


 

 

Customers are the new market-makers, reshaping industries and changing how businesses
compete and win. Success depends on how well and how fast you respond. Through this
ebook, we will give you insights and frameworks to shorten the time between a great idea and
a great outcome.

Financial services organizations are feeling the heat as more investors opt for a self-directed
strategy and put their money into emerging fintech innovators. Learn how financial services
companies can adapt to stay competitive, win more business, and use customer experience to
their advantage.

We’ve been diving deep into some topics that financial services executives and their teams
should care about:

Open Banking and Open Finance 

Open finance allows third parties from the financial and non-financial industries to share and
access financial capabilities, data, and account information in a safe, consent-based manner,
allowing for greater integration and collaboration. Even as the impact on financial services
organizations — and how they'll approach open finance — remain unknown, the shift toward
open finance is already moving forward in Europe and other places.

New Competitors and Challengers

Fintech has enjoyed an incredible decade, with record fundraising, valuations, and client
growth. Will the growth of fintech continue? Are we in the midst of a fintech bubble? And
how will incumbent financial institutions deal with the opportunities and challenges posed by
fintech firms? What about tech powerhouses branching out into financial services? 

 Financial Wellbeing

Many traditional financial institutions are discovering that their interests no longer match
those of their clients. Some businesses are adopting a values-based business model to stay
competitive and develop, putting their customers' financial well-being at the center of their
strategy.



 

 

 

  

 

 

Banks are refocusing their efforts to improve innovation, sustainability, and IT.

The state of digital banking
2022 will be a tipping point for banks to act on digital transformation
as fintech continue to innovate and drive new business models,
thereby reshaping the competitive landscape.

Challenger banks are all the rage once more.

Inclusive finance has blossomed into a hotspot of creativity.

Fintechs are surfing the green wave

The pandemic's first two years have accelerated digital behaviors and reshaped how people
interact with their banks. We've seen a new generation of clients use digital banking for the first
time, the adoption of contactless and mobile payments accelerates, and the proliferation of QR-
code-based order-at-table apps.

Even though some of the more severe pandemic predictions haven't come true, banks continue
to face long-term revenue pressure and increased competition. They're also under pressure to
act on environmental issues. While high-street banks rush to close branches, digitize customer
experiences, and launch new ESG (environmental, social, and governance) products and
experiences, new entrants are doubling down on innovation to put their money in customers'
pockets, create new business models, and eventually bring in the next wave of transformation.

Digital banks are making significant inroads into the SMB banking industry, requiring banks and
lenders to boost their game. Four SMB-focused digital banks — Brex and Novo in the United
States, KoinWorks in Indonesia, and Qonto in France – received more than $1 billion in total at
the start of 2022 to build out lending systems that complement credit cards, business accounts,
and expenditure management software.

Mobile technology, open data, artificial intelligence, and machine learning are being used by a
new generation of fintech to generate creative business models that target underprivileged
customers. Nubank, one of the world's largest digital banks that focuses on Latin America's
underbanked, increased its customer base by 62 percent in 2021, bringing the total to 48 million
in Brazil, Mexico, and Colombia. In Africa, digitally aware unbanked and underbanked consumers
are flocking to fintech businesses like Chipper Cash, Flutterwave, OPay, and Wave after being
mostly ignored by traditional lenders.

The new reality is sustainability. To cater to values-based customers, several environmental,
social, and governance-focused and sustainable-investing fintech have joined the market. In the
United States, the digital bank Aspiration provides customers with a customized sustainability
score based on their spending habits. In addition to banking services, Aspiration offers managed
IRAs and taxable accounts that invest entirely in firms that do not use fossil fuels.

Newcomers are reshaping the industry landscape.



  

While increasing revenue is once again the top priority for financial services companies,
they are also focusing on enhancing their goods and services, customer experience, and
ability to innovate.

As consumer expectations are reshaped by COVID-19 and competition heats up, an
increasing number of banks are embracing end-to-end transformation, focusing more on
enhancing their IT to encourage agility and innovation. Banks are also concentrating on
enhancing the client experience, developing new products and services, and increasing
operating efficiency.

Twenty-five percent of bank services decision-makers say their company's IT strategy is
one of the most difficult aspects of implementing digital transformation. Employee
availability of time allocated to digital transformation implementation around their other
job responsibilities is also a challenge, according to 5% of respondents.
(Forrester research)

Banks must pivot and reinvent their strategy to meet the needs of future customers and
the fast-changing financial landscape. The next decade's economics will put pressure on
banks to either adopt a future-fit technology strategy centered on customer obsession
and enabling new levels of flexibility, creativity, and resilience or collapse. Banks must take
advantage of the rapid pace of change and innovation to chart a route over the next ten
years.

COVID-19 changed the focus on product innovation and customer experience

The top digital transformation driver has shifted from operational efficiency to IT
improvement

Banks' efforts are constrained by technology strategies and a lack of
resources

Here are useful key points to take into consideration:

Banks are enhancing their IT to
provide more innovative services



 

 

  

  

  

Invisible Connected

Insights - driven Purposeful

Collaborator

Bank

Consumer

  

Here are the keywords you should follow for a future-fit technology strategy:

Invisible

Connected

Insights-driven

Purposeful

Banks must be present in the ecosystems and products that their customers use to be
relevant; to do so, they must stop viewing partnerships — and the intermediation of their
brand — as a threat. Banks will put together value constellations: interoperable, trusted
environments that allow collaborators outside of banking to weave value into frictionless,
rich consumer journeys. Banks will be distinguished from all other touchpoints that
provide embedded financial services by their "trusted adviser" designation.

Banks will use data to gain insight and elevate their role as keepers of customer trust.
Consumers will have more control over their financial and digital lives because of their
increasing role in consent and identity. Consumer trust is a crucial asset in this situation.
Banks must take a firm position on advising and fostering financial intimacy with their
consumers, who demand an "RoC" (return on consent) in exchange for their confidence.

In a more purposeful age, where local and cooperative ideals align with matters of global
responsibility, consumers will prefer banks that align with their environmental and social
beliefs. As leaders establish values-driven ecosystems, open cultures that build and
nurture communities will set them apart. As a result, open innovation and participation
through code, content, and knowledge will establish communities united by a common
goal, resulting in communal product development for the benefit of all.
Cornerstone Advisers state in their annual report, that approximately a quarter of banks
and credit unions will boost their technology investment by more than 10% in 2022
compared to 2021, with roughly six out of ten increasing their tech budgets by 1% to 10%.
(What’s going on in banking_2022)

Leading banks will leverage technology and significantly more detailed consumer
knowledge to place financial services at the point of need for customers, frequently at the
sacrifice of brand awareness. To integrate finance with homes, machinery, vehicles, and
other gadgets, distribution models are expanding to make use of marketplaces and
technologies such as open APIs and 5G. Many banks will face difficulties as their retail
brands become less apparent to the general public.



  

 
Let’s get a glimpse of the survey’s responses:

Banks’ Technology Priorities, 2021-2022

 

   

 

 

 

 

 
 

 

2020 2021 2022

Improve customer
experience/service delivery

Get more value from tech and
vendor relationships

Improve efficiency

Invest in new systems

Increase revenue generation
opportunities

Better address fraud and risk
management

Invest in infrastructure
upgrades

Pursue partnerships with
fintech startups

67% 67% 61%

51% 53% 43%

36% 41% 41%

29% 30% 28%

17% 25% 23%

15% 13% 23%

21% 17% 19%

NA 5% 15%

 

 

Evaluate and possibly replace
critical systems

Internal system development
and integration

12% 17% 14%

12% 14% 14%

 Migrate applications and
systems to the cloud 10% 7% 12%

 

   

 

 

 

 

 
 

 

2020 2021 2022

Improve efficiency

Get more value from tech and
vendor relationships

Improve member
experience/service delivery

Invest in new systems

Increase revenue generation
opportunities

Pursue partnerships with
fintech startups

Better address fraud and risk
management

Internal system development
and integration

47% 40% 69%

34% 43% 36%

78% 70% 36%

31% 30% 32%

17% 31% 29%

NA 9% 23%

13% 16% 18%

21 15% 15%

 

 

Invest in infrastructure upgrades

Evaluate and possibly replace
critical systems

12% 13% 13%

5% 15% 12%

 Migrate applications and
systems to the cloud 6% 12% 11%



 

 

 

 

 

 

41% of banks are still debating APIs at the board or executive team level, or don't
have APIs on their radar at all.

Cloud computing is still being discussed or isn't on the radar for 27% of all banks.

The good news is that in 2022, 26% of banks expect to invest in or use cloud
computing, and 22% aim to deploy APIs.

Furthermore, assuming banks' goals for 2022 come to fruition, the percentage of banks
using chatbots will have more than doubled by 2023, and the percentage of banks using
machine learning technology would have quadrupled.

Banks’ Emerging Technologies Plans for 2022

What are your institution’s most important
technology priorities for the coming year?

 

 

    

 

 

 

 

 

 

 

Have already deployed Planning to invest and/or
implement in 2022

Have discussed at board or
exec team level Not on the radar

Cloud
computing

Application programming
interfaces (APIs)

Robotic process automation (RPA)

Chatbots

Machine learning

Voice technologies (e.g., Alexa)

Blockchain

Virtual (or augmented) reality

47% 26% 16% 11%

36% 22% 16% 25%

24% 12% 16% 47%

15% 19% 32% 35%

11% 22% 26% 41%

3% 5% 32% 59%

2% 7% 43% 48%

2% 3% 14% 82%



 

Conclusions

So, you’ve better consider in your strategy:

 Cloud 
Modernizing legacy enterprise systems and (partly) migrating them to the cloud is essential
for a viable strategy. It’s about embracing the core systems and their value and connecting
them to innovative approaches. 

 AI/ML
Data analytics is crucial in banking but with machine learning, the performance can be
significantly improved. ML models enable organizations to progress toward near-real-time
data processing, which can help them detect patterns, uncover anomalies, develop insights,
make forecasts, and move toward automated decision-making.

Most legacy data systems are segregated and designed to aid human decision-making.
Organizations are moving toward a future in which data is freely accessible across all
divisions, thanks to the advent of new data-driven technologies such as cloud, AI, and
machine learning.

 Chatbots 
The rate of abandonment of digital product applications in banking is alarmingly high.
According to a recent study by Cornerstone Advisors, half of the banks questioned expect
half of their digital checking account applications to be abandoned by 2020. Unsecured
and secured loan applications had even greater abandonment rates. Even more troubling is
the fact that just a small percentage of institutions respond to potential candidates within
one business day. This is not acceptable. To narrow the gap, banks will need to include
chatbots in their digital account opening procedures. Chatbots must become part of
important business processes (such as account opening) rather than just generic sales and
service tools for banks.

 

 
 

 Why banks should outsource IT
Banks can accomplish more with their technology and improve customer experience by
outsourcing IT. This can help them retain customers, cut costs, and adjust to an ever-
changing landscape in the long run.

Because outsourcing is a long-term relationship, finding the correct partner is critical to
achieving your commercial, financial, and technological goals



  

Consultancy is the first step in our partnership. In this step, we will offer the needed
support and help in making the right decision. Our experts will provide some of the best
solutions and strategies to prevent problems and improve performance. In every step,
project management is present, where we will guide you by advising on and executing the
best structure and composition for the project. 

In this phase, we will divide the project into specific business needs. The analysis phase
also includes estimating the price and the team that will turn the project into reality. 

After we agree on the budget estimation and assign the team that will work on the project,
we will start the development phase. Here, we put into perspective the requirements and
deliver a solution based on them. The architecture is built to fit your needs, and we will
ensure that every component is working correctly. After the development phase, our
support and maintenance are available, and we will provide expert troubleshooting of
complex technical challenges such as fixing bugs, implementing new features along with
updating the legacy app.

Consultancy 

Analysis 

Development 

Outsourcing steps 



We can be your outsourced development team.
We are a partner, not a reactive supplier.

We keep our promises - we always deliver!

contact@mindit.io

www.mindit.io
+40 733 777 985

Let’s meet 


