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The Evolution of the Digital Bank
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Strategy balances inside-out and outside-in views

Primary Business Imperatives

Institutional Retail Brokerage
Online/

Mobile

and enabled through three foundational priorities.

Infrastructure Integration
Security &

Authentication

supported by business capabilities

Customer Payments Information Corporate Centre Operations

Bank Focused

A bank-centric, “inside-out” view,
driving scale efficiencies and controls.

Bank Focused

A bank-centric, “inside-out” view,
driving scale efficiencies and controls.

Banks have always focused inward to drive cost control and
efficiency
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Strategy balances inside-out and outside-in viewsNow, they have a new priority: Customer centricity

Customer Focused

A customer-centric, “outside-in” view,
based on customer outcomes.

Customer Focused

A customer-centric, “outside-in” view,
based on customer outcomes.
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Customer Centricity is a New Way of Acting

Simplify
Offers

Develop
Profiles

Seamless
Transactions

Employee
Attitudes

Service the unique need
of each customer while
reducing product
complexity

Creating improved customer
experience with unified
channels and more
responsive processes and
staff

Enhanced customer
service through
empowering
employees to focus on
rapid resolutions

Effective use of analytics and
deep knowledge of customer
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Automated mortgage processing with Capture and Case Management

Review
& Verify

Source

Transform

Deliver

Approval processes

Multichannel
Capture

Trailing
Documents

Classify

OCR
Recognition

Analyze
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The right information to make the right decisions



© 2013 IBM Corporation8

Access, view and interact with your content
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Document and customer security
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Empower employees through flexible workflows
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Decisions in context – leveraging analytics
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DEMO
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Capabilities required to address case style workloads

Optimize Case
Outcomes

Support the
Way People

Work

Business Can
Take Control

Information to
Make Better

Decisions




