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Edge ahead through
customer centricity

How to craft a winning strategy for
digital communications

In an age of relentless digital progress, the financial services industry is
undergoing a rapid transformation, particularly within digital communication.
Customers increasingly demand seamless, personalized, and immediate
interactions across digital channels, forcing financial institutions to adapt their
communication strategies to stay competitive.

To gain an edge in the market, leading companies and organizations are taking a
customer-centric approach to digital communication. By understanding customer
needs, preferences, and behaviors, tailoring communication strategies to specific
customer segments, and ensuring consistency and personalization across all
channels, financial institutions can create a unified and engaging customer
experience.

“Organizations that focus their personalized messaging
around helping consumers can expect 16% more impact
on commercial outcomes than those that don't.”

— Gartner

Creating your digital communication roadmap

This paper explores the key market drivers pushing financial institutions towards
digital communication, outlining considerations and recommendations for
developing a successful digital communication roadmap. It highlights the
importance of adopting a seamless omnichannel approach, leveraging data-driven
insights for personalization, and upholding stringent data security and privacy
measures for maximizing the benefits of digital communication in the financial
services industry.

We hope this paper is useful to your research as you begin or continue your

journey towards digital communication. If you have any questions on anything you
read here, please don’t hesitate to get in touch.
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Market drivers for digital communication

The transition to digital communication in the financial services industry is
fueled by several compelling market drivers. Having a clear grasp of these
drivers can help you build your knowledge of customer needs broadly and
put you firmly in the driver’s seat.

Rising customer expectations

Today’s customers demand seamless, personalized, and immediate interactions across digital
channels. They expect 24/7 access to information, self-service options, and personalized
communication tailored to their specific needs.

A competitive landscape

The rise of digital-native financial institutions, such as challenger banks and fintech start-ups, is
disrupting traditional models, forcing legacy players to adapt and embrace digital communication
to remain competitive.

Evolving customer demographics

Younger generations, particularly millennials and Gen Z, are driving the adoption of digital
communication tools. They prefer digital interactions and expect financial services to be readily
accessible through their mobile devices and other digital channels.

Technological advancements

Artificial intelligence (Al), data analytics, and cloud computing are enabling innovative digital
communication solutions. These technologies allow financial institutions to personalize
communication, automate processes, and gain deeper insights into customer behavior.

Regulatory pressures

Regulatory bodies are emphasizing customer experience, data privacy, and digital accessibility.
Financial institutions must adapt their communication strategies to comply with these regulations
and ensure they are meeting evolving customer expectations.

“Today’s customers want personalized and consistent experiences
across touchpoints and channels when managing their finances and
buying financial products. They seek convenience and value through
real-time, predictive, and proactive financial experiences that serve
their specific needs.”

— Forrester
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Take a best-practice approach to your digital
communications roadmap

To ensure your roadmap not only meets industry standards but
exceeds them, let’s explore the top four strategic insights and proven
methodologies.

1 Ensuring customer centricity

To truly connect with customers and build lasting

relationships, put customers at the heart of everything you é 9 §

do. This means understanding their preferences, habits, L P
and needs through various methods, like surveys, focus & 50 S ¢
groups, and data analysis. aR 9‘9 9

While digital communication is essential, it's also
important to recognize that some customers still value &°
traditional methods like postal mail. So, find a way to strike
a balance between the two, offering customers the
flexibility to choose the channels that work best for them.

Tailor your strategies to specific customer segments
based on their demographics, life stages, and financial
needs. This personalized approach will make sure that
your messages are relevant and engaging for each
individual customer, leading to increased satisfaction.

By following these best practices, you can create a customer experience that feels like a personal
conversation, not just another interaction with a faceless organization.

How to get a deep understanding of your customers
e Establish a dedicated customer experience team to gather customer

]
_ - insights and manage feedback
p . e Create customer personas to represent different segments and guide

communication strategies
e Analyze customer behavior data to understand preferences, pain points
and decision-making processes
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2 Creating a seamless omnichannel experience

Imagine your customer's journey as a smooth ride on a highway, seamlessly merging
from one lane to the next. That's exactly what you want to achieve with your digital
communication channels. By integrating them with existing methods, you create a
unified experience that feels like one continuous road trip, no matter which channel
they choose to turn onto.

This unified experience means customers can switch between websites, mobile apps,
chatbots, and email without losing context or having to start over. It's like having a
GPS that guides them seamlessly from one point to the next, making their
interactions with your services a breeze. And that's not just convenient for them; it
also strengthens your brand's presence, making it feel like a trusted companion.

How to set yourselves up for an optimal omnichannel
experience

Develop an integrated digital communication platform that connects all
channels, including websites, mobile apps and chatbots.

Implement consistent branding, messaging, and visual identity across
channels to reinforce brand recognition.

Provide seamless integration between online and offline channels,
allowing customers to switch channels without losing context.
Consider a plan that balances both online and offline channels over a
certain time period.
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3 Using data-driven insights and personalization

By analyzing customer data, you can uncover hidden gems of information about their
preferences, habits, and needs. This treasure trove of data allows you to tailor your
communication to each customer's uniqgue needs and preferences, creating a
connection that resonates deeper than ever before.

And just like a treasure map, your customer data is constantly evolving, providing
fresh insights that can help you refine your communication strategies and offerings.
By staying on top of these trends, you can ensure that your communication remains
relevant and engaging, fostering lasting relationships and loyalty. Embrace the power
of data and watch your customer engagement soar to new heights.

How to optimize your data

. e Collect and analyze customer data from various sources, including
_‘ ’ ) transactions, interactions and demographic information
,‘ e Use data analytics tools to identify customer patterns, trends and
= potential risks

e Segment customers based on their characteristics, behaviors, and risk
profiles to deliver personalized communication and offers
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4 Providing data security and privacy

Protect your customers' sensitive information as you would your own. Build a fortress
around your data management system, using robust encryption protocols,
Impenetrable access controls, and regular security audits to keep out any unwelcome
intruders. And don't forget to align your practices with data privacy regulations,
ensuring that your handling of sensitive information is above board.

Building trust with customers is paramount, and one sure-fire way to do it is by being
open and transparent about your data usage practices. Provide clear and
comprehensive data privacy policies that explain exactly how you handle customer
information. This transparency will strengthen the bond between your brand and your
customers, making them feel secure and confident in their relationship with you. By
prioritizing data security and privacy, you not only comply with regulations but also
earn the trust of your customers, making them feel like they're in good hands.

How to ensure data security and privacy

C ', ¢ Implement data encryption and access controls to protect customer
_ - information from unauthorized access or breaches.
, . e Conduct regular security audits and vulnerability assessments to identify
= and address potential security weaknesses.

e Provide clear and transparent data privacy policies to customers,
explaining data collection, usage and sharing practices.
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A few tips on the technology side

Navigating the digital transformation landscape can be tricky, especially when it comes to integrating
digital communication channels and legacy systems. But luckily, the right technology can make it
simple. By adopting a unified customer communications management (CCM) platform that seamlessly
integrates all channels, you can ensure consistent and personalized experiences across the board.

A unified platform gives users across your business access to all relevant data, making the process of
creating personalized communications frictionless and efficient. And to future- proof your
communications solution, consider an open platform with modern APIs that allows you to connect to
any business-relevant systems in your ecosystem.

While you are on this journey, it makes sense to modernize your IT infrastructure by adopting cloud-
based solutions that offer greater flexibility and scalability. A modern IT infrastructure also better
supports robust security measures, including encryption, access controls and regular security audits.

Finally, embrace continuous innovation and explore emerging technologies like Al, Machine Learning,
and chatbots to enhance customer engagement and personalize communication. With a little effort,
you can transform your digital communication and leave your customers feeling happy and loyal.

“The benefits of cloud infrastructure for financial services include cost
reduction, better and more integrated security, improved scalability and
flexibility - and it is seen as a more efficient and cost-effective approach
to big data and analytics.”

— Ernst & Young

Metaforce can support you

Make the shift to digital communication effortlessly. Our team of digital communication experts has a
knack for understanding the unique challenges faced by financial institutions like yours. We're here to
help you navigate the complexities of this transition, offering expert guidance on best-practice
customer communications, user experience, and technical integration.

And don't worry about compliance; we're well-versed in the regulatory landscape, ensuring that your
digital initiatives meet all the necessary requirements. With a commitment to innovation and
continuous improvement, we'll stay ahead of the curve in digital communication, adapting to evolving
industry trends and technologies to maximize your success. Let's embark on this transformative
journey together, and we'll help you unlock the boundless potential of digital communication.

Reach us at hello@metaforce.se or visit metaforce.se for more information.

(© Metaforce 2024


mailto:hello@metaforce.se
http://www.metaforce.se/
https://www.forrester.com/blogs/banks-must-align-strategy-and-technology-to-succeed-with-personalization/
https://www.forrester.com/blogs/banks-must-align-strategy-and-technology-to-succeed-with-personalization/
https://www.forrester.com/blogs/banks-must-align-strategy-and-technology-to-succeed-with-personalization/
https://www.forrester.com/blogs/banks-must-align-strategy-and-technology-to-succeed-with-personalization/
https://www.ey.com/en_gl/assurance/how-digital-transformation-impacts-financial-services-companies-and-their-audits

