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With the rise in digital devices, we’ve all grown accustomed to 

simple, intuitive applications that collectively help us manage 

all facets of our lives. And as our expectations have increased, 

businesses have struggled to keep pace with necessary changes.

Financial services firms, in particular, are at a crossroads. Your 

customers and employees expect you to update your practices 

and offer more intuitive online access. But digitization must 

also fit within the confines of strict compliance and regulatory 

standards. Despite this added complexity, many financial groups 

with virtually unlimited resources at their disposal are testing new 

digital offerings. These firms may have first-to-market advantage, 

but there is still time to catch up. Mid-sized institutions can be 

more agile in their development efforts, ultimately providing an 

opportunity to outsmart and outpace competition.

In this eBook, we’ll showcase the changes in customer 

expectations, shed light on the impact on the financial services 

sector, discuss the essential changes that you need to make, and 

offer a guide to speed your differentiation initiatives. Kick start 

your technology-driven innovation and gain market share over 

your larger bank rivals.
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CHANGES IN CUSTOMER EXPECTATIONS

Your customers are increasingly looking 
to educate themselves and manage 
their lives online. Whether the goal is to 
make an investment, research new credit 
options, or take out a loan, the customer 
is now in charge. This means that financial 
institutions need to re-evaluate their 
products and services. 

Products need to be competitive in the 
market and personalized to your customer 
segments. And above all, this information 
must be available online and be easy to 
locate across web, tablet, and mobile 
device interfaces. The online experience 
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Question: Since you started using mobile 
banking, how likely are you to recommend 
the bank(s) you use for mobile banking?

Question: Since you started using mobile 
banking, how likely are you to stay with the 
bank(s) you use for mobile banking?

Source: ‘The ROI of Mobile Banking,’ Forrester Research

that you build will make or break 
your bank’s success. In fact, Forrester 
Research indicates that successful online 
engagement drives loyalty, raises net 
promoter scores, and is cheaper for the 
business.1 

The two pie charts showcase the results 
of two survey questions, where Forrester 
Research reviewed how new channels 
promote branding and customer loyalty.  
Overwhelmingly, respondents say that 
they are more likely to recommend a bank 
or stay with a bank if they are already 
using mobile banking capabilities.

New Channels Promote Branding and Loyalty

63%

11%

26%

As likely More likely Less likely

62%

8%

30%
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THE CURRENT STATE OF ONLINE ENGAGEMENT

Financial services groups have recognized the need 
to digitize. And as mentioned earlier, some pioneering 
firms have started to test digital solutions. Already 72% 
of customers are active users of mobile banking. 82% 
also cite that they are interested in digital financial 
products and services.2 

But despite customer interest, banks have yet to find 
the right way to engage online. 67% of customers report 
that they do not receive a seamless experience with 
their financial services engagements.2 This often ties 
into the ease of access to information, simplicity of the 
transaction process, and number of online capabilities 
to name a few.
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DISRUPTION IS EVERYWHERE

It should be no surprise that those customers who are 
not happy with online capabilities are willing to change 
to another bank. And as the Internet reduces barriers 
to entry, even within the financial services industry, you 
should expect your competition to grow. To date, 72% 
of customers say that they are just as likely to bank with 
non-financial services companies.2 

Disruption is everywhere. In fact, 35% of banking 
revenues will be at risk by 2020 due to disruption in 
the financial sector.3 The race to digitize has begun, 
and your larger rivals are shifting budgets. Just recently, 
Deutsche Bank announced plans to shrink its securities 
business and other non-performing lines, reallocating 
EUR 1 billion towards a new project to create a more 
digital bank over the next three-to-five years.4 

But large, multi-national businesses can be sluggish 
with new initiatives. While niche, and mid-sized 
institutions may have fewer resources and smaller 
budgets, they have greater autonomy and agility to 
quickly progress new projects. It’s time to act. Without 
unlimited budget, you need to be smarter than your 
competition. You need to think like a software company.
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THINK LIKE A SOFTWARE COMPANY

Traditional practices are catching up with 
the financial services sector. Between 
paper-based origination processes, a 
high cost of sale and low margins on 
bank products, and a growing struggle 
to differentiate in a highly commoditized 
space, the market is in need of change. 
And your competition is all around you, 
from large banks with plenty of money 
to spend to a crowd of digitally-native 
startups with lean practices. 

To win, you need to rapidly and 
continuously innovate. You need to start 
thinking like a software company. 

Consider how you can digitize your 
paper-based processes to increase 
customer satisfaction and reduce 
closing time. 
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Evaluate your workflows and automate 
processes so that you can achieve 
straight-through processing and more 
seamless transactions. 

Determine where you can differentiate 
through unique processes (such 
as superior customer service or 
self-service adjustment capabilities) 
and use technology to build new 
applications that support those efforts. 

But above all, recognize the importance 
of flexibility throughout these projects. 
Change should be expected and 
welcomed – you are now in a state of 
‘permanent volatility. 3’ Build new digital 
experiences that can be easily adjusted 
over time based on changing market 
dynamics.
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THE TOP THREE DIGITAL PRIORITIES

Will you be disrupted, or are you a disruptor? To compete 
and win against your competitors, financial services 
firms need to prioritize technology advancements across 
business groups. Digital engagement is now essential to 
your differentiation plans. 

For financial groups who wish to gain the greatest 
return on investment for digitization projects, focus on 
the top three digital priorities listed below. These topics 
represent areas already identified as important avenues 
for online engagement. 

New products and services

Customer engagement applications

Business process applications
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New products 
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engagement
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1. NEW PRODUCTS AND SERVICES

Your customers expect more personalized 
products and services, and they expect 
to access information whenever and 
wherever is convenient for them. 

For example, are customers able to 
purchase products online and using 
mobile devices? How difficult is that 
process? What information can be 

updated? How easy is it to locate and act 
on product information?

Consider how you can differentiate 
your business and better engage your 
customers. And remember, speed is 
essential. You need to accelerate your 
transformation efforts and test new digital 
features to find out what customers like.
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INSPIRATION FROM YOUR PEERS

Delivering Online Mortgage Origination in 
One Week

A specialized lender wanted to differentiate itself from 
traditional banking competitors through digital offerings. 
While evaluating boutique digital agencies (rather than 
a traditional financial system provider), the team realized 
that their digital initiatives were too large for one project. 

Instead of losing years to the development of one 
custom system, the team selected a rapid application 
development platform to enable a more iterative 
approach to complete the project through shorter sprints 
and smaller application releases. The group was able to 
launch to market and gather feedback more quickly.

The first release enabled online mortgage origination. 
Customers could apply for various mortgages and 
receive an immediate decision regarding eligibility and 
principal. The initial application was released within one 
week by a team of three people (including one rapid 
developer, one product owner, and one tester).
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1 week
to deliver online 
mortgage origination

including one rapid 
developer, one 
product owner, and 
one tester

3 FTE
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INSPIRATION FROM YOUR PEERS

Increasing Savings through Automated 
Financing for 1,800 Car Dealers

An automotive financing and leasing company utilized 
an outdated system to enable 1,800 car dealers to 
create and manage calculations, proposals, requests 
and contracts. However, the maintenance and ongoing 
development of the current system was no longer 
efficient and it became tedious and cost prohibitive to 
apply changes. The team needed to replace its existing 
system quickly, to avoid any further business impact. 

Using a rapid application development platform, the 
team rebuilt the system in just eight weeks with two 
dedicated team members. The re-platforming also 
included two important functional improvements 
to enable additional business value: information 
management and extended authorization management. 
The group estimates annual savings of 25%.
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2. CUSTOMER ENGAGEMENT APPLICATIONS

Your customer must come first. And that 
means that you need to understand 
how they wish to engage with you 
and then make those interactions as 
easy as possible. Often, this involves 
advisement tools, fact finding assistance 
for employees, and more intuitive online 
portals.

Consider how you can simplify back-
end processes to improve access to 
information and make sure to be as 
transparent as possible. The objective 
should be to simplify the process to 
ensure that information is easy to 
access and transactions are seamlessly 
processed.
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INSPIRATION FROM YOUR PEERS

Providing Personalized, Customer Access 
for 1M Users

A pension provider handles the administration of 
more than 60 pension funds with more than 1 million 
participants. The group managed a majority of its 
operations and customer interactions through its call 
center and branches, which increased overall business 
costs and led to service delays. 

The provider built a multi-tenant, customer portal so 
that pension holders can access their relevant fund and 
retirement information without having to speak to a call 
center representative. The online system delivers a 
tailored user experience based on the style guide of the 
specific pension fund in which the individual participates. 

Two rapid developers were able to deliver the full portal 
in just ten weeks. The app has created greater business 
agility, reduced the cost to administer the funds, and 
expanded communication/distribution channels.
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2 FTEs
delivered the full 
portal

project delivery

10 week
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INSPIRATION FROM YOUR PEERS

Writing Business Faster by Eliminating 
Paper-Based Submissions

A life insurance, pensions, and investment management 
company experienced a high percentage of errors with 
its bond trading application forms. The paper forms 
required an abundance of information, across thirty 
pages, leading to mistakes. In many cases, customers 
required up to four attempts to complete the form 
correctly. To speed this process, the team moved from 
a paper-based process to an online data submission 
process. 

A team of three rapid developers built the new digital 
submission form in just six weeks. Customers and 
brokers can now invoke electronic business by creating 
bulk deals across multiple plans. A deal can either be 
a buy, sell or a foreign exchange. The portal integrates 
into the company’s bond trading systems, eliminating 
downstream data entry.
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6 weeks
to digitize the 
entire paper-
based process

moved the paper-
based process online

3 FTEs



Efficient operations are critical to running 
any business, for example managing fraud 
workflows or procurement of specialty 
products and services. Banks who digitize 
their back-office processes are able to 
improve efficiency, ultimately reducing 
the cost of service and support while 
improving response times and customer 
satisfaction. 

3. BUSINESS PROCESS APPLICATIONS

Consider how you can streamline 
complex internal workflows in a way 
that enables future flexibility in case 
of internal calculation or regulation 
change. There are a variety of back-office 
workflows worth reviewing, including 
loss adjustment, claims reporting, file and 
policy management, risk assessment and 
detection, and fraud management. 
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INSPIRATION FROM YOUR PEERS

Streamlining Business Processes through 
Flexible Customer On-Boarding Systems

This independent provider of risk, compliance and 
transaction management solutions manages the 
processing of mortgage originations for banks and 
financial institutions. However, their internal system for 
managing customer on-boarding lacked the flexibility 
to accommodate changing customer systems and 
requirements. The team also recognized the growing 
need to support smartphone and tablet usage.

The team of three individuals came together to deliver 
a new, custom solution to improve their business 
processing. With a rapid application development 
platform, the team has been able to deliver 19 digital 
applications. Within the first year alone, the team 
launched three applications, the first being an internal 
app for managing mortgage origination, a second app 
that extended the mortgage origination app to a portal so 
customers can view SLAs, and finally a specific app for 
one client’s usage. 
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INSPIRATION FROM YOUR PEERS

Business Innovates Faster, while IT Regains 
Control

A global provider of derivatives and securities for 
financial market participants recognized that their 
team carried unnecessary risk from over 30 business 
applications built by various business teams. Given the 
constant changes to reporting requirements, SLAs, and 
contracts, these teams were not confident that IT could 
keep pace. Instead, the business groups built their 
own applications based on Microsoft products such as 
Access, Excel and SharePoint.

The business applications were located as part of a 
routine IT audit. The IT department did not want the 
additional risk associated with housing data outside of IT 
control and looked into ways in which they could absorb 
these applications into the IT ecosystem. The team 
selected a rapid application development platform to 
re-build each program. 

The platform empowered business users to build 
applications within security parameters set by IT. A team 
of four rapid developers re-platformed the first twelve 
applications within one year. During this time, the team 
also rectified inaccurate calculations made within the 
original applications, saving the financial institution an 
estimated €20K per week.
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YOUR GUIDE TO DIGITIZATION
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You need to start digitizing, but this cannot happen 
overnight. And often, great ideas rarely turn into reality 
because demand from multiple business units far 
exceeds your IT team’s ability to deliver.

Overwhelmingly, financial services teams are failing 
to turn ideas into reality. 71% of IT departments are 
unable to deliver new digital functionality at the rate 
the business demands.5 

Your IT teams are bogged down, focused on core 
systems maintenance projects that monopolize 
their time and leave little room for innovation 
initiatives. Today, 82% of companies report a 
growing backlog of innovation projects.5

Firms allow extended debates about project 
prioritization and requirements. But lack of 
alignment and unclear requirements translate into 
project failure. Currently, over 64% of projects fail to 
meet business expectations.5

Your current process with IT is not effective for 
digital initiatives. You need to fundamentally rethink 
how you and your IT department work together to 
deliver. 

64%
of projects fail to 
meet business 
expectations

of IT teams can’t 
keep pace with your 
business demand

71%



19

RETHINKING YOUR DELIVERY APPROACH

(such as those that differentiate your 
business) without affecting the results of 
maintenance and other efforts.

A bimodal strategy offers a unique set 
of staff, processes and tools based on 
the type of project. This is essential as 
the resources needed to build digital 
applications are very different from the 
resources required to manage core 
business systems. These digital apps 
require smaller, business focused teams 
that can work quickly, deploy regularly and 
iterate frequently. 

These ‘rapid apps’ require rapid tools 
to enable rapid delivery. Therefore, it’s 
not surprising to see the analyst firm 
recommending a new, rapid application 
development approach for such systems.

Historically, financial institutions have 
looked to their own development teams 
to build custom solutions in traditional 
development environments or have 
bought and customized packaged 
applications to fit specific business 
functions. Both solutions are costly and 
can take years to implement, if they 
progress at all. And during this waiting 
period, much could change. 

For example, you could fail to capture 
market opportunities, see a decline in 
customer satisfaction, and witness a 
deterioration in operational processes. 

It’s time to rethink your approach and 
embrace a strategy that reduces time to 
market for digitization efforts and enables 
greater iteration, testing and collaboration 
throughout the process. Gartner Research 
calls for a ‘bimodal’ approach, where 
business and IT teams utilize a ‘fast lane’ 
that speeds delivery for urgent projects 

MORE ON THE RAPID 
DEVELOPMENT FRAMEWORK
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http://www.mendix.com/rapid-application-development-model/
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By utilizing a rapid application 
development platform, business 
stakeholders can deliver the digital 
engagement applications needed to 
meet evolving market demands without 
impeding other IT projects. Rapid 
application development supports 
fast and iterative development and 
can be used by a wider population of 
less-technical individuals, referred to as 
rapid developers. This includes business 
analysts and product managers. 

There are three main benefits of rapid 
development platforms:

1. Collaboration between 
Business and IT ensures that 
each project stays on track and 
produces high-quality results. The right 
platform provides project management 
features, visual development tools, and 
end user feedback mechanisms so 
that more stakeholders can participate 
in development.

TURNING IDEAS INTO APPLICATIONS WITH 
RAPID APPLICATION DEVELOPMENT

2. Support across the entire 
application lifecycle so that you 
can speed more than just design or 
development efforts. The right platform 
facilitates a more iterative, flexible 
process that allows organizations to 
adapt to changing requirements.

3. Accelerated time to 
value as your team achieves higher 
productivity and enhanced exposure 
into business-oriented development 
projects. The right platform enables 
fast and iterative app delivery that 
makes testing and optimizing easy, so 
you get the results, and revenue, you 
need to compete.
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ACCELERATE YOUR GROWTH NOW

The time for change has come. And it’s 
up to you to guide your teams to success. 
Use this eBook to identify places where 
you can begin digitizing and remember 
that speed is of the essence. 

To compete and win against larger 
financial institutions with unlimited 
budgets, you need to be smarter and 
faster. Leverage rapid application 
development technology to test new 
solutions quickly and iterate often. 
Accelerate your digital transformation and 
get results fast.
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Learn More Now

www.mendix.com/financialservices
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