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Are banks struggling to get corporates to adopt their digital solutions? It's no surprise that corporates are at
different stages of digital maturity, and some are not willing to try new digital solutions. Banks that deploy a
one-size-fits-all approach may find it’s not the best solution for a heterogeneous clientele.

So, how can banks create digital solutions that cater to the unique needs of corporates? Here we
explore three questions that can help banks design digital solutions that will benefit from high adoption rates,
from quantifying the benefits of self-service capabilities to ensuring ease of implementation and having a
solid backup plan.

1. What Does the Client Need?

As an essential principle of entrepreneurship, developing a solution to a problem requires understanding the
needs of the client. However, many corporates feel that banks' digital capabilities are challenging to use and
require outsourcing technical support to understand the impact to their internal systems/processes and
implement the solution.

In addition, the corporate may not fully understand the benefit of adoption, which may trigger reluctance to
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adopt. While there are a growing number of corporates wanting to be at the forefront of digital
transformation, for the majority, “good enough” is still the standard, especially if starved of resources and
digital in-house expertise.

As a result, corporates are increasingly seeking tailored solutions and products that respond
specifically to their needs. While banks may do this for the largest wallets in the market, the rest of the
corporate world does not receive the same level of personalization for their solutions.

To address this issue, banks should adopt a three-step approach:

Ensure that corporates understand the quantifiable benefits of using the digital solution.1.
Incorporate any feedback received from clients and close the feedback loop to keep clients2.
informed about any changes to the solution.
Develop an agile approach to adding functionalities as they go, but be considerate of the timing3.
of launch.

Reputation and trust are the main drivers of sustainable adoption. If the beta version of the solution is not
good enough and clients do not like it, relationship managers and product specialists may face challenges in
regaining their trust and convincing them to try again. This effort could be better utilized for other
opportunities.

2. How is the Client Supported?

Once a digital solution has been developed, the next step is to support the client in adopting it. Ideally, the
solution should be so user-friendly that it does not require any training or implementation. However, in
some cases, implementation may be necessary. Banks need to ensure that the process is easy, quick and
cost-effective for their clients.



According to our most recent Large Corporate Cash Management Study, global results show a general
dissatisfaction with the entire onboarding process. Despite the importance of ease of implementation
as a key decision factor when selecting a new banking provider, satisfaction with the digitalization of this
process is very low. In Europe, only 36% of corporates are satisfied with this driver, while in the US, the figure
is 47%.

It is essential for banks to address this issue and ensure that their corporate clients are able to successfully
adopt their digital solutions. Learn more about this topic in our recent report, As Challenges Mount,
Corporates Seek Enhanced Support from Their Banks.

3. What is the Back-Up Plan?

In today's digital age, technical difficulties are a common occurrence. From server outages to software bugs,
anything can happen at any time. But what happens if your client is in the middle of a digital process when
something goes wrong?

This is where having a solid backup plan comes into play. As in most real-life situations, if the client has to
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essentially change its engine mid-air, it is crucial for banks to ensure that their clients can continue their
journey analog and not have to restart from scratch. This is essential to manage execution risk and can
save time and frustration for both the client and the bank.

In addition, having a resilient infrastructure is critical for building trust with clients. If outages occur
frequently, it can inhibit corporates' willingness to test out new digital solutions.

By understanding their clients' unique needs, quantifying the benefits of self-service capabilities, providing
easy implementation and support, and having a solid backup plan, banks can increase adoption rates and
reinforce resilience. With the rise of digital transformation and the increasing demand for tailored solutions,
banks must stay ahead of the curve and meet their clients' evolving needs.
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Disclaimer and Copyright

This Document is prepared by Crisil Coalition Greenwich, which is a part of Crisil Ltd, a company of S&P
Global. 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
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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 Crisil Coalition Greenwich as on the date
of the Document and Crisil 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
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 contained in the Document is based upon a particular bank’s scope, which reflects a bank’s data
submission, business structure, and sales revenue Reporting methodology. As a result, any data contained in
the Document may not be directly comparable to data presented to another bank. For franchise
benchmarking, Crisil Coalition Greenwich has implemented equal ranking logic on aggregate results i.e., when
sales revenues are within 5% of at least one competitor ahead, a tie is shown and designated by = (where
actual ranks are shown). Entity level data has no equal ranking logic implemented and therefore, on occasion,
the differences between rank bands can be very close mathematically.

The data in this Document may reflect the views reported to Crisil 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. Crisil 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 CRISIL COALITION GREENWICH BELIEVES TO BE RELIABLE.
CRISIL 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. CRISIL 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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