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Executive Summary: 

There are several key components to successful enterprise-wide customer experience management
(CEM) programs: consistent and visible commitment of leadership, a well-articulated strategy and
willingness to drive cultural change.

Increasingly, a key enabler of success is a robust technology platform to support information needs
on a widely distributed basis. The fact that many banks and other companies are thinking about
implementing enterprise feedback management (EFM) systems alongside established financial,
customer relationship management (CRM) and enterprise resource planning (ERP) platforms is a
testament to their belief that effective CEM is essential to achieving key business goals.

As companies choose to invest in EFM platforms, they must understand that the task of selecting
and implementing the right technology is only part of a much bigger and more complex strategic
effort. The ultimate goal of any CEM initiative must be to enable achievement of key business
outcomes through improving customer loyalty and other important relationship metrics. Reaching
these objectives will require technological solutions accompanied by changes to company culture
and operating procedures.

EFM platforms are becoming a necessity for many companies as the number of customer channels
and touch points expands, online, mobile and other digital channels gain traction, and as technology
enhancements raise the bar for customer service in banking and all other businesses. It is impossible
for companies to collect and analyze this proliferating data without a sophisticated technology
backbone spanning the entire organization.

EFMs provide several important features, including real-time feedback, richer data on the customer
experience and reporting at the most granular level. Together, these features deliver an important
benefit: the ability for companies to trigger immediate action to address issues revealed in the CEM
data. Connecting real-time customer transactional feedback to the relevant employee becomes a
powerful tool to demonstrate how well a company values and tends to the experiences of each one of
its customers.

However, companies cannot complete this critical task of “closing the loop” with technology alone.
EFMs should be implemented as part of a much broader strategy designed to achieve specific
business goals by integrating CEM into workflows throughout the entire organization. In most cases,
that mission will require significant procedural and even cultural changes. Although an EFM
solution will be critical to success in this effort, the technology platform represents just one
important piece of the essential components that facilitate those larger changes.

Given these strategic implications—and the cost and potential disruptions associated with any
enterprise-wide technology project—it is critical that the broader CEM initiative start with the
sponsorship and strong vocal backing of senior leadership. Such support is more readily secured if
the CEM strategy itself is rooted in sound and attractive return-on-investment (ROI) assumptions.
Before investing in a new technology platform, companies must demonstrate both the clear linkage
betweenCEM feedback, improved results in customer satisfaction and business outcomes, and a
compelling strategy for leveraging these connections to improve long-term financial performance.
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their business performance.
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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 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
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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.

Crisil Coalition Greenwich is a part of Crisil Ltd., a company of S&P Global. ©2026 Crisil Ltd. All
rights reserved.
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