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INTRODUCTION

Competitive Pressure and CX
in the Financial Sector

The Banking, Financial Services, and Insurance (BFSI) sector in North America is
undergoing its most profound transformation in decades, propelled by digital
acceleration and evolving customer behaviors. Trust is the cornerstone of the BFSI
sector: customers entrust institutions with their financial well-being. They demand hyper-
personalized, frictionless experiences across business-to-business channels that enable
seamless interactions.

However, 70% of institutions depend on legacy mainframes, fostering data silos
and inconsistent experiences that breed dissatisfaction. Meanwhile, 67% of digital
transformations falter due to skill deficits and integration complexities.

According to a 2024 Deloitte report, 62% of financial services customers would switch
providers for better digital experiences, underscoring customer experience (CX) as a
primary driver of churn.
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Competitive pressures intensify across multiple fronts:

Fintech disruption

Neo-banks and fintech companies expand at 25% CAGR, seizing market
share with intuitive, mobile-first services built around customer needs. Unlike
traditional banks that treat user experience (UX) and customer experience (CX)
as an add-on, fintechs architect every interaction around user experience,
achieving 10.8% churn versus 19.2% for traditional banks.

Big tech encroachment

Technology giants capture 35% of the $1.35T in financial services revenue

by treating UX and CX as foundational design principles, not afterthoughts.
They build customer-centric experiences from the ground up while traditional
institutions retrofit experiences onto legacy systems.

Customer expectations evolution

Hyper-personalization is non-negotiable, with 74% of customers prioritizing
hyper-personalized experiences, and 54% expecting data utilization for tailored
experiences.




Measures of success come down to a strategic approach: CX-first versus CX as an
afterthought. Disruptors architect experiences around customer needs; traditional
institutions layer digital interfaces onto legacy processes designed for internal
convenience.

This explains why newcomers capture traditional BFSI revenue - they understand that
in a digital-first world, experience is the product. The era of “good enough” customer
experience is over.

Poor CX creates compound negative effects that traditional institutions can no
longer afford:

Immediate churn Silent attrition Reputation
damage
72% switch providers Clients move
after bad call center primary relationships Negative
interactions. while maintaining experiences spread
minimal activity. rapidly through

social media.

The digital transformation imperative is a present-day survival requirement. Institutions
that delay comprehensive CX transformation risk irrelevance as customer-centric
competitors capture their market share.




CHAPTER1

The Multi-Channel
and Personalization
Imperative

Modern banking customers do not think in channels - they think in journeys that
seamlessly flow between mobile, web, branch, and contact center interactions.

Research shows that 91% anticipate channel consistency, yet achieving this requires
sophisticated integration. 73% of online-only customers would switch to a brick-and-
mortar bank, while only 40% of brick-and-mortar customers would switch to online-only
alternatives. This data reveals customers want digital convenience without sacrificing
human connection and institutional trust.

Modern banks use customer data to predict needs by analyzing spending patterns,
account balances, and payment history. When systems flag potential issues, customer
service teams take proactive action. This represents a fundamental shift from reactive
customer service to predictive customer care.

Sixty-one percent of CMOs view personalizing the customer experience as the
top priority for activating loyalty. However, personalization in financial services
encompasses more than marketing - it includes risk assessment, product
recommendations, fraud prevention, and lifecycle management.




CHAPTER 2

Opportunities in Various
Lines of Business

As the financial services landscape continues to evolve, its primary lines of business

are being reshaped by emerging growth opportunities. From banking to insurance,
wealth management, and capital markets, a wave of digitalization, coupled with a rising
demand for personalized guidance and advanced technologies, is fueling expansion.
Collectively, these trends signal a pivotal moment for the industry, offering significant
rewards for firms that can innovate to meet evolving client needs.

» Within Wealth Management, there is an 8.7% CAGR through 2030, prop
by high-net-worth individual growth and increasing demand for persona
financial guidance.

The Retail Banking sector projects 11.6-12.5% credit growth for 2025, fuel
by digital adoption with 84% online banking uptake and 72% mobile apy
preference.

Property & Casualty Insurance has a 9.9% CAGR through 2028, driven
digital self-service adoption and direct-to-consumer channel growth; wi
67% of transactions via self-service channels.

For Commercial Banking, the B2B payments market is expected to reac
$97.9T in 2025, driven by digital lending growth and demand for Al-powe
credit scoring capabilities.

Within Capital Markets, rebounding M&A activity and trading volumes
focus on mid-market deals, with 70% of new applications embracing ¢l
platforms for scalable operations.




CHAPTER 3

The Role of Customer
Experience Solutions

The urgency is clear: boosting retention by 5% can elevate profits by 25-95%, while
32% of customers abandon brands after one subpar experience. With the use of cloud-
based customer experience software solutions, BFSI leaders can convert disruptions
into advantages, fostering customer-obsessed strategies for lasting success. Impact
areas include:

Generative Al:

Chatbots enhanced by generative Al
revolutionize customer engagement,
providing personalized, context-
aware responses that feel natural
and helpful.

Extended-reality banking:

Virtual and augmented reality create
immersive banking experiences, with
forward-thinking institutions offering
virtual branch services leveraging
AR/VR technology.

Robo-advisors:

Al-powered investment guidance
democratizes wealth management,
making sophisticated financial
advice accessible to mass-market
customers.

Quantum computing

Advanced computational power
enables complex financial
simulations and real-time risk
modeling for personalized product
offerings.




CHAPTER 4

The Oracle CX
Advantage

Oracle CX provides a foundation with unified intelligence enabling real-time, compliant
decision-making across all customer touchpoints. The platform breaks down data

silos and creates comprehensive customer views essential for effective relationship
management.

Key capabilities

Real-time customer
data: Integrated views
across all channels and
products

Predictive analytics:
Anticipate customer
needs before they are
expressed

Compliance-ready
governance: Built-in
regulatory compliance
for financial services

Risk integration: Native
connectivity with risk
management and fraud
detection systems

Al-powered personalization at
scale

Oracle CX leverages artificial intelligence
to deliver personalized experiences:

Behavioral insights: Deep understanding of
customer preferences and lifecycle stage

Next-best-action: Al-driven
recommendations for optimal customer
engagement

Real-time decisioning: Instant, contextual
responses across all channels

Predictive engagement: Proactive
outreach based on customer behavior
patterns



Industry-specific
capabilities

Oracle CX offers sector-specific
features including:

Pre-built financial services
templates and workflows

Regulatory integration for
compliance requirements

Financial product configuration
tools

» Risk management connectivity
and reporting

Oracle CX provides the
technological foundation and
industry expertise necessary to
win the customer experience
battle. Solutions address specific
challenges facing each BFSI

line of business while delivering
measurable ROl and sustainable
competitive advantage. The
window for transformation is open,
but market dynamics suggest early
movers will establish advantages
that become insurmountable

for followers. With customer
expectations continuing to

evolve and competitive pressures
intensifying, the institutions that
act decisively today will define the
industry’s future.




CHAPTER 5

Building the Foundation
for High-Performance
Operations

Success requires more than technology - it demands cultural transformation.

Organizations must invest in upskilling to close capability gaps and foster customer-
obsessed cultures. Key areas include:

» Data science and analytics capabilities
Digital experience design expertise

« Al and automation implementation

« Compliance technology proficiency

The choice is clear

Lead the transformation or risk getting left behind. Partner with Argano

and Oracle CX to convert disruptions into competitive advantages by
transforming your business through high-performance operations, delivering
hyper-personalized, efficient, and compliant experiences that drive
customer loyalty and business growth.
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About Argano

Argano is the first and largest Global Specialist
Consultancy exclusively focused on the design
and delivery of High-Performance Business
Operations with our Al-forward approach to
transformation. We pioneer intelligent and
connected solutions for our clients’ operational
environments across customer engagement
and service, revenue management, finance
and planning, supply chain, and workforce
optimization, driving both efficiency and

the agility to innovate product, service,

and organizational design at the speed of
today’s market. Competitive advantage,

cost optimization, customer satisfaction, and
sustainable growth are our North Stars and our
promise to our clients.

Embark on your transformation journey and
unlock your full potential.
Contact us at info@argano.com
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