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Digital Banking Promised Land

 mobile banking digital banking customer experience

Summary: Seventy percent of community banks with assets between $500mm

and $1B now offer online checking account opening capabilities. Digital

transformation is well underway in banking.

People can be pretty predictable, but they can also do strange things at times. Consider that a study by

Logitech finds 50% of people who lose their remote control for their TV find it stuck between the couch

cushions. Odder perhaps, 4% find the remote in the refrigerator or freezer and 2% find it outdoors or in the car.

As you think about the last time you lost your remote control and where you found it, we switch channels to

discuss capabilities community banks are adding to open deposit accounts digitally.

Offering an easy way to click and switch can make both banks and customers happy. After all, customers love it

because it's more convenient and banks love it because it's a great way to lure in more low-costs deposits to

fund loan growth.

To find out how far banks have come, we look at research from Temenos. It finds 65% of banks have reached

the "Digital Promised Land" vs. just 20% 5Ys ago. Also, some 81% of banks are now planning or have already

embarked on their digital transformation journey.

Community banks have been actively jumping on this digital bandwagon, according to the Retail Banking

Trends report. It finds 70% of community banks with assets $500mm-$1B now offer online checking account

opening capabilities; 50% of banks smaller than that will do so too.

Given this move, it is important to remember several key points to make the digital account opening process

easy, intuitive and seamless. Here are some examples from community banks that might help your team in

this area perhaps.

A bank in CA offers both online account opening and lending capabilities on the same website. While the

processes run on two different vendor systems, the experience is seamless and customer feedback is that it

feels like one platform to them.

Another community bank in FL offers capabilities that enable customers to open an account online in about 10

minutes. Through its vendor, it is working to reduce the process to 5 minutes.

Those are good things that help streamline and simplify the customer experience, but there are also some

challenges. Something that may sound counterintuitive, for instance, relates to overwhelming the customer

with too much information. Experts warn banks to refrain from displaying on one page or a single mobile app

interface all of the deposit products offered. It also doesn't make sense to list all of the varying features of each

product either. Doing these things often results in "choice overload" and abandonment of the account-opening

process.

When it comes down to it, customers offered too many decisions make none. Things that are too confusing and

overwhelming can lead to anxiety deciding which one is best, leading people to just quit the process entirely.
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When done the right way though, digital account opening processes can attract more customers that help fuel

your future growth. We hope that we have given you some valuable tips as you constantly think about better

ways to improve your customer experience every single day.

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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