Ne’ ABCs of CX Transformation in
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Some basics on the “new normal” in B2B Financial Services
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a is for new alternatives to traditional Fls...

S With both fintech startups and other giant global players switching to focus on unmet demand
in the B2B market rather than enter the heavily scrutinized B2C market, competition is fierce.’

B2B Financial Services brands cannot afford to be complacent -
Only 28% of our B2B respondents from Financial Services strongly agreed that
employees were formally rewarded for implementing customer-led innovation*
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is for billions in potential revenue
With global commercial lending revenue projected at $597 Billion for

2020 there is a lot of money to be made, but client expectations are on
the rise.’

Only 28% of our respondents strongly agreed that their institution had clear short and long term CX goals”

C is for a crowded industry landscape
58% of all commercial clients do business with six or more banking partners
62% of small business (revenue <$500 Million) clients have between 2-
5 banking partners. Only 16% deal with one FI exclusively.’

If maintaining a consistent experience across different product channels
is a major hurdle for commercial banking clients...

.. then cross-product user administration is a f@fﬂ’/ﬁ’ @WM@?M

B2B banking clients might not have the same
needs, but they all mean business

XL clients demand complex
CX excellence
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Large clients need Fl lending
and good leading partners

Maximum mobility for

mid-sized multi-tasking

“Scaled-down” |
doesn't spell stupid
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Multi-national corporations

With SME's Mid-sized companies Large corporations N X
increasingly looking often have relatively often need supply demand consistent file
abroad for both small finance chain financing to format standards, a f.uIIy
suppliers and departments, improve operating integrated set of or1.I|ne
clients, their once- putting a premium capital and often lean tools, SWIFT reportlng/w
simple needs have on having the ability on a lead transaction FI payments, and eBAM =
grown to become to initiate, approve for things like inter-
quite complex’ and verify payments company lending and
on the go® sophisticated netting”

If your B2B tech strategy doesn't make room for customer service
and workflows then your CX is going nowhere...fast

Where transforming CX in B2B Financial Services matters most...

Here are some of the most frequently referenced CX pain

. . . . . Areas where transformed CX
point areas by B2B Financial Services clients '

functionality is most valued by
B2B Financial Services clients 13
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Current opportunity areas for innovation in B2B Financial Services
@// include back office areas like default management and servicing”

B2B Fls would significantly benefit by taking a page from the fintech
_ playbook and integrating Al more closely into corporate lending practice”
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