
WINNING IN DIGITAL BANKING 
CHANNELS:  
Leading UX practices from across 
the globe

MARK DONOHUE, Founder 
iSky Research



More to do  

First product 

Onboarding 

Groups 

Cards 

Transactions 

Security 

Money management 

Next product 

Next service 

How to win

Session agenda

2

WINNING IN DIGITAL BANKING CHANNELS



( )3( )3

THERE IS ALWAYS MORE TO DO (WHEN TIME PERMITS)
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THINK FREEMIUM AND HELP THE UNINFORMED, UNAWARE OR UNDECIDED CONSUMER TO EXPLORE
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CHOOSING A FIRST PRODUCT SHOULD BE FAST AND FLEXIBLE, NOT A LIFE SENTENCE
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MAKE IT ENGAGING, TASK FOCUSED AND PERSONAL

LIFE PLANNING( )6( )6( )6( )6 WINNING IN DIGITAL BANKING CHANNELS( )6 FIRST PRODUCT

VIDEOAIRWALLEX



( )7( )7

REMOVE THE RISK AND LET THEM EXPLORE
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BREADCRUMBS ARE THE STEPPING STONES TO ONBOARDING ECSTASY
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FINANCIAL MANAGEMENT IS FREQUENTLY A FAMILY AFFAIR
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PROVIDERS ARE WAKING UP TO THE POTENTIAL AND IMPORTANCE OF THE NEXT GENERATION
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VIRTUAL CARDS ARE AN INCREASINGLY COMMON FEATURE OF FAMILY AND BUSINESS BANKING
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CARD CONTROLS ARE GROWING IN DIVERSITY AND AVAILABILITY
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POST-COVID CUSTOMERS ARE TRAVELLING, AND EXPECTING THEIR CARDS TO KEEP UP
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TRANSACTION DATA IS THE LIFEBLOOD OF A GOOD (DIGITAL) BANKING EXPERIENCE
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FEW WOULD CHALLENGE THE MONZO/FLUX UX FOR TRANSACTION DATA LEADING PRACTICE
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MAKING BRANCH INTERACTIONS AND TRANSACTIONS EASIER FOR ALL
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SECURITY IS A SHARED RESPONSIBILITY, BUT ONLY THE PROVIDER CAN OFFER AWARENESS
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AWARENESS IS ONLY HALF THE JOURNEY, MANAGEMENT IS TRULY EMPOWERING
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CATEGORISE, TRACK AND BUDGET SPENDING ARE TYPICAL (IF NOT FUNDAMENTAL) STARTING POINTS
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SUSTAINABILITY IS AN INCREASINGLY COMMON MONEY MANAGEMENT COMPONENT
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AUTOMATIONS ARE ON THE RISE, HELPING CUSTOMERS TO ‘SET AND FORGET’ MONEY MOVEMENT
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INJECTING COMPETITION, COLLABORATION AND A LITTLE FUN INTO SAVINGS
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THE NEXT ACCOUNT MAY NOT BE AN ACCOUNT AT ALL
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‘CALLS TO ACTION’ ARE THE MISSING LINK IN CUSTOMER DECISION MAKING
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SAVINGS RARELY PROVIDE POSITIVE OUTCOMES FOR THE CUSTOMER, INVESTMENTS ARE ON THE GROW
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A GROWING DIVERSITY OF SERVICE OPTIONS ARE PRESENTING THEMSELVES
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 Be clear about what you are selling 

 Understand your opposition  

 Always be innovating and evolving 

 Find (and market) your uniqueness 

 Be the consumer
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