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Business Customers And Their Digital Needs

®
Summary: Digital tools have been widely accepted and used by consumers. Are
business customers seeing any benefits?

For some, retirement is just around the corner, while for others it is quite a ways off. Some interesting thoughts
on retirement: experts say you should not withdraw more than 4% of your nest egg in the first year, Social
Security is meant to replace about 40% of your pre-retirement income, and 94% of those 50+ say technology
helps them keep in touch with family and friends. Good luck to all regardless of age or stage.

On the technology front at least, things are moving rapidly forward for people of all ages. That is also the case
when it comes to how retail customers embrace bank apps and other digital tools, and how small business
customers take to them.

No one can deny that for consumers, there's a plethora of digital tools at their fingerprints and they are
increasingly satisfied with the offerings. Here a J.D. Power 2019 US Retail Banking Advice Study found a 21-
point satisfaction gain over the past year for advice delivered digitally, and an even higher 30-point gain
among consumers under 40Ys old.

The types of advice on digital tools that consumers appreciate most are investment-related advice; quick tips
to help improve their financial situation; retirement-related advice; advice to help keep track of spending and
household budgets; and saving for a large purchase.

While the J.D. Power 2018 US Small Business Banking Satisfaction Study found that nearly 50% of small
businesses say they don't bother with their bank's mobile offerings due to little value, another survey shows
some areas community banks might consider to upgrade business apps.

In addition to the mobile remote deposit capture feature, the ath Power Small Business Digital Banking Study
found small businesses would also like digital tools that could expedite cash receipts and boost cash flow.
These include online account opening, online business loan applications, digital payments and business
planning/management tools. While this survey is a bit older, many of these features are still needed.

Another survey by Aite and Bottomline Technologies found that in addition to the aforementioned tools, small
businesses would also like other things. These include: advanced fraud management tools offered within the
online banking; account onboarding self-service tools; online tools for cash flow management, including
forecasting and budgeting that are integrated with online banking to minimize manual entry; and integration of
online banking with leading accounting systems.

Mobile banking is definitely on every bank's radar, but going forward, it is important to know what your
business customers may want. Staying in tune with these customers is the best way to satisfy their ongoing
needs for time and cost efficiencies too.

The same ath Power survey above found that 67% of business owners would switch banks, if there were
products/services that could help them grow their business better. Also, 54% stated they would even think
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about moving to a non-bank option, if it could help them with this goal.

While your relationships keep your business customers more loyal, we all know that there could be reasons
why a business customer might also stray so it is critical to stay connected.

ON DEMAND HELP FOR COMMUNITY BANKERS

Community bankers face many difficult challenges every year, but you are not alone. Our experts stand ready
to help you address a variety of issues. Go here to view options and opportunities.
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