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Need To Know

Excellent 
Experiences Are  
No Longer Optional
The importance of digital 
banking is about to grow.
Spurred by the closure of nearly 3,000 physical branches in 
the United States in 2021, customers say they expect 61% of 
their banking business to be digital by 2024, with the biggest 
increases consisting of more ATM- and mobile-facilitated 
transactions.

 JEFFREY DEUEL  
CEO and president

Technology has made the 
customers a lot stickier than 
they used to be. And I think that’s 
playing to our advantage.

Source: https://www.spglobal.com/marketintelligence/en/
news-insights/latest-news-headlines/us-bank-branch-
closures-increase-38-to-new-record-high-in-2021-68483121

https://www.bai.org/banking-strategies/article-detail/transforming-the-branch-experience/
https://www.heritagebanknw.com/home/home
https://www.spglobal.com/marketintelligence/en/news-insights/latest-news-headlines/us-bank-branch-closures-increase-38-to-new-record-high-in-2021-68483121
https://www.spglobal.com/marketintelligence/en/news-insights/latest-news-headlines/us-bank-branch-closures-increase-38-to-new-record-high-in-2021-68483121
https://www.spglobal.com/marketintelligence/en/news-insights/latest-news-headlines/us-bank-branch-closures-increase-38-to-new-record-high-in-2021-68483121
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Need To Know

With branch closures a 
common trend, consumers 
have had to rely on 
technology to bridge the gap.
With 1,262 bank branch closures across the first two quarters of 
2022, an increased number of banks have been adopting a “branch-
lite model” to develop more digital, technology-focused banking 
hubs. Consumers have had to adapt to this shift by embracing digi-
tal channels.

All age groups are making digital-only banks their primary financial 
institutions (FIs), with younger, more tech-familiar generations the 
most likely to do so.

Complete adoption of digital-only banking services is a long way off, 
however, with just one in 10 consumers having their primary accounts 
with digital banks. 

31%  
of Generation Z

41%  
of millennials

42%  
of bridge millennials

29%  
of Generation X

8%  
of baby boomers and seniors

Consumers who are very or extremely 
interested in making their primary 
accounts digital-only, by generation:

https://www.bankingdive.com/news/branch-closures-banking-slows-down-sp-global/631058/
https://www.pymnts.com/study/digital-banking-nonbanks-mobile-banking-services-payments/
https://www.pymnts.com/study/mainstreaming-digital-banking-consumer-finance-fintechs/
https://www.pymnts.com/study/digital-banking-nonbanks-mobile-banking-services-payments/
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Need To Know

Much of consumers’ hesitancy to switch their primary accounts to 
digital has to do with the banking experience, with 35% of consum-
ers saying that digital-only banking makes it “harder to bank” and 
38% lacking trust in this channel.

While the branch is unlikely to disappear altogether, digital banks 
have a major opportunity to win consumers’ trust by becoming more 
customized and experience-oriented. Consumers want highly person-
alized banking experiences, with 62% in a recent survey saying they 
are even willing to share more personal information to get more rel-
evant communications from their FIs. Providing experience-oriented 
banking is one way for financial services companies to differentiate 
themselves in a crowded field.

Reasons why consumers hesitate to 
switch to digital-only banking:

47% 0000000047

Data security

47% 0000000047

Switching frictions

41% 0000000047

Fraud risk

38% 0000000047

Trust issues

35% 0000000047

Harder to bank

11% 0000000047

Worse online banking

10% 0000000047

Worse mobile banking

Source: https://www.pymnts.com/study/digital-banking-nonbanks-mobile-banking-services-payments/

A recent study from Keynova Group finds that consumers are 
eager not only to begin using mobile banking but also to person-
alize their experiences. Banks such as BMO Harris, Fifth Third, 
Truist and U.S. Bank are achieving standout satisfaction scores 
by offering features such as quick links to transfers, payments 
and statements as well as savings progress on their digital app 
dashboards. These options not only help customers improve 
their financial health but also win their trust and loyalty. Forty-
one percent of banks on the study’s Mobile Banker Scorecard 
now offer personalization of their apps’ dashboards, compared 
to just 30% just 12 months ago.

https://www.pymnts.com/study/digital-banking-nonbanks-mobile-banking-services-payments/
https://www.mckinsey.com/industries/financial-services/our-insights/best-of-both-worlds-balancing-digital-and-physical-channels-in-retail-banking
https://www.businesswire.com/news/home/20220907005272/en/Braze-Research-Reveals-Disconnect-Between-Financial-Services-Brands-and-Consumers
https://www.pymnts.com/study/digital-banking-nonbanks-mobile-banking-services-payments/
https://www.pymnts.com/study/digital-banking-nonbanks-mobile-banking-services-payments/
https://www.prweb.com/releases/banks_expand_mobile_personalization_and_align_mobile_app_and_web_channels/prweb18896590.htm
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News And Trends

Customization 
Puts Power In 
Consumers’ Hands

Customized banking app dashboards 
help users control spending
Banks are rolling out personalized insights and customized app 
dashboards for online and mobile banking users. These new dash-
boards display up-to-date account information and allow for 
quick navigation to frequently used features, making the mobile 
customer experience easier and more useful. Additionally, banks 
are using notifications to help keep their customers on top of 
things, with 29% of banks already sending proactive notifica-
tions to let customers know if they have low cash balances or 
are at risk of overdrafts. For those looking to track their spend-
ing habits or income sources, nearly half of the mobile apps 
allow consumers to break down their cash flow. The tailored 
insights generated by these features have the power not only to 
boost customers’ financial health but also to humanize the dig-
ital experience, leading to long-term trust and loyalty.

https://www.yahoo.com/now/banks-expand-mobile-personalization-align-120000951.html?guccounter=1&guce_referrer=aHR0cHM6Ly93d3cuZ29vZ2xlLmNvbS8&guce_referrer_sig=AQAAAHlgu0wpZue5YKewbwAZJYHSEzoQ-0xK9OAuEo_2iP-OOXYB3-vLtw6fHNkwj4ohcLVV2aegzAwlV7VHp6KC6AnVXzbHoZHqt212ae4sNRF649AkZ2EUmc3KiGa-0nJeqrYDzvZtD9LgZHk_bCY21UfJrP4H0HCfDTktYDsIKTDC


12    |    Digital-First Banking Tracker® Series Digital-First Banking Tracker® Series    |    13

© 2022 PYMNTS All Rights Reserved© 2022 PYMNTS All Rights Reserved

News And Trends

Millennials, SMBs and 
financially stressed are 
most likely to prefer 
digital-only banks
A recent PYMNTS study found that while just one in 10 con-
sumers banks primarily at a digital-only FI, interest is on 
the rise for a number of demographics who find these enti-
ties better aligned with their needs. More than half — 57% 
— of millennials and bridge millennials say they are very or 
extremely interested in using digital banks in the next 12 
months. Moreover, the consumers most likely to make digi-
tal-only banks their primary FIs were millennials and bridge 
millennials, small- to mid-sized business (SMB) owners and 
consumers experiencing financial hardship. Lower costs,  
faster transfers and more convenient, easier transaction 
experiences comprised the biggest reasons for consum-
ers’ interest in switching to digital banks. PYMNTS’ data also 
found that 85% of freelancers, 84% of millennials and bridge 
millennials, 83% of small business owners and 78% of con-
sumers who live paycheck to paycheck with issues paying 
bills already use digital banks.

The consumers most likely to have their 
primary financial accounts at 
digital-only banks, by generation:

16%  
of millennials

17%  
of bridge millennials

16%  
of freelancers or independent contractors

16%  
of small business owners or self-employed

14%  
who live paycheck to paycheck with issues 
paying bills

Source: https://www.pymnts.com/study/
mainstreaming-digital-banking-consumer-finance-fintechs/

https://www.pymnts.com/study/mainstreaming-digital-banking-consumer-finance-fintechs/
https://www.pymnts.com/study/mainstreaming-digital-banking-consumer-finance-fintechs/
https://www.pymnts.com/study/mainstreaming-digital-banking-consumer-finance-fintechs/
https://www.pymnts.com/study/mainstreaming-digital-banking-consumer-finance-fintechs/
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News And Trends

Convenience, personalized 
experiences drive interest in 
bundled banking

Banks are being encouraged to bundle up, a trend that has 
nothing to do with the weather. Convenience and personal-
ized experiences have become the watchwords in banking 
as consumers navigating economic hardships increasingly 
want all their financial accounts in a single, easily accessi-
ble place. Nearly 50% of consumers prefer to have all their 
accounts with one bank, and 71% said ease and conve-
nience are what motivate their interest in bundled banking. 
Forty-two percent of consumers said they would be some-
what more likely to leave a bank that had not bundled its 
offerings, spelling trouble for banks that do not consoli-
date these services.

50%
 
 
 
 

of consumers prefer to have their 
accounts with a single FI.

71%
 
 
 
 

of consumers say ease and 
convenience motivate their 
interest in bundled banking.

42%
 
 
 
 

of consumers say they would be 
somewhat more likely to leave 
a bank that did not bundle its 

services for their use.

Consumers want banks to 
bundle their offerings
Source: https://www.pymnts.com/study/
bundled-banking-products-innovation-
digitization-consumer-finance/

https://www.pymnts.com/news/banking/2022/banks-must-bundle-up-or-lose-customers-who-are-done-with-piecemeal-services/
https://www.pymnts.com/study/bundled-banking-products-innovation-digitization-consumer-finance/
https://www.pymnts.com/study/bundled-banking-products-innovation-digitization-consumer-finance/
https://www.pymnts.com/study/bundled-banking-products-innovation-digitization-consumer-finance/
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PYMNTS Intelligence

Personalized Digital 
Banking Builds 
Consumer Trust 
And Loyalty
Consumers both want and need to engage 
with their FIs digitally, but they want these 
interactions to be highly personalized.

Branch closures rendered digital banking a necessity, and 
now it is a permanent fixture of the business landscape.

Banks closed 9% of their branches in 2021. While these moves 
were in response to pandemic-era decreases in customer 
demand for in-person banking, this shift has created a new 
need for digital services to take the place of amenities previ-
ously accessed via a branch. A recent Citizens Financial Group 
survey found that most consumers now do at least some of their 
banking digitally, and more than 70% view their digital shifts as 
permanent.

Most consumers are at least curious about digital banking.

Fifty-nine percent of consumers say they are at least somewhat 
interested in trying digital banking over the coming 12 months, 
and 36% say they are very or extremely interested in this. The 
most common motivation is faster and easier transfers followed 
by lower costs and fewer fees. Younger generations are lead-
ing the pack.

https://www.mckinsey.com/industries/financial-services/our-insights/best-of-both-worlds-balancing-digital-and-physical-channels-in-retail-banking
https://www.citizensbank.com/thought-leadership/2021-banking-experience-executive-summary.aspx
https://www.pymnts.com/study/mainstreaming-digital-banking-consumer-finance-fintechs/#wpcf7-f1389355-o1
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PYMNTS Intelligence Share of consumers who are very or 
extremely interested in using a digital 
bank in the next 12 months:

45%  
of Generation Z

57%  
of millennials

57%  
of bridge millennials

39%  
of Generation X

13%  
of baby boomers and seniors

Consumers are highly willing to use digital banking, but they may 
not be fully won over yet.

More than 70% of banking customers in every geographic region and 
age demographic are willing to consider digital channels. An equal 
share — 70% — of customer service interactions now occur on mobile, 
nearly twice as many as in 2017. Despite this apparent endorsement, 
mobile service use was nearly 10 percentage points higher than cus-
tomer preference in 2021, indicating that banks still have work to do 
in fully converting customers to digital and mobile services.

A yearning for more personalized banking experiences is 
widespread, especially among younger consumers.

A survey of 3,000 global consumers found that banking custom-
ers are seeking more personalized mobile experiences that offer full 
service anytime, anywhere. More than 80% of Gen Z consumers sur-
veyed want to be able to take care of even complicated tasks using 
digital channels, such as completing loan applications or adding per-
sonal details to a profile to obtain tailored product recommendations. 
Ninety-eight percent of consumers surveyed also want fast answers 
to their banking questions, yet 58% say their FIs have granted them 
this experience.

Source: https://www.pymnts.com/study/
mainstreaming-digital-banking-consumer-finance-fintechs/

https://www.pymnts.com/study/mainstreaming-digital-banking-consumer-finance-fintechs/
https://www.mckinsey.com/industries/financial-services/our-insights/best-of-both-worlds-balancing-digital-and-physical-channels-in-retail-banking
https://www.sinch.com/insights/customer-experience-annual-report/banking-finserv/?utm_source=pressrelease&utm_medium=referral+&utm_campaign=GL_22_P034_1000_CX-report-banking-vertical-2022
https://bankingjournal.aba.com/2022/07/survey-bank-customers-want-more-robust-mobile-options/
https://www.pymnts.com/study/mainstreaming-digital-banking-consumer-finance-fintechs/
https://www.pymnts.com/study/mainstreaming-digital-banking-consumer-finance-fintechs/
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DOUG BROWN  
President

Providing an exceptional digital-
first banking experience goes well 
beyond a fancy interface. To deliver 
the experiences consumers want, 
financial institutions need to know their 
customers via the mountains of data 
they collect, demonstrate that they 
know them through relevant, timely 
offers and services and wow them with 
a frictionless digital experience. The 
financial institutions that do this best 
will stave off attrition and be in a prime 
position to onboard new accounts and 
customers.

PYMNTS Intelligence

A positive technology experience leads to consumer trust — but 
sometimes human interaction is needed.

Banks that are unable to provide their customers with good expe-
riences are unlikely to have customers say they trust them. Banks 
can also promote a trusting relationship with their clients by know-
ing when to move from a digital interaction to a human one. When 
an issue is not immediately resolved, 41% of consumers surveyed say 
they want to be able to switch from a chatbot to a customer service 
representative from inside the messaging application.

While digital banking’s convenience is here to stay, the human 
touch will remain essential to an excellent customer experience.

While there is no going back to the pre-digital era, the ability to 
interact with other humans, whether in person or through a virtual 
channel, is still a core necessity for most bank customers, espe-
cially when accessing financial advice and working through complex 
transactions. Two-thirds of both consumers and businesses prefer 
human interaction and know-how when receiving any kind of finan-
cial advice. Combining the human touch and a positive technology 
experience is how digital FIs can retain customers in this highly com-
petitive environment.

https://bankingjournal.aba.com/2022/07/survey-bank-customers-want-more-robust-mobile-options/
https://www.citizensbank.com/thought-leadership/2021-banking-experience-executive-summary.aspx
https://www.ncr.com/
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Chart Of The Month

Some Consumers 
Are Not Ready 
For Digital-Only 
Banking.  
Here Is Why. 
The most-cited sources of hesitation include sat-
isfaction with their current banks, the desire to 
be able to access physical branches for in-person 
transactions and distrust of primarily digital banks. 
Concerns with digital, such as difficulty accessing 
customer service, challenges with the technology 
and inconvenience of use, also ranked in the double 
digits, however, suggesting that the digital customer 
experience is key.

FIGURE 1: 

What holds 
consumers back 
from digital-only 
banking 
Share of consumers 
who identified select 
reasons for not being 
interested in using a 
digital bank in the  
next year

33.6%
19.8%
53.4%

0000000000

0000000000

0000000000

I am satisfied enough with current 
banking and financial service 
provider setup.

13.2%
23.9%
37.1%

0000000000

0000000000

0000000000

I want the ability to access a 
physical branch.

14.4%
20.7%
35.2%

0000000000

0000000000

0000000000

I do not trust the reliability of 
digital banks.

Source: PYMNTS

How Consumers Use Digital Banks, 
September 2022

N = 897: Respondents not interested in using 
a digital bank, fielded June 30, 2022 – July 7, 
2022

Most important
Selected, but not most important
Total

14.8%
19.5%
34.3%

0000000000

0000000000

0000000000

I am concerned for the overall 
safety and security of money  
and information.

2.0%
12.2%
14.2%

0000000000

0000000000

0000000000

It is harder to access customer 
service or dispute charges.

4.1%
9.7%

13.8%

0000000000

0000000000

0000000000

There are challenges with using 
technology.

https://www.pymnts.com/study/mainstreaming-digital-banking-consumer-finance-fintechs/
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The most interesting 
personalization 

component is helping 
small business owners 

and consumers work 
through complex 

workflows. GRANT SAHAG 
Executive vice president 

Insider POV

Keeping Small 
Businesses Afloat 

With Personalization 
And Automation

An interview with Grant Sahag, executive vice 
president at Novo, about how personalization 
and automation tools help keep the smallest 
businesses competitive

Enabling small businesses to thrive
Small businesses have always faced unique challenges, but now 
these players need automated notifications, instant access to 
dashboards displaying their financial data and transactions and 
the ability to make payments in real time. Not having these 
options could mean going out of business. These organizations 
typically lack IT or accounting specialists, often relying on one 
person’s grit to perform administrative tasks such as paying 
bills day to day.

“[Small businesses] are essentially living paycheck to paycheck,” 
said Grant Sahag, executive vice president at Novo, a banking 
platform geared toward small businesses with three or fewer 
employees. “The bills that these folks are trying to pay are not 
just vendors; they’re trying to pay their electricity bills.”

Using a predictive financial tool that provides both automated 
functions and personalized insights can sometimes mean the 
difference between life and death for these small firms.

https://www.novo.co/
https://www.novo.co/


26    |    Digital-First Banking Tracker® Series Digital-First Banking Tracker® Series    |    27

© 2022 PYMNTS All Rights Reserved© 2022 PYMNTS All Rights Reserved

Insider POV

Keeping the cash flowing
A decade ago, these kinds of tools were not available for small busi-
nesses or individuals trying to personalize their banking, but they 
have become game-changers, Sahag said. Such tools learn the hab-
its and identity of each user and begin to anticipate their actions, 
speeding up transactions and simplifying processes. This technology 
also allows customers to create dashboards that grant them better 
visibility into the business’s cash flow and allow them to automate 
transfers and payments.

Eliminating barriers to personalization
Both banks and FinTechs face hurdles to personalization, said Sahag, 
noting that most traditional banks have invested fewer resources 
into this imperative than their more agile, tech-centric competitors.

“[Legacy banks] are serving a very wide market. Even if they wanted 
to provide a personalized experience, the amount of time it takes 
is a barrier to entry. And in the end, it is really a data problem,” 
said Sahag.

Additionally, the walled-garden model that many FIs use creates 
a barrier, while FinTechs and neobanks that use an open banking 
system tend to have access to better, more up-to-date data and 
application programming interfaces that enable personalized, digi-
tal-centric experiences for their customers.

Providing the tools for personalization
If major banks fail to provide these tools, customers will find alter-
native ways to access the functionalities that personalization offers.

“That is why [these tools] have been so disruptive [to the banking 
market],” Sahag explained. “And that disruption feels [to customers] 
like getting a more personalized experience.”

Sahag said these tools help ensure that companies of any size can 
manage complex flows of currency and cut down on additional 
administrative steps. Best of all, the tools help maintain small busi-
nesses that otherwise might not be able to manage their finances.

“One customer said, ‘You’ve allowed me to sleep easier at night 
because I can pay my bills,’” said Sahag.
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After a record 2.8 billion logins to digital accounts during Q2 
2022, Bank of America is planning to boost its spending on 
technology to further expand its electronic banking tools. The 
bank has a record 55 million verified digital clients, and more 
than 72% of the bank’s households actively use digital chan-
nels. BoA customers also sent 43% more Zelle transfers during 
the second quarter than checks, and approximately 28 million 
customers interacted with Erica, the bank’s virtual financial 
assistant. Additionally, BoA has found that digital channels are 
very popular with wealth management clients, as these con-
sumers’ interactions with Erica have increased by 33%.

Companies To Watch

Banks Up Their 
Investments In 
Personalized Digital 
Experiences

Truist Financial Corporation has announced Truist Assist, 
a new mobile banking app and online banking platform 
for its personal banking customers. The digital assistant 
employs natural-language processing and understand-
ing to answer queries and provide financial information via 
app or online. Should a customer need a higher level of 
assistance, Truist’s contact center is embedded, and the 
platform offers a frictionless transition from the virtual 
assistant to a representative when needed.

Australian bank Westpac intends to launch a simplified 
digital mortgage process allowing customers to obtain 
unconditional approval in roughly 10 minutes. Digital mort-
gages will be available near the end of 2022 for select 
customers refinancing through Westpac’s Flexi First Option 
home loan. Westpac will expand this to a greater number 
of consumers through the 2023 calendar year.

https://newsroom.bankofamerica.com/content/newsroom/press-releases/2022/08/bank-of-america-clients--1-billion-digital-logins-in-july-mark-t.html
https://www.prnewswire.com/news-releases/truist-launches-truist-assist-301625159.html
https://www.westpac.com.au/about-westpac/media/media-releases/2022/27-july2/
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What’s Next

The Competition 
For Digital-Only 
Consumers Is Just 
Beginning

 DOUG BROWN  
President

Digital experience expectations 
among consumers have grown 
exponentially. And brands like 
Amazon, Delta Air Lines and Apple 
have brought forward the gold 
standard for the digital experiences 
consumers expect from every brand 
they interact with. To provide that 
same gold-standard experience, 
financial institutions need to be agile, 
utilize their abundance of data and 
have a digital-first mindset across 
the entire organization.

As banks move to a more virtual and digital world, one 
trend of which FIs should take note is that consumers 
now say they do not consider their primary FIs to be 
the providers they trust the most to deliver financial 
services. PayPal is number one as the most trusted 
provider, with 42% of consumers in 2022 ranking it 
as such. Overall, U.S. FIs struggle with maintaining 
consumer trust in an increasingly challenging market. 
That trust is harder to gain via digital channels, where 
fraud risk is higher and consumers can easily switch 
providers. It is thus key that FIs get the experience 
right every time to retain customers.

https://www.ncr.com/
https://www.insiderintelligence.com/content/us-banking-digital-trust-benchmark-2022?_gl=1*shpi2d*_ga*MTAxNzM4NzM0LjE2NTY5NTMyNzQ.*_ga_XXYLHB9SXG*MTY2MzA4NTg3NS4xMi4wLjE2NjMwODU4NzUuMC4wLjA.&_ga=2.138893555.1934443400.1663085876-101738734.1656953274
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PYMNTS is where the best minds and the best content meet 
on the web to learn about “What’s Next” in payments and 
commerce. Our interactive platform is reinventing the way 
in which companies in payments share relevant information 
about the initiatives that shape the future of this dynamic 
sector and make news. Our data and analytics team includes 
economists, data scientists and industry analysts who work 
with companies to measure and quantify the innovation that 
is at the cutting edge of this new world.

NCR Corporation is a leader in banking and commerce solu-
tions, powering incredible experiences that make life easier. 
With its software, hardware and portfolio of services, NCR 
enables transactions across financial, retail, hospitality, 
travel, telecom and technology industries. NCR is head-
quartered in Atlanta, Georgia, with 34,000 employees and 
does business in 180 countries. NCR is a trademark of NCR 
Corporation in the United States and other countries.

We are interested in your feedback on this report. If you have ques-
tions or comments, or if you would  like to subscribe to this report, 
please email us at feedback@pymnts.com.
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