Large banks (10,000 or more employees) in 

particular are sensitive to the top risks, with 47% citing customer 

attrition, 44% citing competitive disadvantage, and 42% citing loss of 

revenue as potential fallouts.  
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Barriers To Business Transformation 

Success 

In order to successfully make this transformation, banks need to 

ensure that their technology, processes, and people are in 

alignment in support of a well-defined customer strategy. There 

are many obstacles, however, on the road to a customer-focused 

business transformation. 

Integration is critical, yet over one-fifth of banking leaders 

surveyed identified a lack of system integration; difficulty sharing 

customer data and analytics between channels, countries, or 

locations; and issues with integrated, modern systems of 

engagement among their top barriers to successful 

implementation of their organization’s customer strategy. 

Organizations need to get around organizational and cultural 

roadblocks as well, including siloed business units and employee 

and/or management resistance to change. 

Twenty percent said they lack a 

clear, companywide customer 

strategy; 10% feel executives 

don’t view customer strategy as 

a priority. 
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Twenty-nine percent of banking 

leaders reported they will invest 

in cognitive computing and 

competitive analysis for next-

best product offers and action 

responses within the next one to 

five years. 
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Banks Are Investing In Modern Systems 

Of Engagement 

Banks are implementing modern systems of engagement to help 

them better serve their customers, with the majority reporting 

investment across all measured technologies. Case management, 

interaction efficiency, and collaboration via omnichannel; social 

media and listening capabilities; and workforce mobility are areas 

that will see increased investment in the near term, while investment 

in cognitive computing and competitive analysis is poised to grow 

over the next five years. 

These systems not only help organizations gain a more complete 

view of the customer, but they also enable them to better serve their 

customers and provide more personalized products and services. 
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Just 43% are fully capable of 

proactively recommending and 

delivering services based on 

customer behavior and 

preferences. 
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Customer-Focused Competency Is Still A 

Work In Progress 

The majority of banks reported they were fully capable of 

personalizing certain aspects of the customer experience, including 

product development (57%), marketing and customer service (55%), 

and product and service recommendations based on customer 

preferences, behaviors, and needs (54%).  

Many banks, however, still have work to do, with 51% reporting 

limited to no capability to proactively recommend and deliver 

services based on insight into customers’ buying patterns, response 

to promotions, and service offering preferences. Further, many 

banks do not have full capability to monitor customers’ ongoing 

behavior (49%), initiate customer interactions at the right time 

through the right channel (44%), or offer consistent interactions 

across all customer touchpoints (44%).  
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Customer relationships and 

interactions with banks are not 

built on emotion. Banks have an 

opportunity to elicit more positive 

emotions from customers. 
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Banks Need To Connect With Customers 

Beyond The Transaction 

While ensuring that the right systems of engagement are in place 

and building customer-focused capabilities are important, banks 

must also forge an emotional connection with their customers. 

Forrester’s Customer Experience Index (CX Index™) Online Survey, 

US, UK, France, and Germany Consumers 2015 found that 

emotional connections are lacking in customers’ interactions with 

their banks: Just one-third of retail banking customers reported 

feeling respected, appreciated, or valued.   
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Improved customer experience 

is the No. 1 benefit of a 

customer-centric business 

transformation, cited by 49% of 

banking leaders. 

Customer Centricity Pays Off 

Transforming the business around a customer-focused strategy is an ongoing process, but it is one that 

has tremendous payoff. A customer-focused business transformation can not only lead to improvements 

in the customer experience and increased customer loyalty, retention, acquisition, and service, but it can 

also help boost the bottom line. The banking leaders we surveyed reported numerous financial benefits, 

including increases in revenue, customer profitability, share of wallet, and investment returns. 
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There is a linear relationship 

between CX and loyalty, 

retention, and customer 

acquisition. 
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Customer Experience Is Closely Tied To 

Retention And  

Advocacy Loyalty 

The banking leaders surveyed reported improved customer 

experience as the No. 1 benefit of making a customer-focused 

business transformation. Forrester’s Customer Experience Index 

Online Survey, US, UK, France, and Germany Consumers 2015 

found that exceptional customer experiences with a particular bank 

drive loyalty, retention, and new customer acquisition. The higher the 

CX Index, the greater the likelihood consumers remain with a bank 

and recommend it to others; they are also less likely to switch future 

business away from their bank. 
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Conclusions 

In order to thrive in the age of the customer, banks must undergo a customer-focused business 

transformation. People, processes, and systems of engagement all need to be aligned in support of an 

overarching customer strategy. Those banks that fail to make this change risk losing revenue, customers, 

and a competitive advantage. 

With the myriad ways customers have to interact with banks today, it is more important than ever that 

banks be laser-focused on the customer experience. Successful banks will provide consistent interactions 

— whether in-person or digital — that are driven by customer preferences and behaviors. Fostering a 

relationship that extends beyond the transaction — where customers feel respected, appreciated, and 

valued — is key to success. For the banks that are able to make this transformation and provide 

exceptional customer experiences, the payoff is tremendous: increased customer loyalty, retention, and 

new customer acquisition. 

This Technology Adoption Profile was commissioned by IBM and Microsoft. 

ABOUT FORRESTER CONSULTING 

Forrester Consulting provides independent and objective research-based consulting to help leaders succeed in their 

organizations. Ranging in scope from a short strategy session to custom projects, Forrester’s Consulting services connect you 
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METHODOLOGY 

To create this profile, Forrester 

leveraged its Customer 

Experience Index Online 

Survey, US, the UK, France, 

and Germany Consumers, 

2015. Forrester Consulting 

supplemented this data with 

custom survey questions asked 

of 100 retail banking leaders. 

The auxiliary custom survey 

was conducted in May 2016. 

For more information on 

Forrester’s data panel and Tech 

Industry Consulting services, 

visit forrester.com.  
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