
© 2014 CEB. All rights reserved. RBBO0616214SYN www.cebglobal.com

Contact Us to Learn More
Phone: +1-866-913-6450

E-Mail: TowerGroup.Support@executiveboard.com

Web: www.executiveboard.com/tower-retail-banking

Solutions to Emerging Problems
As retail customers migrate to digital channels, digital experience is the new  
competitive playing field and IT is a key influencer in executing on strategy. However, 
with increasingly diverse stakeholders at the table and more reliance on new 
technologies, CIOs are spending more time and resources prioritizing a portfolio of 
capabilities that treat multiple stages of the customer life cycle in isolation. The result  
is new additions of features, but not what customers really want: a low-effort solution  
to their day-to-day financial needs. IT must answer a critical question now: “How can  
I help create and maintain an effortless digital experience for external customers?”

There are many urgent decisions for IT executives, including:

 ■ How to get IT teams to identify and remove burdensome customer tasks,
 ■ How to use customer information and peer benchmarks to diagnose customer  
needs and match those needs with delivery of a low-effort banking experience, and

 ■ How to hold business partners accountable to the customer’s need for a low-effort 
experience.

Expanded Support for Members
As members’ needs evolve, so too does our support. In 2015, we will provide new 
resources, such as:

 ■ A diagnostic that pinpoints attributes of a best-in-class digital experience,
 ■ Leading tactics for maintaining an IT portfolio measured by reduced customer  
effort, and

 ■ IT roadmaps to benchmark peer capabilities in digital technology.

Always-On Resources

Unlock Your Potential in 2015: 
Streamlining Customer Experiences

CEB TowerGroupTM Retail Banking

Benchmarks, Diagnostics, 
Audits, and Tools

Advisory  
Support

Technology  
Spending Insights

In-Depth Technology 
Analysis Studies

Live Meetings  
and Webinars

Dedicated  
Account Manager

Top Priorities from Digital 
Channel Investments
Percentage of Retail Banking Global 
Respondents

n = 133.
Source: CEB 2013–2014 Technology Adoption 

and Investment Survey.

Improve Self-
Service Capabilities

Add New Product 
Functions/Features

Cross-Sell Products 
and Services

Enhance Security 
and Safety of 
Transactions 

Educate Customers

Improve Customer 
Support

Generate Leads

0% 25% 50%

44%

39%

31%

23%

23%

17%

16%

http://www.cebglobal.com
mailto:TowerGroup.Support%40executiveboard.com?subject=
http://www.executiveboard.com/tower-retail-banking

