
THE NEXT WAVE
OF DIGITAL 
TRANSFORMATION

           85% of senior banking leaders agree that as consumer data from IoT expands, there 

will be an opportunity for banks to provide services that enable people to manage their 

lives, not just their finances, more effectivley.

Source: The Future of Retail Banking Market Force 2016    

ANTICIPATING CUSTOMER NEEDS

Understand me and my 

needs when managing my 

finances

Suggest what’s best for 

making the most of my 

money

Be my personal concierge 

and keep me on the best 

deals

Recognise my loyalty and 

reward me based on my 

personal needs

Present me with timely and 

relevant offers that are 

personalised to me

          Digital is not a channel; it’s a 
paradigm by which your customers live 
and you must too.

Digitalisation will 

increasingly enable 

organisations to reduce 

operating costs 

through the 

automation of 

customer journeys 

Better customer 

engagement though 

personalisation will lead 

to increased customer 

loyalty, retention and 

growth

Superior customer 

experiences and more 

collective customer 

offerings will 

increasingly drive 

revenue streams and 

commercial success

 THE EVOLUTION OF CUSTOMER 
EXPECTATIONS AND BEHAVIOURS

The changing habits of customers and an increasing competitive environment are forcing 

organisations to transform their business as a matter of urgency. In a world where customers 

financial and non-financial needs are converging, digital transformation provides the 

opportunity to satisfy these needs

ACCELERATE YOUR DIGITAL 
TRANSFORMATION 

5 West Victoria Dock Road, Office 8, Dundee, Scotland, DD1 3JT

0138 293 7033

info@bgsbusinesssolutions.co.uk

The Hub, Pacific Quay, Glasgow, G51 1DZ

0330 122 2800

info@swarmonline.com

BGS BUSINESS SOLUTIONS

John Garvie, Transformation Director, Technology

Adrian Woods, Consulting Director, Digital

SWARMONLINE

Andrew Duncan, Managing Director

Ryszard Jedrzejewski, Financial Services Portfolio Manager

THE DIGITAL TRANSFORMATION 
OPPORTUNITY IS NOW

Internet of thing connecting 

customers with their homes 

and vehicles

Regulators driving 

competition, innovation, 

better pricing and services

Fintech positioning 

themselves in the banking 

value chain

Emerging customer base 

re-setting expectation of the 

services they require

Open banking and API 

economy gaining momentum 

across sectors 

Big data and analytics 

driving great customer 

insights

EASE & 
CONVENIENCE

INSTANT & REAL 
TIME RESPONSE

CONNECTED
EXPERIENCE

BETTER 
QUALITY

PERSONALISED 
DEAL

MY
LIFESTYLE

Retail

Entertainment

Leisure

Energy

Travel

Wellness

Media

MY
FINANCES

Trust, Security, Peace of 

Mind, Value for Money, 

Ease, Truly Digital 

Experiences

HELPING CUSTOMERS 
MANAGE  THEIR FINANCES 

& LIFESTYLE IN ONE 
PLACE

Current Account

Credit Card

Personal Lending

Mortgage

Savings & ISAs

Wealth & Investment

Insurance

 CONVERGENCE

           Striking the right balance between rapid pace in digital transformation and your 

emerging customer needs, will keep you relevant today and with your customers of 

tomorrow.

           It’s impossible to have great customer experience without digital tranformation in 

the age of the customer.

Source: George Westerman - Forrester

           80% of bankers expect a significant increase in competition over the next five years 

as a direct result of open banking.

Source: The Future of Retail Banking Market Force 2016    
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