
Adapt, adopt and align: accelerate the  
optimized CX ecosystem

To remain relevant in this complex, 
changing environment, you need to...

Banking and Investment organizations are still failing to provide
on-demand and hyper-personalized engagements

Add value to your customers through data-driven design. It’s about the customer 
journey, not technology availability.

Connected customer experiences rely on adaptive structures, 
enabling your people and aligning your technology.

Show that you understand your customers by giving them 
personalized offers and experiences  based on what they value. 

...to create more value for your customers and business

3 in banking and investment to achieve a connected and 
effortless experience 

Explore
our

core insights

Just 31.9% say business 
functions align strategies and 

operating models to deliver and 
optimize CX. 

Only 6.2% are now ‘very 
satisfied’ with their CX capability.

Leadership teams championing 
CX have dropped from 28.3% 
to just 11.3%, causing silo 

approaches to increase.

Be personal and proactive. Harness data to act.

73.0% 28.7% 12.9%
Almost ¾ (73.0%) 
operate without 
enterprise-wide CX 
analytics systems. 

Just 28.7% have access 
to context-based 
advice that directs 
relevant customer 
engagements.

Only 12.9% have access 
to fully automated 
systems enabling 
proactive customer 
engagement. 

Banking and Investment 
2020 Global Customer 

Experience Benchmarking Report 

31.9% 6.2% 28.3%

Join the conversation

The connected customer: delivering an effortless banking experience 

Get your guide here

Get the Banking and Investment Executive Guide to the 
2020 Global Customer Experience Benchmarking Report. 

Find out more about our CX Advisory Services.

 

83.9% 60.9%

Agree CX offers a  
competitive edge

Consider it a 
primary differentiator

Say CX forms a crucial part 
of organizational strategy

The Customer Experience value 
in Banking and Investment 
83.9% agree CX offers a competitive edge, 60.9% consider 
it a primary differentiator… yet just 17.4% say CX forms a 
crucial part of organizational strategy

17.4%

Great CX is the result of focus and design, not 
coincidence

5 63 41 2

Lead with 
CX strategy

Understand 
customers

Personalize 
experience

Engage through 
omnichannel

Automate 
intelligence

Optimize 
performance

The level of good or complete 
CX is half of the overall global 

benchmarking – just 12.5% in 
Banking versus the Global all sector 

average of 24.5%.

65.6% are adopting a  
fragmented and partially  
collaborative approach.

Only 27.1% of business functions 
are fully collaborating to define and 

design CX.

12.5% 65.6%27.1%

Banking and Investment Customer Experience 
Readiness against your peers here

Assess
your

INSIGHTS
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https://communication.hello.global.ntt/Infrastructure_Consulting_Services
https://hello.global.ntt/en-us/insights/2020-global-cx-benchmarking-report/banking 
https://communication.hello.global.ntt/CXBanking_APAC
https://communication.hello.global.ntt/cxreadinessindex

