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The top five
barriers to
visibility for
BFSI.

Analyzing survey insights to break
down how modern analytics can
improve understanding of the
digital customer experience.
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Overview.

As customers increasingly use digital channels for their banking, financial
services, and insurance needs, it's vital for BFSI organizations to modernize
their digital analytics tool to effectively monitor and understand customer
behaviors. By doing so, they can improve customer acquisition and
operational efficiency and drive business growth.

But, modernizing digital analytics tools isn’t always easy. A new survey
fielded during the fourth quarter of FY 2023 by BizTechlnsights on behalf of
Quantum Metric, identifies major pain points that limit the ability of BFSI

businesses to meet near-term and long-term digital goals. y///

Compiling answers from 200 C-level executives and senior digital /

leaders in the United States and Canada, we found that BFSI

organizations are frustrated with current analytics tools that waste /
their time and don't provide an in-depth understanding of their ; )

customers. Without the right tools in place, many face roadblocks
to building a more unified view of customer needs, including internal
data silos, disparate data, and unnecessary escalations.
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The difficult path to
digital optimization.

let alone diagnose or optimize, digital experiences as either poor

challenges in areas including digital analytics technologies, speed of

response to customer issues, and visualization of customer activity
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FIG. 2:
OF THE FOLLOWING, WHICH
DO YOU BELIEVE YOUR TEAM

The top time-wasters. WASTES THE MOST TIME ON?

Even those respondents who have a positive view of their
ability to monitor or diagnose the digital customer experience,
admit that certain processes waste time. In fact, the majority of

respondents called out four time-wasting activities, in particular:
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Training staff on Establishing priorities for
analytics tools (27%). digital experience (26%).
¢ Training on digital Determining what Identifyingtheroot  Aligning the needed
dentifyingthe cause of Applyingafixtothossissies analytlcs_tools to areas of.the digital caL_Js.e b_ehmd a fix for digital issues.
.y . be able tointerpret experience to digital issue.
customers’ digital (23%). the data. prioritize.
issues (25%).
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FIG. 3:

SIGNIFICANT PAIN POINTS?
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The need for proactive and
faster resolution.

digital friction within an hour.

afriction source. This is a major problem for BFSI




Mobile apps: Visibility is vital.

Mobile technology is part of everyday life and the mobile
customer experience is where BFSI organizations have a
real opportunity to scale. Yet, findings show just 1in 4
organizations say they have deep visibility into their

mobile customer experience.
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FIG. 5:

HOW MUCH VISIBILITY DO YOU HAVE REGARDING
YOUR MOBILE APP’S PERFORMANCE AND ITS
IMPACT ON CUSTOMER EXPERIENCE?

We have We have We don't have
some visibility. deep visibility. amobile app.

We have
no visibility.

)

THE TOP FIVE BARRIERS TO VISIBILITY FOR BFSI.

08
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All this leads to major limitations when it comes to visualizing
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customer activity related to behaviors and technical issues.

For firms that may be using legacy visualization technology
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Digital experience
priorities.

challenges and are looking to prioritize the tools to
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Goal: Consolidating tools and technology.

One solution to close the gap in digital experience visibility is to minimize the number of tools used across the organization. As more
and more tools are adopted by individual teams within a firm, the cost of acquiring and maintaining them and training staff increases.
More importantly, data silos are inadvertently created and actually decelerating their ability to meet digital customer expectations.

BFSI respondents recognize the importance of tool consolidation as an antidote to this dilemma. The majority noted tool

consolidationis very important (25%), important (22%), or somewhat important (27%).
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FIG. 8:

HOW IMPORTANT IS
CONSOLIDATING DIGITAL
ANALYTICS TOOLS AND COSTS
TO YOUR ORGANIZATION?
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Somewhat important Notimportant Very important Important
We are looking at any we are not interested itis one of our top we are looking to improve
options to cut costs, in consolidating tools priorities for 2H 2023. tech stack efficiency.
including in our tech stack. right now.

Quantum Metric



o S

Quantum Metric

Conclusion.

The shift to digital-first interactions within the BFSI
sector has heightened demand for high quality digital
experiences to drive long-term customer loyalty and
engagement. The challenge is many organizations
don't have the tools today to meet these goals.

A single, integrated, customer-centric analytics
platformis the most effective tool for organizations
seeking to leverage insights to empathize with
customers. Above all, the ability to visualize what is
happening as the customer journey progresses as
part of monitoring, diagnosing, and optimizing digital
experiences will determine the ability to meet
organizational KPls and goals.

)

THE TOP FIVE BARRIERS TO VISIBILITY FOR BFSI.

12



About Quantum Metric.

Quantum Metric is a customer-centered digital analytics
platform that provides a simplified approach to monitor,
diagnose, and optimize customers’ digital journeys.

The Quantum Metric platform offers in-depth, quantified
customer understanding that is tied to core business
objectives. Quantum Metric captures insights from 45%
of the world’s internet users, supporting global brands
across every industry. Companies that use Quantum
Metric get to the heart of their customers’ preferences,
quickly and efficiently. For more information about
Quantum Metric, visit www.quantummetric.com.

Quantum Metric

| NS I GHTS

About BizTechinsights.

BizTechlnsights helps guide tech buyers to informed
purchasing decisions. We do this by delivering practical,
engaging content designed to help buyers make the
best choice.
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https://www.quantummetric.com/
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