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In highly banked countries such as Australia, where market 
expansion is limited, banks are under tremendous pressure 
- not only do they need retain their existing customers 
while increasing their share of wallet but they also need 
to attract new customers. Emerging threats from fintechs 
and blockchain technologies are further complicating 
matters. How can banks address these challenges?

As competition increases and economic conditions become 
more uncertain, it is essential for banks to sharpen their 
focus. Customers’ attention span is short, their impatience 
is growing and they are looking for options which make their 
lives easier. To be their most-preferred bank, institutions 
need to transform their services, delivering the ‘bank of future 
- today’. Banks should organize around customers instead 
of products or channels. As banks align more closely with 
customers’ needs and preferences, it becomes very difficult 
for competitors, including the fintechs, to convince them to 
switch. There is a growing need to understand and predict 
customer expectations in advance to offer relevant products 
and services. Banks need to continually look at advanced 
technologies, evaluating how best to provide what customers 
want at a price point that is both attractive to customers and 
profitable to the bank.

It is being said that 2017 will see increasing adoption of 
technologies like machine learning, APIs, analytics, mobile 
and cloud by the banks. How can banks make the best of 
these technologies? 

The first thing to recognise is that technology is only a tool, 
and must be used as part of a formal business strategy. Having 
said that the pace of change is increasing each year and we 
can expect technologies will continue to move from testing 
/ pilot phase into wider practical use cases in 2017. This 
includes blockchain, machine learning and open banking. 
More evolved technologies – big data, cloud computing, 
analytics and smartphones are all now commonplace. 
According to Gartner, IT spending by banking firms in the 
APAC region will reach US$19.1 billion in 2017, an increase of 
4.7% over the prior year. However, banks need to ensure that 
they take advantage of these new technologies adequately 
in their transformation journey. For example, while analytics 
is quite widely used across banks for sales and marketing, 
it is still largely unexplored in core business areas such as 
lending. Many banks are not yet  using analytics to improve 
loan query conversion, reduce customer churn or reduce 
loan delinquency. To take another example, despite a lot of 
buzz around digitization, very few banks offer full, end-to-end 

digital experience in lending. Banks should also investigate 
ways to bridge gaps in their current service model using new 
technologies.  

The rise of fintechs has reinforced the view that there is 
a gap between customer expectations and the services 
offered by the banks. With banks adopting different 
approaches from competing to collaborating with fintechs, 
how can the banks emerge as the winners? 

It could be argued that fintechs have exploited the gap 
between customer expectations and the services offered 
by incumbents. In this regard fintechs are a normal part 
of business, i.e. a new entrant bringing a new proposition 
to market. However, as technology becomes increasingly 
capable, increasingly affordable and with the backing of 
seemingly endless investments from venture capital firms, the 
rapid rise of fintech does represent something new. We are 
seeing a strong fintech ecosystem taking shape in Australia, 
including the January investment by the Government in H2 
Ventures – the fintech accelerator. A global survey by IDC 
shows that in Asia-Pacific and Australia there are an increasing 
number of partnerships and collaborations between banks 
and fintechs. Interestingly a survey conducted by Yell Creative 
showed that 98% of Australian financial marketers believe 
fintech is positive for them, while only 32% think that it’s a 
threat. 

We believe the best approach is for banks to learn from 
the fintechs and then beat them at their own game. To do 
this, banks need to combine their advantages—for example 
their scale and existing relationships with their customers 
with some of the same kinds of technologies that the 
fintechs are using. While banks face a challenge in that they 
have to integrate the new technology into their existing 
infrastructures, today’s technologies are sophisticated enough 
to seamlessly integrate with a range of legacy solutions. 
Technology is a means to an end, not the end itself. So in this 
case, banks also need to adopt new business models to be 
able to predict what customers want and to deliver it quickly 
at a price point that customers are willing to pay. The key 
challenge here is developing the business agility needed.  

Today’s consumers are seeing the benefits of innovative 
business models powered by the latest technologies. 
However, they are mostly seeing this in areas other than 
banking. What are the implications for banks? 

Until recently it seemed that customers were resigned to 
accepting the relatively slow pace of technology adoption in

As banks align more closely with 
customers’ needs and preferences, 
it becomes very difficult for 
competitors, including the fintechs, 
to convince them to switch.

98% of Australian financial 
marketers believe fintech is 
positive for them, while only 32% 
think that it’s a threat. 
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retail banking. However, this is changing for 
a number of reasons, including; the way their 
experiences are being shaped by other industries, 
improvements in banking technology and a push 
by the regulators. Customers today have indicated 
their preference for a new age banking experience. 
Banks that are able to offer it stand to win big in the 
long term. As per BCG, banks that have embraced 
a customer-centered, digital-journey, this mind-
set has increased their revenues by 25% and their 
productivity by 20% to 40%. Banks need to innovate, 
they need to organise and manage differently. They 
need to protect and enable their customers, become 
agile in their development processes and be open 
to partnerships with outside institutions. According 
to a PwC survey, 87% of respondents believe 
innovation within the banking industry is very 
important, yet in stark contrast, only 11% believe 
they are prepared for it. 

The good news is that the latest technology can 
now provide an opportunity to achieve a digitally 
enabled business, coupling simplicity with high 
operational efficiency and delivering business 
agility. Digitizing lending operations involves 
rightsizing product portfolios, redesigning customer 
journeys to create seamless interaction across 
channels, replacing the complexity of multitude 
of systems with just a couple of platforms that can 
handle variety while industrializing and automating 
core processes from end to end. Speed, convenience 
and personalization in banking will greatly improve 
customer satisfaction, loyalty and peer group 
recommendations.

What do you have to say about the dilemma 
which the banks face, choosing investments 
committed to ‘run the bank’ vs ‘transform the 
bank’ initiatives?

Every established business faces this challenge, 
but as one of the earliest adopters of technology 
banks have huge legacy investments. Research from 
Finextra shows at least two-thirds (67%) of banks’ 
IT budgets are still being spent on maintenance 
and compliance. For many financial organisations, 
they are using systems that are well past their 
effective end of life dates, unable to handle the 
demands being placed on them. Not only does this 
make it harder to find money for ‘transform the 
bank’ projects but also make the choice a rather 
difficult one. At one extreme we see banks which 
refrain from technology refresh and at the other 

extreme are banks which are creating new digital 
banking offshoots which do not have any of the 
limitations imposed by legacy technology. However, 
banks need to realize that the only way to create 
a ‘bank of the future’ is to strike the right balance 
between the two options. Banks need to choose 
the right technology partners who can help them 
offer new capabilities while co-existing with the 
legacy systems until they are ready to pull the plug 
completely. Delaying the decision to transform by 
embracing new technologies can actually prove to 
be much more damaging due to the fast pace of 
change in customer expectations.

To keep up to date with the latest interviews and 
news at RFi Media, follow @RFiMediaGRB on Twitter.

Banks need to protect and enable their 
customers, become agile in their development 
processes and be open to partnerships with 
outside institutions...87% of respondents 
believe innovation within the banking industry 
is very important, yet in stark contrast, only 11% 
believe they are prepared for it. 


