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Introduction
Financial institutions are on the precipice of a major change, both externally and internally.

As consumer expectations evolve and more consumers rely on mobile devices and web apps to manage their lives, 
banks must develop robust data management systems that serve their customers with personalized services. The most 

frameworks that satisfy those needs. They will need to streamline their data collection and data management processes 
successfully understand and engage the customer — and all while meeting compliance and regulatory standards. This is 
easier to execute with an operational data layer embedded in the bank’s architecture, an important element that can help 
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Customer expectations evolving with digital adaptation

services than ever before and have been conditioned to have expectations about their digital experiences. 

of interacting with web applications and communication platforms — that make ease of use, availability, and speed of 

 Reducing customer friction: Making it easier than ever for customers to use their applications and become a 

application to begin their customer journey.
 Developing a robust customer experience: Ensuring all customers receive a personalized experience by delivering 
relevant content at just the right time. This requires collecting key data points and using advanced analytics to manage 
and predict the customer journey.
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Factors driving change

about customer expectations. 

Competitive and regulatory pressures are driving change within this industry so companies are forced to adapt. Customer 

and other portals that connect with the customer well before the banks have a chance, and banks are then left with the 

management processes. Financial institutions must adopt new ways of collecting and managing the data customers 
are providing at every step of the customer journey to ensure they can deliver a highly personalized, optimized, and 
consistent customer experience. 
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Why the time for retail banks to change is now

Proactive engagement with the customer using data from customer applications is critical. 

Retail banks can successfully achieve this by:

1. Using Big Data to extrapolate trends and make 
intelligent predictions

2. 
time and historical customer data

3. Implementing systems that allow for easy sharing 

4. Overcoming the challenge of using open APIs that do 
not comply with industry regulations and increase the 

5. Implementing architecture with provable safety and 

third parties
6. 

viewpoint of the customer and eliminates 
fragmentary channels and products
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Qualities of transformative banking apps

strategies and scalable solutions in order to survive. 

1. Contextual -

2. Always On -
upgrades, and no risks of failure 

3. Real Time - Instant response times to keep up with 
customer expectations.

4. Distributed - Easily replicate data across as many 

needed

5. Scalable - Must grow with the business dynamically 
and also be agile to reduce costs and maintain 
speed            
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How an operational data layer works

that unnecessary. 

With your operational data layer, you can harmonize your legacy systems to make them usable for your most powerful, 
most transformative applications and digital transformation initiatives.                 
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How to unify your banking data

As the customer stays engaged and provides more information about themselves, the organization can create a ‘virtual 

activities that demand more resources.
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Security - priority number one

safety, priorities are shifting towards implementing architectures that provide the highest possible level of security. 

Requirement Zero: Be Demonstrably Secure

 Transparent data encryption

 Authentication

 Authorization via Kerberos, LDAP

 

 Auditing
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How Macquarie and ING use DSE

The Challenge: Drive digital transformation initiatives to 
enhance the customer experience

The Choice: DSE

The Results:
 Transformed from no retail presence to leader in 
digital consumer banking in less than two years

 
enhance activity instead of replace it

 Consolidated data from disparate system to obtain 

 
time analytics and full text search to capture data 

The Challenge: Availability with focus on customer 
experience and microservices

The Choice: DSE 

The Results:
 

 Recognized need for availability, consistency, and 
scalability
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access to analytics is more of a priority than ever. In order to reduce customer friction, deliver a robust customer 

must include an operational data layer.  

the inherent data management challenges associated with API integrations and microservices that are now becoming a 

a lower cost.

Streamline your data collection and management processes with an operational data layer designed that you can 

www.datastax.com for more information.         
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