FiMANCIAL

TECHNOLOGY CAN HELP RECONNECT
WITH CUSTOMERS AND REBUILD TRUST

[t offers a "dream ticket” to boost
business, cut costs and repair damaged
customer experience. Rod Newing
reports on the central role technology
has to play in rebuilding reputations

and relationships

CUSTOAIH P ERITNCK

B Technology s critical if banks
are to mconnect with cudamerns
im the wake of scandals which have
left the Anancial sector kn o e of
appareni lncompetence, dishon-

ey and profitesring. More than |

*The secior s charscierised by
lock of competition and limited
cusiomer movement betwoen pao-
vhders,” syr lgor Sarenac, vice
president of finoncis]l services at
Comvergys, & amtomer manage
rnent spocinlist. “This rakes it diffi-
cult for banks to sleal macket share
from competitors, but also means
that mmanyof thelr ausbomers, while
reluctant to switch, me dissaiisfied,
tnnctive or indifesent.”

In September this year, the Pay-
menis Coanell will make saftching
acurrent meount faser and sasler.
Hesearch conducted by Youlow on
behalf of SAS, the buslness intel-
ligence campany, found that 20
peer cant of consamers are [kely 1o
wwitch, *This cquates to some W
million sccoumt bolders,” smrs Bar-
rie Nedll, retadl bandding consuliant
AL SAS UK & Ireland.

It b, therefore, vital that nstitu-
tions retadn customers, The Dimect
M arketing Assoctathon (DMAY and
Affinlon Internationals Fisan-
cietf services trocking report 2005
oieil that the two most (napoe-
tant factors in bullding trust pre
technolegy-related. These are an
enny-to- wen-wehsite ol views
expressed on soclal networks,
which were more lmportant than
& high-street presonce, rates, previ-
ous experiencs or advertiaing.

Institutions need fo affer cus-
tomers &R easy-10-1068  PECSOT-

alised service that is consistent
acrosa multiple channels, inchod-
ing call cenires, e-madl, internctive

| volos responae, Instunt messaging,

moblle, wobsites, social meddin,
post and branches, Tt mest have &
complete customer mecord aval-
shle nt all conimct points amd
clsinmers must b able to inltiate

| & transaction through cove chan-

nel, pause and seanilessly resur
through another,

This is a major chalkenge rogulr-
ing tntegratbon of disparate back
and front-offes systoms, nclod-
ing those sequlred through recent
moquisithone. Paul Clark, chief
executive of Charter UK, anenter-
prise feedback mansgement com-
pany, wirns that the main chal-
lenges are lnck of customer inaight,
lnek of co-ordination and poor
management attliudes.

Another izsue is that achbew
Ing customer satisfaction i ol
enough. The sixth annual Workd
Tawirngaee Meport fniam T servios
oompany Capgeming and Efrma, a
ghobal membership orgnnisation off
retall financial services companies,
points out that it s just s one-time
measure of how prodocis and
services meel or surpass customer
expoctationg, Inseasd, institutbons
must [mprove “customer experi-
enoe”, which reflects the entine
customer |ife cycle.

This means that Enstifutions mist

a tadlored offering that is
rebevant at that particular time [n
the custoomer 3 Todo this
they have afresdy bullt data wase=
hoases to create & single view ol cas-
bormers by Indepratimg all stroctumed
transsctbonal datn They have aiso
knatalled prewerful busines ntel-
Kigericesofterare tosegmeni custom-
s mna anakyse thedr behadour.
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However, their latest challenge
B o integrate this with all the
unstructured data aboul each
customer, both Internally from
wibsite viclts, call-cenire records,
e-malls and so an, and external
data from socisl networks. This
requires p different sel of tools
npud techndgues, refermed bo s "y
ilstn®™ technobogy:

*Creating extremely targeted
nnd personalised custimer experi-
ences requires an ideal combing-
thon of technobegy, analytics amd
people” says Mr Sarenae “[nstl-
tutbons newd Lo process more snd
btter data”

Dty ety [imlocking fhe wolue
aff higy clert, from the Centre af
Economic and Business Resennch,
o behalfl of SAS, estimates that
big data could creste n cumulative
mconomic bemefit, 2012-17, of mome
than £64 hillion for relall banking,
£6.2 billbon for imeestment banking
mnxd £4.6 billlon for inswmzce,

However, dota mises the fear
of oybercrime. Research from
Avayn, an enterjprise commumnica-
tions sysiems vendor, and Salxe,
a contact-cenbre apecialist, foained
thnt six milllon people in the UK
cul thes with orgunlestlons beeause
of security concerna and fnancial
services providers presented the
highest sk with 46 per cent sus-
pecting hreaches.

Slmilarly, recent ressarch by
Youliow, on bohalf of IT secarity
vendor Knsperaky Lab, found that
af the B4 per cent who wse online
banking, 34 per cent feel signifi-
cantly at risk, 80 per cent rely on
the hanks' sectirlty syslems, bt
oaly 49 per cont e confkdencs
inthem,

“Flaanelal servics orgmnisations
herve paat & bot ol time, effort end

money iInto profecting both their |

eysioms and customers” daia,”
says David Emm, senlor security
researcher af Kospersky Lah, “The
hest way to confront public fear i
by exducating custismers and provid-
img thean with protection messsares,
i falbow the path of
leant resbstines, s stealing dinoct
Eronn the custurner, U wealkest Hnk
in the chain, s much essier than
o thaough th institution,”

Fortumately, the Avaye-Sablo
resenrch found that respondents
are willing bo embrocos bechnology
to tackbe the protilem. They =
redsau rodd by auiomastlon and ano-
mymdty, and regand hizmars s the
weakest security link Only 5 per
icent thinkithet sharing cord detnils
with a himan agent is secure, yet
Rl por eent foel more comfortable
enbering o pasesond

M

g 0 diferentistor. with a better
Clushintet crperisnos thes
relationship. The DNA-AMnion

products or vestment

Muprtin Scovell, chiel ewecutive
of MatsSoft BIFM, which provides
hr.ﬂn:n;lnu:- HIIJI*I'TE'H.‘-I'I
vices, sayw that technalogy can be
the “dresm theket™ that improves
market shome and reduces cosls,
Happier and hetier-nformed cos-
temers have reduced chase calls
by 65 peer cont and comgiaknts 90
porcunt

“Instend of uilng "chnky’ leg-
acy systems or & superisnker of
rules to henl custonsers arooand,
you can delbver aatisfaction with
streamlined techmlogy that sup-
plies transparent information,”
he sayn “Never before has the
sorvice delivery of Instituticns
been so polarised. The compla-
cent ik dinosaur-bee extine-
tion, while adopters will unlock
eftaGus jolen il ]

Institutions need to offer customers an easy-

to-use personalised service that is consistent

across multiple channels
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