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Bridging the

Digital-Human Gap
in Banking

The financial services industry must continue
to adapt to the changing technological
options within their financial centers and
branches to meet changing customer
behaviors and expectations.

Marc DeCastro
Research Director,
Consumer Banking, IDC

Banking Requires an
Omni-Channel Approach

Customers value all aspects of engagement
with their financial institution, from digital
selfservice to employee assisted.

of respondents expect seamless
information across mobile, online, and
in-person interactions.

100% of respondents with household income
over $100,000 expect or are neutral about
getting seamless information across mobile,
online, and in-person interactions, including
59% strongly agreeing with this statement.

of respondents prefer or are neutral about
getting information about bank products
and services from digital televisions and
electronic signage in a branch, including:

of millennials (aged 26—45)

of Gen Z (aged 18-25)

n =1,916, Source: IDC’s Samsung-Consumer Banking and Insurance Survey, November 2023

First Impressions
Are the Most Important

Customers and business owners are quick
to notice when a bank does not provide
modern tools in branch or to its employees.

70%

either agree that the
technology provided to
employees in a branch seems
dated or are neutral about it,
and only 30% disagree.

Among the highest household
earners (over $100,000),
82% either agree that the

technology provided to
employees in a branch seems
dated or are neutral about it.

disagree that their

primary bank
provides a modern
in-branch experience.

n =1,916, Source: IDC’s Samsung-Consumer Banking and Insurance Survey, November 2023

More Personalization
in Branch Is Needed

While customers are pleased overall with
the security and efficiency of branch
visits, they find that marketing and
personalization are lagging.

either prefer to have an either do not want to
employee engage them use an unmanned
with a mobile device or tablet when they
tablet upon branch entry walk into a branch or
or are neutral about it. are neutral about it.

63%

either do not want to see traditional printed
marketing messages, such as from physical
printed posters, signs, and placards, in a
bank branch or are neutral about it.

Two out of three respondents under
the age of 45 believe that printed
marketing messages are ineffective.

n =1,916, Source: IDC’s Samsung-Consumer Banking and Insurance Survey, November 2023

Overcoming Challenges
Facing Bank Branches

Keeping customers satisfied and utilizing
technology to improve communication and
collaboration are key business challenges

for bank branches.
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OOD The largest challenge is ensuring
() high levels of customer retention

@ and satisfaction.

The second most important
challenge is effective
communication and collaboration
with branch employees.

The third most important
challenge is leveraging
existing technology
effectively.

n =103, Source: IDC’s Samsung Banking and Insurance Survey, January 2024

Mobile Computing
Technology Is Required
Across All Branch Tasks

Employees are increasingly turning to
leveraging mobile devices, including
tablets and mobile phones, to complete
their daily tasks in branch.

The top tools used for branch tasks are primarily
mobile computing devices, specifically:

Mobile Desktop

phone Tablet computer

Market research

Real-time customer data
for product/service
recommendations

Client education
and support

On site surveys
and data collection

Document signing and
customer onboarding

Contract handling
and storage

Communication and
collaboration with
internal stakeholders
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n =103, Source: IDC’s Samsung Banking and Insurance Survey, January 2024

Create More Personalized
and Efficient Engagement
Opportunities

As customers continue their financial
journeys, banks need to provide employees
with the right digital tools to meet these
customers’ increasingly complex needs.

Customers perceived the top challenges when choosing a
financial institution or adding a new product or service as:
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57% 33% 28%

Obtaining clear Submitting applications Engaging directly
and comprehensive and required with bank
information and fees documentation employees

Digital tools provided by financial institutions
to their employees are:

12%

Laptops Desktops Choose your  Tablets Bring your

own device own device
(company asset) (employee asset)

n =1,916, Source: IDC’s Samsung-Consumer Banking and Insurance Survey, November 2023
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Message from the Sponsor

SAMSUNG

Samsung collaborates closely with banking customers to
provide secure, fit-for-purpose, end-to-end solutions that
drive real business impact. By bringing together dedicated
industry experts, a global network of partners, and a broad
range of innovative products built with best-in-class security,
we help banking customers bring their visions to life.

To speak to one of our experts, contact us.


https://www.samsung.com/us/business/solutions/industries/finance/

