
Winning on CX delivers growth benefits

financialfor
institutions

In a new survey, 61% of banking 
executives say continuous innovation 
is raising customer expectations. 
 
And almost half say their organization 
can’t keep up.

are seeing their 
strategies pay off.

The most progressive banks 

They outperform other banks in:

Meeting their 
financial goals 
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Growing in existing 
and new customer 

Attracting and 
retaining employees 

Increasing brand 
reputation 

Customer Experience Leaders Others

Customer Experience Leaders Others

Continually driving 
personalization

Being available on the 
channels customers 

want when they want it 

Tailoring products and 
services to customers’ 

needs and life stage

Matching advisors to 
the right customers 

What are the Customer Experience Leaders 
in Banking doing differently?

So, what strategies have greatest potential 
to transform the customer experience?

This proves that experience matters when it 
comes to people and business results. 

44% 43% 42% 39%
Repurposing 
physical locations into

individual finances 
and goals 

with a super app 
strategy 

Using video calling 
as an alternative 

Deeply

financial 
experience 
centers

understanding 
customers’ 

Gaining market 
leadership to physical 

branches 

The Challenge of Customer-Centric Banking
is an FT Longitude report supported by Genesys. The insights shared here are 
based on a new survey of 600 banking executives across 21 countries globally. 

Methodology:

the full
report
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https://www.genesys.com/resources/challenge-of-customer-centric-banking

