The perfect storm in the
financial services industry
The banking industry is
once again experiencing
growth after a global
financial crisis that began
10 years ago, but challenges
around PROFITABILITY and
COMPETITIVENESS are increasing
and new factors have to be taken into
account…

Legacy as a
hurdle

Low interest
rates

New regulatory
landscape

Non-performing
loans

Geopolitical
uncertainties

Lack of integrated
banking market

Open Banking

Phygital
environments

New
competitors

New consumer
habits

Digital
disruption

Challenges in the
new era
In this context, TRUST will
represent the main challenge
facing banks and new
players looking to play
a leading role in the
financial services
ecosystem.

“Users vs
Customers”

“Things as
Customer”

Data-Driven
strategy

From mobile first
to a voice first
approach

Acting as
“Trust Keepers”

Payments
disruption

How can everis
and NTTD help?
As a real end-to-end
ADVISOR, we are able to
merge our BUSINESS vision
with our TECHNOLOGICAL
capabilities to offer
clients asset-based
services, emerging digital
technologies, cloud services
and new business models.

…and understanding
that nowadays time is
absolutely everything.
Business

Technology

Innovation

Digital Culture
& Talent

Disruption

Assets

TODAY FOR TOMORROW TOGETHER

Transforming your business TODAY
everis’ 8 transformation enablers

STRATEGY AND
NEW BUSINESS
From Banks to Neobanks

PHYSICAL
TOUCHPOINTS
From Branches to Stores

In a convulsed environment
full of new threats but that
also generates new business
opportunities, creating a
digital bank or transforming
a conventional one into a
digital organization requires
a different way of thinking.
This process involves
a new relationship
model with clients
as well as designing
new organizational,
cultural, operational and
technological models.

In this field, the discussion
does not revolve around
whether or not bank
branches are needed, but
what we can expect from
these spaces and how
they can become more
digitalized environments.
Physical spaces are key
to providing consumers
with a more enhanced and
customized experience,
according to their
expectations, all while
maintaining this channel’s
profitability.

Anticipating TOMORROW
and disruptive financial services

DIGITAL PAYMENTS
From Digital to Invisible
The revolution in relation to
payment processes, focused
on offering a new user
experience in both, physical
and digital environments; is
one of the main battlegrounds
between new players on the
financial market (Fintechs,
BigTechs, etc.) and traditional
banks. Consumers rule
and decide, and their new
purchasing habits demand
new added value services
able to generate engagement
and to make of the payment
process something perfectly
integrated in their daily life.

DIGITAL SALES
From CRM to Digital
Relationships

DIGITAL TOUCHPOINTS
From Mobile First to
Voice First

OPEN BANKING
From Customers to Users

The evolution of business
solutions together with
the emergence of new
customer relationship
models forces financial
institutions to change its
traditional approach. Now
they must accompany
their clients through each
step of the way along
the financial journey. It
is not about digitalizing
processes separately
but about creating a
true digital relationship
between banks and their
clients.

Traditional channels are
evolving and transforming.
The digitalization process
involves providing not only
an enhanced experience to
digital natives (web- and
mobile-based) but also
designing a voice-based
strategy to prepare for the
new upcoming possibilities
(Smart Speakers, Displays,
Connected E-Cars, IoT,
etc.).

The new open banking
paradigm can be clearly
appreciated in dramatic
changes related to consumers’
behavior and new competitive
environments, accelerated
by the new regulation. Open
banking changes the way
clients and users consume
financial services, and also
providers of those services.
This has led to the emergence
of new players on the market
that compete against banks
in high value and high
profitability areas, such as
payments and consumer
finance.

OPEN INNOVATION
MODEL
From Concept Design to
Market Fit
The market is changing
dramatically and very
quickly, which requires an
open innovation model,
connected to third-party
providers (universities, IT
providers, etc.). everis’
proposal includes a complete
model and a LEAN STARTUP
methodology adapted to
company needs, designed
to quickly launch, test and
measure MPVs for a rapid
decision-making process.
EXPONENTIAL
TECHNOLOGIES 4
BANKING
From Innovation to
Disruption
There are technologies that will
change the world as we know
it today, some of which include
Virtual Reality (VR), Artificial
Intelligence (AI), Blockchain
or Social Robots. Bearing
in mind what is coming, it
is imperative to analyze the
future of financial services in
a world transformed by these
technologies. Likewise, it is also
fundamental to consider the
role each financial institution
will play in this new scenario.

Digital transformation is redefining the banking landscape, making new
business possible and opening unparalleled opportunities for creating
value. In a context where everything is changing and is easily
replicated, the differential factor will be based on how banks
understand new customer behavior and its relationship models.
How banks prepare to face digitalization in terms of culture
and operability is also a key element.
Our Strategy & New Business area is the KEY to
understanding these challenges and how to combine
them with new digital technologies. This is essential
for delivering value and thus achieving a more
competitive business ecosystem.
To achieve this, a process for reviewing products
and services, businesses and operating models and
for changing organizations and working procedures
will be essential.
EVERIS’ KEY SERVICES AND ASSETS
We understand Digital Strategy & New Business
thanks to our 8 core capabilities:
Digital Vision to define the digital ambition
and help execute the strategic roadmap:
Map digital space trajectory options and a
set of consistent portfolio initiatives to set the
value journey.
Capability prioritisation & road-mapping.
PMO defining timeline and approach on
how to realise initiatives.
Banking beyond banks: An Open
Banking strategy should entail
more than just a compliant bank
extending its value offer. Thus,
a strategy should take into
account two key elements:
launching ambitious
initiatives to capture
customer information

fom other banks; and offering new API-based services to third parties
positioned as a new distribution channel.
Disruptive business models: Challenge new entrants
by creating new business models or by capturing new
addressable segments, developing new ideas faster
through design thinking and rapid prototyping
capabilities.
“Phygital” reality: Redefining the relationship model
by balancing physical-digital interaction across
channels, starting from the Branch of the Future
through to remote advisory models before finally
arriving at the upcoming Conversational Banking.
Digital engagement: Identifying key needs
along the life journey and defining new
digital valued service to satisfy customers and
employees.
Customer excellence: Redesigning ”best in
class” customer experiences, fostering digital
adoption and analytics and an holistic view
of customers across all channels and partners
outside the bank.
Digital mindset. Transforming the organization
and redesigning its workforce to improve
productivity:
Ensuring coherence with the digital strategy,
adapting operating models and redefining
transformation OKRs.
Building “digital quotient” teams
in terms of skills, mindset and
behaviour.
Establishing an agile
organization, being the
information driver in
processes in an uncertain
environment.

EVERIS’ KEY SERVICES AND ASSETS

Digital
onboarding
Digital identity
management
Consent
management

Marketing
automation
Listening
Engagement
content
Loyalty
programs
Lead nurture
Campaigns

Segmentation
Conversion
optimization
Opportunity
management
Cross selling
Contact
manager
Workforce
mobility

Contact center
Cobrowsing
Customer
feedback
Complaints
Virtual
assistance
Multichannel
routing

everis is allied with the big players in the industry and with the most
innovative Fintechs, providers of cutting-edge solutions

everis is one of the top 10
Global Strategic Partners in
the world

everis is Gold Cloud Partner

everis is a Global Platinum
Partner

The emergence and consolidation of solutions that simplify and sometimes automate
client management relationships has grown exponentially.
This situation is leading to the evolution of commercial models and the development
of new ways of understanding client relationships. Financial institutions have evolved
from simply being responsible for offering financial solutions at specific moments in
life, to acting as a guide and accompanying the client at each step of the way along
the financial journey.
Understanding the digital future of these tools is an important factor in optimizing
the client experience, encouraging sales and offering business advisors tools and
information that can help them to facilitate their day-to-day lives.

ASSETS:

eCC

everID

everis Customer Comunication

Digital Identity Platform

Platform for a total management of
client relatonships.

Unique platform for client
acquisition and management,
enhanced with facial biometric
capacities. It covers the total
process of customer onboading.

Bank branches still represent a key asset and a fundamental element for attracting
potencial clients. They are a central component in developing, customizing and
consolidating customer relationships, as well as enhancing brand values. Financial
institutions show two different and completely opposite approaches to this asset.
On the one hand, there is a continuous reduction in the number of bank branches
and, on the other, financial institutions are at the same time working on redesigning
new spaces and models to provide face-to-face customer service. Supported by
innovative technologies, this provides a renewed experience that matches new
consumers’ demands.
Thus, it is mandatory to ensure an accelerated transformation that covers all aspects
of this environment, from space design, to the installation and maintenance of brandnew solutions, thus enabling a complete new customer journey.
The new bank branch models should combine high-value services for clients with
cost-effectiveness for the financial institution (especially related to advisory). This can
be easily obtained through self-service models for the most common operations.
The discussion has now shifted from whether bank branches should remain open to
what should be happening in these spaces.

EVERIS’ KEY SERVICES AND ASSETS

everis Phygital
Journey Analytic Platform

everis Bank: everis has created
everis Bank, an asset based on everis’
experience in the transformation
of traditional channels for top-level
banking groups. This is a space
designed to offer clients a new
experience, from the first moment of
the customer journey as they step into
the branch to the moment they leave.
The new customer journey removes
barriers, facilitating the service provided
for clients and increasing each visit’s
productivity.

everis Phygital Journey Analytic
Platform: This is a new way to
understand what is happening
within bank branches by offering
a tool for defining strategies,
improving efficency and
forecasting future scenarios.
Everything is based on the
information compiled by the
various digital devices placed
within the branch.

For many users, digital channels have become the main means of contacing
their banks. They reflect consumer demand for a clean, simpler and barrier-free
interaction.

Web/mobile/wearables: Web is the main information point, mobile is the
operating and engaging channel and wearables are an advanced extension
of capacities and notifications. Each contact point should work independently
allowing financial institutions to monitor consumers operational preferences.

The emergence of new players such as NeoBanks, Fintechs, and BigTechs have
contributed to the transformation of these channels. They provide a new design
combined with excellent usability and elevated analytical capabilities for measuring
and optimizing the interaction with the users. They also propose a new user
experience and approach, which are challenging the position of traditional banking
groups, which need to adapt to this new market situation.

Social channels: With the rise of social networks, the digital world has
transformed brands. Financial institutions should be where their clients are. New
solutions, such as WhatsApp for Business, may encourage the emergence of new
relationship channels that can force banks’ in-house apps out of the market.
Money management: PSD2 regulation and new players on the market have
led to a new wave of aggregation-based Personal Finance Managers, designed
to help in the financial decision making process. Trust and an enhanced user
experience are key to succeed on this field.

In this new scenario, voice-based interaction is becoming the preferred interface for
most users, and the most accepted by those with lesser digital skills. The concept of
conversational bank is born.
EVERIS’ KEY SERVICES AND ASSETS
Design & user experience: A simpler, modern and engaging design is key in
the digital world. Design is fundamental for transmitting brand values, reaching
new users and vital in helping them in their daily operations.

Chatbot

Voice Assistants

Natural Language
Understanding

Home Channel

Conversational banking: The adoption of voice-based devices will be as fast
as the evolution of technology. A defined strategy is necessary to help banks
advance from simple chatbots to voice-based assistants, social robots and virtual
assistants.

Cybersecurity &
Biometrics

Mood Detection

Social Robots

Virtual Agent

ASSETS:
everis virtual agent
“Intelligent Cognitive conversational
Platform (IA-based)”

Payment processes are rapidly transforming due to the emergence of new players on
the market that are revolutionizing this aspect. New approaches advocate a process
where payments are embebbed in new physical and digital experiences.
The impact for financial institutions is remarkable on two levels: loss of income and
the disappearance of direct interaction with their clients. Losing payment operations
is key, as this is one of the activities that generates most engagement between banks
and their clients.
To rise to this new situation, banking groups must design new payment experiences
and forge new alliances. This will allow them to maintain their relevant position for
clients, while succeeding in an increasingly competitive industry.

EVERIS’ KEY SERVICES AND ASSETS
Consulting

Design & Build

Business assessment

Facial recognition

Technological assessment

IoT payments

Benchmarking

BI of payments

New payment strategy

Private payments

New business models and new product
design

Payments at marketplace

Payments radar

Asset based
Promotions/loyalty
Campaigns/gamification
Private payments
POS
E-receipts
Online payments
Tokenization
IoT payments

Digital wallets

ASSETS

Open Banking is the new paradigm that completely transforms the traditional way of
delivering financial services. Third-party providers are prepared to iniciate payment
operations and collect financial information, an area formerly exclusive to banks.
Financial intitutions need to adapt to this new situation by learning how to interact
with these new players and third-party providers, forming new alliances and focusing
on their core business. They need to generate new business models, beyond their
traditional approach, clearly focused on offering a fresh experience for clients and
users.
In addition, the arrival of new market players from other industries would present a
challenge in terms of client relevance.

EVERIS’ KEY SERVICES AND ASSETS
Consulting

Asset based

PSD2 & Open Banking assessment

PISP & AISP

API Strategy and New Business Model
generation

Fintech marketplace

API observatory

Consumer credit entities: Tech updates
and online credit vehicles

Market insights

Banking as a service

Next-gen services

Platform bank

Design & Build
API development
Micro-services development
New applications
Account aggregation
Initiation of payments

Assets

Times are changing at a fast pace. Technology is transforming human behavior
in such a way that banks quickly need to develop new products adapted to new
demands.
Innovation does not just stem from “Fintechs” or “BigTechs” but is also a way for
financial institutions to “arm” themselves with a model capable of reducing internal
friction and that maximizes their traditional competitive advantages. This results in
the introduction of innovative proposals on the market.
And all of this taking into account not only the “desirability” of each product/ service
but also the feasibility of each solution, analyzing data to determine product market
fit according to each financial institution’s strategy.

What is happening in the sector?

SERVICES
Observatory: A tool designed to allow companies to forecast the key elements
that can help them transform their business. This is based on the Market
Insights tool developed by our NextGen banking area.
Sandbox as a service: In an open innovation model, an identification and
startup selection service (based on functional, technical and security criteria) is
mandatory.
POC Lab: This is a test lab where it is possible to determine the validity and
reliability of technologies provided by startups.
Lean Startup: This consists of methodologies designed to develop use- case
studies, not only from the perspective of the market but also of the feasibility
and viability of the business model obtained.

ASSETS
everis FrameWork Open Model Innovation: This is based on everis’
experience and can be directly applied on the market. The model is designed
to help organizations cover all key aspects necessary to design a corporate
innovative model capable of coexisting with the traditional business and
maximizing partnerships.
Market Insights: This consists of a repository containing the details of more
than 1.9 million startups mainly focused on B2B2C digital technologies. This
records investment operations as well as other key indicators, allowing the
identification and analysis of trends to visualize emerging movements by
volume (#deals, #startups, funding) and speed.

Disruptive technologies
are quietly finding their
way into society. AI and
robotics will transform
the world and, therefore,
the traditional market
approach for companies
in every sector, including
banking and finance.

EVERIS’ KEY SERVICES AND ASSETS
everis works with the aim of anticipating and detecting
the most innovative and disruptive trends of tomorrow.
This is the way to analyse the impact of these
technologies in society as well as the best way to apply
them to financial services.
Artificial Intelligence: This technology is already
changing the industry. everis works in projects
related to improving natural language, fraud
detection, scoring, biometrics, behavior analysis,
money laundering prevention, risk assessment and
propensity models.
Innovation based on Virtual Reality/Augmented
Reality (VR/AR): Virtual and augmented reality allow
users to experience a completely new dimension for
business meetings, with improved data visualization. They
are versatile and can also provide enjoyment while checking
new content, or transform payment operations in a way
never seen before.
Robotics: The world is moving towards a new stage
where machines and intelligent automatization systems are
revolutionizing profesional and personal lives. Social robots and
personal assistants will transform working and personal lives by
performing certain tasks for us and allowing us to focus on the most
valued and interesting activities.

DIGITAL BANKING HUB
Digital talent with the capability of closing the gap between
disruption and transformation is available to our clients.

Conversational
Banking

the digital banking hub
Business
Intelligence

Artificial
Intelligence

The Digital Banking HUB is an asset formed by a multidisciplinary
team whose goal it is to promote, industrialize and facilitate
innovation in the Financial Services sector.

Trends Observatory

New Assets &
Services Creation

Acceleration of
ideas/POC L@B

IoT

Biometrics
FINTECH Identification
& Monitorization
Management and
Partnership
Office

Specific Knowledge
Capabilities on DIGITAL
BANKING Assets
Creation

Social
Robots

Augmented
Reality

About everis
everis is an NTT DATA group company
that offers business and strategy solutions,
development and maintenance of
technological applications, and outsourcing
services. The company, which carries
out its activity in the banking, insurance,
industry, utilities, telecommunications,
public administration, and health sectors,
reached a turnover of 1.17 bn Euro in the
last fiscal year. It currently has over 21,000
professionals distributed in its offices and
high performance centers in 16 countries.

For further information about Digital
Banking services, please contact
digitalbanking@everis.com
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