@ ii NTT DATA surveyed 4,807 financial

S

services customers and 476 financial
institutions (FIs) across the globe to
find out what attracts customers and
what makes them want to stay.
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So where’s the disconnect?

technology
established
business
culture
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Digitally mature firms are leading the way
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Leaders in developing personalized one-to-one services are making strides in key areas:
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51%

developed
interfaces for

customer

analytics

48%

increased use of
tools / platforms
to deliver analytics

43%

created initiatives
to better integrate
and connect
digital customer
experience, data
and data analytics

14-18%
have active
partnerships with
service providers
such as travel
experts, music and
game suppliers



https://us.nttdata.com/en/engage/banking-on-ai



