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Customers are at the heart of modern banking.
Today it is not just enough to offer transactional
services; banks must create and deliver intuitive
customer experiences. 54 percent of customers
expect their banks to be intuitive, 52 percent expect
proactive “intelligence” and 52 percent want
customized offering recommendations.’

In other words, they expect their banks to understand their requirements, both
stated and unstated and offer highly personalized products and services and a
seamless value-driven experience. The shift to intuitive banking was already
underway thanks to the emergence of digital native fintechs. But the COVID-19
pandemic and the ensuing changes in the way the world lives, and works has put it
up front and center of every bank’s agenda. SunTec Confluence 2022 sought to
understand the impact of these events in delivering intuitive experiences via a
panel discussion. Moderated by Clinton Abbott, Senior Vice President, Head of

Product Management, SunTec Business Solutions, the panel featured Beth
Coronel, Corporate Banking Group Head, Rizal Commercial Banking Corporation,

(RCBCQ), Philippines, Tony Poulos, Managing Editor, Disrupting Asia, and Stephen
Miller, Senior Director, Cash Management Product, Royal Bank of Canada (RBC).

Data and the
Customer
Experience

Intuitive customer experiences are no longer a choice for banks. Every customer
experience must be a memorable one by addressing their needs and even
emotions with the right solutions every time. Positive customer experiences will
result in repeat business and revenue growth. It is also essential for turning every
customer into advocates for the business which is critical for the banking sector
where products and services are not greatly differentiated from one organization to
the other. And the key to intuitive experiences lies in effective use of data. As
technology permeates every aspect of banking, reams of data are collected across
channels. Banks must now focus on using this data effectively to drive better
understanding of customer requirements and better strategies to meet those
requirements. Beth Coronel said that RCBC Philippines is focused on using

advanced data science methodologies and nredictive analvtics technologies to
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