
5 Must-Haves to 
Deliver World-Class 
CX for Digital Banking



Improving the digital banking experience was on 

2020, but the global pandemic moved it to the top of 

the list.1 Practically overnight, providing an engaging 

and seamless digital experience became a critical 

component of attracting and retaining loyal customers.2 

responded to increased consumer demand for digital 

started seeing results: McKinsey recently reported that 

the “experience leaders” emerging in retail banking, 

are generating higher growth than their peers.3 Highly 
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As it turns out, the best customer experiences in digital 

called FURPS, which stands for Functionality, Usability, 

Reliability, Performance and Supportability. Each one of  

banking customers—but only when supported by a 

 

to connect to the real experiences customers have  

When it comes to priorities like cloud 
computing, AI and blockchain, banking has 
always been at the vanguard of technology 
adoption. When it comes to customer 
experience, however, that has not been 
the case. But banks that want to retain or 
grow their customer base must adapt to the 
fundamental shift in the consumer mindset 
that a good bank is a customer-centric bank.”
Darshan Dave, consultant and executive leader  
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What’s clear is consumer behavior has 
changed, and, in my belief, it has changed 
permanently with this adoption of digital. 
We’ll have to adjust the way we serve our 
clients, and it is likely that that will mean 
less physical space.”
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Banking experience leaders are borrowing 

in sectors like commerce, travel and 

design, carrying context across channels 

according to McKinsey & Company. These 

and feel to include the following:

 •  Thoroughly mapping customer  

journeys and subjourneys

 •  Deploying tools to automate and 

streamline customer touchpoints  

like opening a new account

 •  Creating customized products  

What makes a 
CX leader?

CUSTOMER EXPERIENCE REQUIREMENTS  
IN MODERN BANKING

 •  Functionality – Product features that support  

 •  Usability

 

aesthetics and consistency

 •  Reliability – Uptime, availability and accuracy 

 •  Performance – System response time  

and throughput of information 

 •  Supportability – How easy the system is to test, 

this also might refer to security and protecting 

customer data and privacy from hacking and data loss
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In the FURPS model, functionality refers to features 

that support how a customer wants to use a product or 

service. From a design standpoint, this is straightforward: 

The goal is to deliver features that customers want and 

 •  How easy is it for a customer to access their 

account information or learn more about products 

and services they might be interested in without 

engaging with a representative?

 •  Are there clear instructions for what to do next if the 

their account?

 •  Are banks applying insights from the large  

 

make those features function better? 

How do customers use your 
products and services?

FUNCTIONALITY
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When viewed through the lens of customer 

centricity, functionality is a lot less about 

features and a lot more about empowerment.

“Successful banks give more power to the 

removing moments in the customer journey 

when a customer must get a hold of a human 

services customer experience. “Within this 

and predictive recommendations that some 

banks are using in an attempt to position 

service of making banking as convenient and 

intuitive for the customer as possible.”

Are you empowering your customers to 
be the captain of their own experience? 
Think of it this way: Every time you 
transfer a call, it costs you more money 
for two reasons. First, the customer has 
to re-explain the reason for their call to 
the second or third agent. And second, 
as a customer, they get increasingly 
frustrated and more likely to try to 
escalate that call to a supervisor or 
manager, which becomes even more 
expensive. When you care about the 
customer experience and empower 
customers with features that let them 
guide that experience, you’re creating 
a truly customer-centric experience.”
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for accessibility, appearance and consistency. This is not 

usability is something much more fundamental and 

takes into account how easy and frictionless it is for a 

with your institution— something that cannot happen  

by accident.

customer service to more than 100 digital banking 

centric usability is to provide fast, accurate help when 

troubleshooting a problem. In this case, usability might 

Does the design 
of your products 
and services make 
intuitive sense?

Customer experience is an omnimarket 
competition. Banks are not competing 
against banks; they are competing 
against the best their customers 
experience across all companies. For 
many banking customers today, [usable] 
technology is the customer experience.” 

 

USABILITY 

entail making sure agents and customers are seeing the 

same desktop or app menus and options. This allows the 

agent to be speaking the exact same language as the 

customer and vice versa, a small touch that has a big 
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In a technical sense, reliability is about uptime, 

building trust in the institution. A lack of reliability—

outages in service, inaccuracies or roadblocks to 

completing a task—can cause irreparable damage to 

“The key is focusing on what the customer is trying to 

happy path on their schedule, not what the bank or 

department wants to accomplish,” said Hank Brigman, 

centric customer experience is about the bank becoming 

obsessed with helping the customer accomplish their 

institution be trusted?

a deep, foundational thing even in 
normal situations. But take an extreme 
example, such as an online check 
deposit tool misreading the number of 
zeros in a mobile deposit, and the bar 
is even higher. Customers want to know 
that they’re putting their faith and 
trust in an institution that is vigilant, 

transactions, no matter what happens.”
Darshan Dave, consultant and executive leader  

RELIABILITY
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System response time and the throughput of information 

is the very heart of how digital consumer experience 

technology delivers fast results. The science behind this 

is complex and technical, but the results are obviously 

“When banking customers go to take out a loan, they 

through processing (STP) and other processes that 

customers use the product or service. 

How quickly can I get 
what I need?

While traditional banks are scrambling to 
deliver the online banking experience to 
rival the challengers, their online efforts 
are often disconnected from other aspects 
of their customer experience. Valuable 
data in disparate systems that do not talk 
to each other is a typical challenge banks 
experience when creating a seamless 
and holistic omnichannel experience, and 
can slow down an institution’s overall 
response time.” 

 

PERFORMANCE
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As a measure of how easy a system is to test, maintain, 

ability to serve and satisfy customers in the long run. 

Banks leading in customer experience are growing 
6 those that grow without an eye on 

same level of service for a larger set of customers. 

What’s happening to 
customer experience 
as you grow?

important ways: 

 •   How is the institution collecting  

 

personalize experiences?

 •  Preferences: How is the institution collecting 

channel preference and related consent to 

compliantly engage the customer?

 •  Analytics: What steps is the institution taking 

to understand customer data in a holistic and 

omnichannel manner?

 •  Mapping: Is the institution able to map and 

understand customer journeys so it can design 

touchpoints that improve those journeys and 

their results?

 •  Execution: How can the institution take the 

right personalized message at the right time to 

the right person via their channel of choice?

positive results along the way. 

SUPPORTABILITY
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The key to the human-centric experience 

them at the center of the business model. 
From digital-only challenger banks to 
coffee shop-type branches, it is about the 
experience and even the community these 
innovators create. The needed effort is not 
a project; it requires transformation with 
a human-centric approach that applies 
integrated and emerging technologies 
such as journey orchestration platforms to 
deliver branded and seamless customer-
focused customer experiences and real-
time offers across all channels.”

 

LOOKING AHEAD TO THE FUTURE:  

“WHO OWNS CUSTOMER EXPERIENCE?”

products and services for their customers,  

challenge: The customer experience straddles many 

different departments within the organization, from 

marketing to technology to customer support. So, 

which department should own it?

Dave notes that most institutions measure customer 

experience through Net Promoter Score (NPS), but 

that is not a perfect measurement because customer 

support is not the entire customer experience. 

to the need for organizations to create a center of 

excellence or internal competency model to measure 

how well they are meeting the needs of customers. 
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Software and technology development models like 

FURPS organically create opportunities for cost savings, 

cannot rely on only people or only technology to deliver 

people supported by technology—can create the kind 

of experience that drives delight, referrals and loyalty 

among customers.

The End of Either/Or
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heavyweights who are leading in digital transformation. 

to serve down and increasing customer lifetime value. 

services, interactive voice response (IVR), and Banking 

delivery locations on four continents.

LEARN MORE


