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Koska kirjallisuushaku “customer expectations ja digital
services” on liian laaja, voit rajata hakua oikeasta reunasta
esimerkiksi seuraavasti:

v" Vertaisarvioitu
v' E-artikkelit
v" Aiheet: Business

v’ Ajanjakso 2015 — 2020

Jos pienen selailun jalkeen et |6yda tiivistelman perusteella
kiinnostavia lahteita, voit muuttaa hakua ja kokeilla muita
rajauksia.
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Margaret Weichert is 2 principal in Ernst & Young
LLP’s Financial Services advisory practice. She
is an experienced global payments professional
with more than 20 years of payments experi-
ence within the industry and as a management
consultant.

ABSTRACT

Innovation in the finandal services realm is
happening at an ever-increasing pace. Fin'Tech
Sirms across the globe are playing a major role in
using new technologies and new business models
to better align payments selutions with customer
needs. Transformation is accelerating due to broad
global trends around connected devices and mobility
as well as shifts in demographics and customer
expectations. Shifting security concerns and point-
of-sale technology  changes further reinforce the
environment of change. In this context, this paper
addresses how the broader financial services land-
seape is impacted by major global shifts including:
end-to-end commerce focus; advances in machine
learning and analytics; mass customisation —
loyalty, scementation and new value propositions;
and technology transformations in  connectivity,
efficiency and security.

Keywords: payments, innovation,
FinTech, customer-driven transformation,

it comes to how they conduct commerce.
Every day, new financial and commerce
solutions are introduced with a promise to
improve customers’ lives, changing funda-
mental aspects of banking, commerce and
trade. FinTech COMpanies are promising to
reshape core elements of the banking land-
scape. In the midst of this hype, it remains
unclear which new players and business
models will have meaningful, long-term
impacts on the technology platforms, stan-
dards and business models that will emerge
as next-generatlon winners In financial
SETVICES.

Against this backdrop, banks and tradi-
tional financial service plavers face strategic
decisions regarding how to participate in
this dynamic environment in a way that is
meaningful to customers, sustainable from
a business perspective and safe from a risk
perspective. This paper focuses on four meg-
atrends that are changing the fundamental
dynamics of the payvments industry.

IT IS DIFFERENT THIS TIME

This is not the first time revolutionary
commerce applications have surfaced or
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