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Executive Summary: 

Banks today, in many ways, feel like analog players in an increasingly digital world. Yet change is coming fast:
Within the next decade, they will feel and operate more like tech companies with banking licenses.

Over the last year, buyers of wholesale banking services have started bringing their personal experiences as
online consumers to their expectations for commercial banking services. One-click ordering from Amazon,
tracking fulfilment requests from Uber, auto-populating information from Google Chrome, and other
innovations have changed perceptions about what is possible and what is expected in electronic commerce.
With tech and retail sites setting new standards, customers increasingly expect interactions with their banks
to be easy, fast, transparent, and done on their own terms. Expectations have changed dramatically in the
last six to 12 months, with frustration evident when desired digital simplicity is not found.

These demands and other competitive factors are pushing banks inexorably toward a new model: By 2025,
leading banks will be operating as digital financial superstores that blur the line between technology
companies and banks.

Getting to that point will not be a smooth ride. Even in the best scenario, banks as currently constructed will
struggle to keep pace with retail and tech providers when it comes to innovations in online functionality and
service. New regulations and compliance demands have made onboarding, loan applications and other
standard bank functions more difficult, time-consuming and frustrating for customers.

Although banks are trying to use technology to overcome these new challenges and deliver a more seamless
customer experience, their efforts to date have largely failed to alleviate the problems and keep up with
rapidly rising expectations.
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These developments have left banks in a tough spot. At exactly the time when their customers are learning
how fast, easy and transparent online service can be, banks are struggling simply to maintain the quality of
service, as much of their technology spend is dedicated to addressing risk, security and compliance needs
and keeping disparate legacy systems running.

Enter the nonbanks. Banks’ troubles in this area have created an opening for nonbank lenders and fintech
providers that leverage cutting-edge technology and their largely unregulated status to deliver the type of
service and experience consumers have come to expect from the best Internet and mobile sites.

For the next five years, the industry will continue to experience this “digital divide,” in which technology-
fueled disruptors drive rapid and dramatic change in the financial landscape. However, this fierce competition
will set the stage for a new era. To overcome their regulatory disadvantages and keep pace with high-tech
rivals, traditional providers will be forced to make sizable investments and implement sweeping alterations to
their culture. Some providers will make it, many will be left behind.

These changes will transform many of these traditional providers into “digital financial superstores” that
represent the future of banking.

Methodology: 

Data noted in this report is collected from the Greenwich Associates Commercial Banking Program and
Greenwich Market Pulse studies, which is ongoing research that addresses the most important and timely
issues facing small ($1mm–$10mm) and mid-sized ($10mm–$500mm) company executive decision-makers
about their banking relationships.
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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
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
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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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