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Executive Summary: 

Banking is increasingly a technology and data-driven business. “White glove service” alone will no longer
allow banks to effectively compete, unless they keep pace with digital investments. We are facing a profound
period of change in wholesale banking. The leadership teams that are able to make savvy investments to
banks’ capabilities and cultures will emerge as the winners.

Banks separating themselves as winners will have a few key common characteristics underpinning their
success. They will deliver differentiated client experience based on best synthesizing: 1) advanced digital
technologies to eliminate pain points (e.g., onboarding) and deliver new client values (e.g., highly tailored
predictive, prescriptive insights embedded in client workflows) and 2) value-adding advice and relationship
fabric from human touch.

Increasingly, getting the “tech” and “touch” components right will deliver the distinctive experiences clients
are coming to expect. Intelligent automation, combined with powerful data and analytics-driven insights from
real-time signals (“telemetry data”), will create differentiating new values. When these are built into client
workflows in an easily consumable manner (e.g., automated payment type selections using ML trading-off
ease, speed, cost, security, recipient preferences, etc.), they will simplify the future of banking for customers.

In this paper, CRISIL Coalition Greenwich provides guidance for wholesale banks planning major technology
investments to effectively target these expenditures. We explore how the industry is harnessing innovation to
meet rapidly rising client expectations and help banks transform their productivity and efficiency across the
front, middle and back office.

Using findings from the Greenwich Digital Transformation Benchmarking Studies across 2019–2020, we
pinpoint the key drivers of ROI for bank technology investments and identify three areas in which technology
(or technology-related) investments consistently deliver attractive ROI for banks:

Client Experience, which is highly correlated with wallet share1.
Banker Productivity, which affects bank performance in both client experience and sales2.
Marketing of Innovation, which is often overlooked in IT planning but can have a huge impact3.
on ultimate ROI

We examine each of these areas to determine specific enhancements senior management teams should
target to maximize ROI and have the biggest positive impact on bank revenues and profits. A few noteworthy
banks that stand out in their digital investments and capabilities are detailed in the paper.
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Coalition Greenwich, a division of CRISIL, an S&P Global Company, is a leading global provider of strategic
benchmarking, analytics and insights to the financial services industry.

We specialize in providing unique, high-value and actionable information to help our clients improve their
business performance.

Our suite of analytics and insights encompass all key performance metrics and drivers: market share, revenue
performance, client relationship share and quality, operational excellence, return on equity, behavioral
drivers, and industry evolution.

About CRISIL

CRISIL is a leading, agile and innovative global analytics company driven by its mission of making markets
function better. It is majority owned by S&P Global Inc., a leading provider of transparent and independent
ratings, benchmarks, analytics, and data to the capital and commodity markets worldwide.

CRISIL is India’s foremost provider of ratings, data, research, analytics, and solutions with a strong record of
growth, culture of innovation, and global footprint.

It has delivered independent opinions, actionable insights and efficient solutions to over 100,000 customers
through businesses that operate from India, the U.S., the U.K., Argentina, Poland, China, Hong Kong, and
Singapore.

For more information, visit www.crisil.com

Disclaimer and Copyright

This Document is prepared by Coalition Greenwich, which is a part of CRISIL Ltd, an S&P Global company. All
rights reserved. This Document may contain analysis of commercial data relating to revenues, productivity
and headcount of financial services organisations (together with any other commercial information set out in
the Document). The Document may also include statements, estimates and projections with respect to the
anticipated future performance of certain companies and as to the market for those companies’ products and
services.

The Document does not constitute (or purport to constitute) an accurate or complete representation of past or
future activities of the businesses or companies considered in it but rather is designed to only highlight the
trends. This Document is not (and does not purport to be) a comprehensive Document on the financial state
of any business or company. The Document represents the views of Coalition Greenwich as on the date of the
Document and Coalition Greenwich has no obligation to update or change it in the light of new or additional
information or changed circumstances after submission of the Document.

This Document is not (and does not purport to be) a credit assessment or investment advice and should not
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form basis of any lending, investment or credit decision. This Document does not constitute nor form part of
an offer or invitation to subscribe for, underwrite or purchase securities in any company. Nor should this
Document, or any part of it, form the basis to be relied upon in any way in connection with any contract
relating to any securities. The Document is not an investment analysis or research and is not subject to
regulatory or legal obligations on the production of, or content of, investment analysis or research.

The data in this Document may reflect the views reported to Coalition Greenwich by the research participants.
Interviewees may be asked about their use of and demand for financial products and services and about
investment practices in relevant financial markets. Coalition Greenwich compiles the data received, conducts
statistical analysis and reviews for presentation purposes to produce the final results.

THE DOCUMENT IS COMPILED FROM SOURCES COALITION GREENWICH BELIEVES TO BE RELIABLE. COALITION
GREENWICH DISCLAIMS ALL REPRESENTATIONS OR WARRANTIES, EXPRESSED OR IMPLIED, WITH RESPECT TO
THIS DOCUMENT, INCLUDING AS TO THE VALIDITY, ACCURACY, REASONABLENESS OR COMPLETENESS OF THE
INFORMATION, STATEMENTS, ASSESSMENTS, ESTIMATES AND PROJECTIONS, ANY WARRANTIES OF
MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE ARISING OUT OF THE USE OF ALL OR ANY OF
THIS DOCUMENT. COALITION GREENWICH ACCEPTS NO LIABILITY WHATSOEVER FOR ANY DIRECT, INDIRECT
OR CONSEQUENTIAL LOSS OR DAMAGE OF ANY KIND ARISING OUT OF THE USE OF ALL OR ANY OF THIS
DOCUMENT.
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