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Keeping Up with the Mobile Banking Crowd

 mobile banking

Summary: Mobile banking use increased dramatically during the pandemic and

its growth is projected to continue for years to come. CFIs need to respond to the

evolving mobile needs and wants of customers and small businesses. We cover

current trends in mobile banking that customers are looking for.

When the Ford Model T was introduced in 1908, it was a newfangled phenomenon that transformed the

transportation industry into a more self-serve approach, so ordinary people could rely less on public transit. But

the Model T, while impressive for the time, doesn’t have anywhere near the capabilities and luxuries of today’s

cars. Mobile banking, another service that’s poised to make customers more self-reliant, is already undergoing

the same transformation as cars did.

While mobile banking continues to advance, branch closures have been accelerating. For CFIs, the shifting

sands of bank service delivery options present an ever-evolving set of challenges. Maintaining a strong

correlation between services delivery options and customer demands requires keeping a close eye on

customer desires.

Growth of mobile banking. One recent survey by S&P Global Market Intelligence offers some insights. The

survey, conducted from February to March in 2021, found that 52% of consumers were visiting branches less

often since the pandemic began, while 65% were spending more time on mobile banking apps. Almost nine of

ten who indicated that they were using mobile banking apps more often said they also planned to continue or

even increase their mobile banking usage long after the pandemic was over. Various projections show mobile

banking continuing to grow for at least the next few years. BAI research indicates that mobile banking is poised

to grab an increasing share of channel usage, growing to 22% over the next 3Ys.

Mobile versus branch banking. A lot of that growth comes from the younger cohorts, but mobile banking

has been making inroads even with the senior crowd (although older bank users remain the biggest fans of

branches). While banks have been closing branches, there’s evidence that consumers still use and want access

to branch banking. EPAM’s 2022 Banking Report — which surveyed 26K banking customers across eight

countries, including the US — revealed that 85% of respondents visited a physical branch of their bank within

the past year.

In shaping a channel strategy, it is helpful to know how customers use branches versus digital options. As for

branches, the most common uses cited in the S&P survey related to cash and checks. About 54% of

respondents said they either withdrew cash or made deposits into their accounts. One in four cashed a check,

and half used the ATM.

Popular mobile banking uses. Much of the mobile banking growth came from first-time users, who

discovered during the pandemic, just what mobile can do. S&P noted that roughly one in four users tried

mobile check deposit for the first time during the pandemic. One in five were first-time users of such

operations as account-to-account transfers, bill payment, or peer-to-peer payments. 

CFIs will need to go beyond those functions to keep up with customer demands. According to one survey,

newer mobile banking options that are becoming more popular are:

®
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1. Cardless ATM withdrawals. The convenience of being able to withdraw cash using a mobile phone

instead of a card is considered a big plus by small businesses. It was at the top of the list for mobile uses

that increased customer satisfaction the most.

2. Financial management. Tied with cardless withdrawals, financial management tools available via mobile

apps are also highly desired by small businesses.

3. Tap-to-pay cards. Consumers are increasingly using tap to pay, and small businesses are responding by

adding the service. This is another area where CFIs can help their small business clients adapt to the

changing mobile environment.

4. Embedded bank services. Embedding a bank’s financial services into a non-bank‘s services or products is

a rising trend for small businesses. But CFIs have been slow to adopt embedded services. According to

PYMNTS, around 75% of large financial institutions are taking steps to add embedded services, but only

roughly 25% of community banks and less than 10% of credit unions are participating in embedded

services.

Small business owners are rapidly adopting mobile banking. Of particular note for CFIs is how small

business owners are rapidly adopting mobile as a tool. According to one recent report, 66% of small business

owners now use mobile in some way to conduct business. But they also use mobile in loan applications and

payments. According to one survey, small business owners who used mobile banking during the previous three

months rose from 53% in 2018 to 69% in 2021.

While that increase in mobile usage should motivate CFIs to do more to meet the demand, it doesn’t mean

scaling back on more traditional methods. That same survey indicated that in 2021, almost as many small

businesses had visited a branch in the previous three months as used mobile banking. About 39% said that an

annual review with their bankers would be beneficial, while only 8% said that their bankers communicated with

them too often.

For CFIs, keeping up with the mobile banking demands of businesses and consumers will likely be a

fundamental task for years to come. But CFIs should keep in mind that small businesses as well as consumers

still want personal service and access to branches. They want the convenience and efficiency of mobile, but

also the reassurance of a real person to talk to.

STATE-OF-THE-ART ANALYTICS WITH EXPERT INSIGHT

Looking to maximize your business opportunities with the highest level of compliance? PCBB’s Advisory

Services, including CECL, Stress Testing, and Customer Profitability, provide state-of-the-art analytics with

insight from our team of expert advisors to do just that. Contact us today at info@pcbb.com for more

information.

ECONOMY & RATES

Rates As Of: 10/27/2022 05:42AM (GMT-0700)

Treasury Yields MTD Chg YTD Chg

3M 4.11 0.78 4.05

6M 4.47 0.55 4.28

1Y 4.53 0.52 4.14

2Y 4.43 0.15 3.69

5Y 4.21 0.12 2.95

10Y 4.05 0.22 2.53
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https://www.marketingprofs.com/charts/2013/10791/how-small-business-owners-are-using-mobile-technology
https://thefinancialbrand.com/news/business-banking/small-business-banking-finance-mobile-online-app-branch-j-d-power-satisfaction-124702/
http://www.pcbb.com/products/advisory-services?utm_source=IBA(IN)&utm_medium=Ad&utm_campaign=null&utm_term=null&utm_content=AS-MAY-NOV-22
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30Y 4.18 0.40 2.27

FF Market FF Disc IORB

3.08 3.25 3.15

SOFR Prime OBFR

3.03 6.25 3.07
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