
Trendspotting











Building a Digital-First Business Model











The Age of the Customer



Customer Experience Trends 2023

HUMAN CONNECTION: FACE 
TO FACE STILL MATTERS

CUSTOMER SCIENCE: 
PREDICTIVE; TARGETED

FINANCIAL WELLNESS: 
BETTERING THE LIVES OF 
CUSTOMERS AND MONEY

COMMUNITY ENGAGEMENT:



What Gen Z Wants in Banking

Meet Them Where 
They Are

Digital solutions; 
app-focused; 
automation.

Immediate 
Payment Options

Real time; P2P; 
SMS

Technology That 
Works

Seamless between 
channels; auto-

populate; financial 
ed, management, 

planning

Fast Information

Seconds, not 
minutes; easy 

interaction (chat; 
video; call)

Passionate Story

Care about their 
financial decision; 
community care 

now.



Why Automation in Marketing?

LEADS, SALES, 
REVENUE.

MANAGE MORE 
CHANNELS.

IMPROVE 
TARGETING.

ALIGN MARKETING 
AND SALES.

SHOW ROI.



What Customer Data Do 
You Hold?

• Products

• Transaction History

• Payment History

• Spending Behavior

• Demographic Segment

• Social Media



Investments in Payments – Industry Focus





AI in Banking







Practical, Current Uses of AI in Banks

LOAN 
UNDERWRITING

LEGAL 
COMPLIANCE

CALL CENTER MARKETING 
CONTENT

FRAUD 
PROTECTION





Connect Emotionally with Customers



Jeff Rendel, Principal

jeff@jeffrendel.com

951.310.7275

mailto:jeff@jeffrendel.com
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