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Introduction

COMATCH is one of the leading 
marketplaces for independent 
consultants and industry experts. Our 
network consists of more than 10,000 
hand-picked professionals who cover a 
wide range of functions and industries. 

This report was generated based on the 
contributions of financial services 
experts, who help clients in shaping the 
future of this industry.
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In our monthly Hot Topics survey, we ask more
than 200 experts from our network about recent
developments and rising topics.

Digital advancements are allowing financial 
services companies to fundamentally change the 
game in terms of catering to customer needs and 
delivering tailored experiences. Effectively 
capitalizing on the digital tools and data analytics to 
acquire, develop and maintain customer relations 
can drive material increases in lifetime customer 
values. 

Cross-selling/up-selling boost
(e.g. through behavioral prediction from CRM and activity data)

1 Customer targeting and personalization
(e.g. through marketing analytics)

Automatic and personalized customer service
(e.g. through AI chatbots and voice implementation)

Predictive lead scoring and lead management
(e.g. using machine learning)

Customer retention
(e.g. through timely notifications and call-to-actions)

Katherine
is an experienced 

consultant and strategic 
business executive in 

financial services.
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The digital revolution is coming for 
financial services. We spoke to our 
expert Katherine on how your 
organization can keep up with 
transformative technology and changing 
customer demands. 

How is the financial services industry 
different than it was 5 years ago?

Across the financial services sector, digital 
advancements are driving not just a change in 
customer interactions, but a fundamental change 
in the competitive landscape.  Customers' 
financial service expectations are now being 
shaped by leading digital retailers and service 
providers, in addition to traditional financial 
competitors.  Customers are more able than ever 
to pair together best-of-breed offerings from 
various competitors, taking advantage of price 
transparency and new solutions that allow for 
'bundling' across providers.  Customers expect 
that their financial service providers can 
anticipate their needs and provide a seamless 
interaction across all channels.  In the face of 
these evolving trends, the leading financial 
players are developing deeper insights into their 
customers, building tailored offerings to their 
target segments and optimizing omni-channel 
experiences for key customer needs. 

How can traditional players learn from 
disruptive fintech and insurtech
companies?

The leading fintech and insurtech players have 
laser focus on a targeted segment of the market, 
solving for a gap in either product, service or 
process.  They are able to develop best-in-breed 
solutions due to both their focus and the 
nimbleness of their organizations and technology 
platforms.   The traditional players can benefit 
from partnering with some of the successful 
innovative disruptors, just as they can adopt 

some of the disruptors’ approaches.   Becoming 
more agile in product and experience 
development will allow quicker time to market 
and more effective alignment to the rapidly 
evolving market landscape.

How can emerging technology help in 
improving customer experience?

Emerging technology can be immensely helpful to 
attract, nurture and retain customer relationships.   
One opportunity is to facilitate a streamlined 
buying experience by leveraging what an 
organization already knows about their 
customers and reducing the number of customer 
‘clicks’ in any process.  Take the perspective of a 
customer to actually ‘walk’ through the key 
experiences to identify improvement areas. To 
improve customer service interactions across 
channels, the leading players are patching 
together the touchpoints their customers have 
with the organization to create a holistic real-time 
picture of their journey. For example, in a perfect 
world, when a customer calls a contact center, 
the call routes to a representative who knows that 
the customer was just on-line trying to open a 
new account and can pick right up where they left 
off. 

Which financial services topics will be 
especially hot in 2020? 

2020 will bring continued opportunities to raise 
the customer experience to a higher level, 
leveraging new technology and data availability.    
The flip side of the digitization trend is the 
heightened risk management required to contain 
potential fraud and cyber losses.    Driving 
expense efficiencies will continue to be critical in 
light of increased buying transparency.   Finally, 
organizational adaptation will continue to be 
essential to ensure a rapid pace of change to 
create competitive advantage.

Expert insight
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COMATCH is globally one of the leading marketplaces for independent 
consultants and industry experts. The network consists of more than 
10,000 hand-picked professionals who cover a wide range of expertise.

COMATCH’s experts in financial services

Focus Background

Ryan

Sherry

Katherine

Focus Background

Focus Background

• Digital transformation
• Competitive analysis
• Due diligence

• Mastercard Advisors
• Goldman Sachs
• VerbalizeIt

• Go-to-market strategy
• Portfolio strategy
• Risk and fraud management

• PwC
• First Data
• Adex Media Inc.

• Transformation & restructuring
• Customer experience
• Strategy development

• JP Morgan Chase

• Fifth Third Bank

• McKinsey

Satisfied clients

COMATCH consultant profiles
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How to work with us

Fill in project briefing
Complete the project briefing online or call 
us. Your account manager will gladly 
discuss project details with you (duration 
approx. 15 minutes).

Receive candidate proposals
You will receive two to three suitable 
candidate profiles within 48 hours. In 
addition, you can get to know the candidates 
personally in an interview.

Complete contract online
Once you have chosen one or more 
consultants, we will prepare the contracts. 
Everything is done online.

Focus on project work
You can focus on the content and we will 
handle the administrative tasks, such as 
time recording, invoicing, and feedback.
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Amsterdam · Berlin · Copenhagen · Dubai · London · New York · Paris · Vienna · Zurich 


