
888-399-1930 | www.pcbb.com

BID Daily Newsletter Jul 24, 2020

According to American Express, the typical American tells 15 people after they have had a bad

customer service experience. We know you are more tuned into your customers than most, but it is

important to stay tuned in, including your digital banking services.

With so many Americans staying at home, the use of online and mobile services has increased across

multiple industries, including banking. For some community financial institutions (CFIs), it has been

hard to keep up with the growing demand. But, what if the secret to digital banking isn't technology?

That may be music to your ears.

When looking at technology to deepen customer relationships, it helps to take a step back and really

consider what competitive advantage any specific technology gives you over the long term. While

new features can seem enticing when talking to vendors, any edge one vendor advertises may be

replicated by others within a few quarters, equalizing that advantage. Since competing in a

technological arms race is often outside the budget constraints of CFIs, you may be happy to know

that a key element in digital banking according to various surveys is the customer experience. We

touch on three important areas in digital banking for superior customer experience.

Keep connecting with content. Customer experience is especially important where branches

have had to close or limit service hours. A Fed survey found when rural communities suffered the

loss of a physical branch, customers missed having a place to go for leadership in the community.

Having a dedicated place with information to help your bank customers feel connected to you can

help. Right now, COVID-19 and related information is likely where the focus is for community

content. But, even after the pandemic, you can continue to provide value-added content.

Continue gathering information. With each email, digital transaction, and phone call, make

sure information is collected. Your customers are facing a variety of challenges, but they may not

always ask for help. Further, it has been reported that about 67% of bank customers are open to

providing more information if they would get extra benefits. So, being able to proactively reach out

to them with the help they need, based on their information, will be appreciated.

Stay accessible. While technology advances, it is even more important than ever to stay

accessible. As a customer, it is frustrating not finding what you are looking for, or needing special

attention and not getting it. While we know that special attention is your specialty, it may not be

integrated as intuitively into your digital services from your customers' perspective. If a response

to a question takes longer than 5 seconds, the user may stop using the app or website, according

to the tech website DNSstuff. So, be sure to have an obvious button or icon along with immediate

support, when help is needed.

As you work hard to bring more transactions online, remember that each can serve as a starting point

for a conversation. This not only keeps you connected to your customers, but also enhances your

digital banking differentiation, regardless of your budget.

The Personal Touch In Digital Banking

by Steve Brown Topics: digital banking,  customer experience

Summary: It has been hard to keep up with the recent spike in digital

banking. Today, we give you three critical areas of focus for superior

customer experience in digital banking, without breaking the bank (or

budget).
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ECONOMY & RATES

Rates As Of: 07/24/2020 04:39AM (GMT-0800)

Treasury Yields MTD Chg YTD Chg

3M 0.11 -0.02 -1.44

6M 0.12 -0.01 -1.45

1Y 0.13 -0.02 -1.43

2Y 0.15 0.00 -1.42

5Y 0.27 -0.02 -1.42

10Y 0.59 -0.07 -1.33

30Y 1.24 -0.17 -1.15

FF Market FF Target Fed Disc

0.09 0.25 0.25

SOFR Prime Unemp

0.10 3.25 11.10

BANK NEWS

Fed Extends PPP Loans For Directors and Shareholders

The Fed extended the temporary exemption from Regulation O to allow bank directors and

shareholders to receive PPP loans from their related banks through August 8th, the new date for the

PPP.

IT Innovation Barriers

About two-thirds of bank executives state that it takes 1-2 years to launch a new concept when

working without a partner; 58% note that it takes less than 1Y to do this with the help of

FinTechs/BigTech partners. The barriers to this type of collaboration include regulatory and

compliance issues (72%) and poor IT compatibility (72%), according to the World Retail Banking

Report 2020.

Remote Work Continues Afterwards

Global Workplace Analytics predicts that 25-30% of the workforce will end up working remotely

several days a week by the end of 2021. According to a recent Conference Board survey, 77% of US

HR executives surveyed anticipate a rise in the number of employees working primarily from home

(at least three days a week) post-pandemic.

<B>WEBINAR:</B> STRESS TESTING WITH COVID-19

Economic uncertainty is raising the same two questions across many institutions: What loans are at

risk? Do you have enough capital? Join us on Wednesday, July 29th at 9 a.m. PT, as we review two

approaches to address these questions.
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