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The once stable and change averse BFSI sector is facing unprecedented disruption today, and
not just because of the pandemic. The pandemic has had a deep impact on global economies,
creating a volatile and uncertain economic environment. But volatility impacting this sector is not
limited to just global economic conditions. There are larger trends that are impacting the sector
in significant ways and will continue to do so for the foreseeable future. SunTec Confluence 2022

explored the ‘Lessons from a Volatile World’ with Neal Cross, Board Advisor, Corporate, Social
and Fintech Advisor in an insightful session.
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The business of banking is facing challenges on four distinct fronts right now, namely
customer volatility, volatility in staff, technology volatility, and volatility in the competitive
landscape. But the good news is that while each of these are disruptive, the challenges that

pose are not insurmountable, and banks can overcome them with some innovative and
forward-looking strategies.

Customer Volatility

After decades of being passive recipients of banking services, the customer is now up front
and center of the business of banking. They are used to a high level of personalization, and
ease of access and use of services with other businesses like cab hailing, e-commerce or
OTT platforms and now expect the same experience from the banks. They are demanding
to access banking products and services across multiple channels, and devices and want to
choose and customize offerings according to their needs and wants. From payments to
investments modern customers demand relationship-based, and value-driven
personalization in their banking experiences.
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