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Introduction

We have called on our readers to provide us their views to help assess the
industry’s take on the state of play, prospects and likely future shape of the
financial services, banking and payments technology sectors worldwide.

The results are compiled here, in our second edition of the annual FinTech
Futures Industry Survey & Report.

The survey covers:

« About the digital future

« User experience in banking
- Back-office technology

« Payments innovation

« Cybersecurity

We hope you find the findings valuable and useful in building your
company’s roadmap and navigating the global financial services and
technology market.
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Respondent Profile

Company type

A variety of company types are represented in the sample, most commonly fintech

(33%), followed by software suppliers (18%), consultancies (15%) and banks (14%).
Fintech
Software supplier
Consultancy
Bank
Paytech

Wealthtech

Community [
co-operative bank

Credit union
Regulator

Other

Regional location

Respondents are located primarily in Europe (50%) and North America (25%).

j@urope

North Americ Y( 50%
25% s b

Africa

2% ¢
\

!

Primary job function

A variety of job functions are represented in the sample, most commonly
business executives (30%).

Business executive (CEO, COO, CMO, etc.)
Digital / Transformation / Innovation / IT
IT executive (CIO, CTO, VP Engineering, etc.)
Payments

Architect

Lending

Customer [ User experience

Operations

Customer management

Risk & compliance

Financial crime / Fraud

Data /[ Analytics

Software development

Regulation

Procurement |

Other

Job level

A third of respondents (34%) hold executive management positions (C-Suite, EVP/
SVP/VP). The vast majority have some degree of managerial responsibility (90%).

C-suite EVP/SVP/  Managing Director Manager  Supervisor Other
VP director /
Head of
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Key Findings

Impact of select trends on the financial services industry

The trends with the most M5 - stongimpact 4
significant impact on the

financial services industry Cybersecurity and fraud protection
over the next 24 months

include cybersecurity Increased competition from fintechs [ new digital banks

and fraud protection (79%
rating 5 or 4), increased Banking-as-a-Service companies or initiatives

competition from fintechs/ ) ) o
new digital banks (73%), Big tech / non-FS firms moving into the market
and banking-as-a-service
companies or initiatives
(69%).

Ongoing regulatory issues and compliance (PSD2, MiFID, etc.) 29%
Embedded finance

ESG concerns and environmental banking

Legacy banks releasing new standalone digital services

Impact of select technologies on the financial services industry

The technologies with the e =sieig/Tureas L4
most significant impact

on the financial services Real-time payments technology

industry over the next 24

months include real-time Cloud (private, public or hybrid)

payments technology
(47% strong impact),
cloud (45%) and APIs and
microservices (44%).

APIs and microservices

Instalment payments (buy now, pay later)
Artificial intelligence (Al) or machine learning (ML)
Blockchain technology

Augmented reality, virtual reality or metaverse technology

3 2
44%
35% 38%
34% 35%
35%
30%
35%
27%
25%
3 2

M 1-noimpact

o o

35%

Y
X
()
B3

o

7% 1%

8%

(]
32

9% 47

I
32

1% 3

B

9%

«©
B3

16% 47

20% 5

N
32 32

l 1- noimpact
6% 24
6% 14

5% 2%

12% 3%

4%1%4

Y

14% 3%

[

32%

S
S
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Big tech company with the most impact on financial services

When asked which big
tech company has had
the biggest impact on
the financial services
sector in the past year,
respondents were most
likely to indicate Amazon
(31%), followed by Alipay/
Ant (20%) and Apple (18%).

Amazon Alipay [ Ant Apple Google / Microsoft Wechat [ Tesla Facebook
Alphabet Tencent

Importance of UX in differentiating your services

Four in ten respondents
(41%) report that user
experience (ux) is the
most important thing a
bank provides with regard
to differentiating services.

UX is the most important UXis an important part of a UX is important, but less UX is of little importance
thing a bank provides bank’s service but level with important that traditional
other products products and services

FinTech Futures Industry Survey & Report 2022 | 6
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Ranked barriers to providing better UX and services to customers

Respondents consider the
replacement of legacy
technology and process
to be the biggest barrier
to providing better user
experience and services
to customers, followed by
old-fashioned company
culture or thinkers in high
places, and maintenance
of legacy technology and
processes.

Replacement of legacy technology and processes
Old-fashioned company culture or thinkers in high places
Maintenance of legacy technology and processes

An inability to attract the right kind of talent

Catering to broad range of customers

M First [ Second Third M Fourth M Fifth

4% 3%

7% 1%

8% 5%

32

3%

Importance of select features to a compelling digital experience

The features respondents
consider most important
with regard to creating

a compelling digital
experience for customers
are minimal steps [ easy
user flow (58% critical) and
synchronisation between
mobile and online
channels (56%).

Minimal steps / easy user flow

Synchronisation between mobile and online channels
Minimalistic and non-intrusive design

Quick access to areal person

Biometrics (fingerprint ID, face ID)

Push and real-time notifications

Financial account aggregation

Chatbot support services

Discounts with popular brands

Product recommendations

Non-financial account aggregation

[l Critical ¥ Very important Somewhat ¥ Not very M Notatall
important important important

58% 28%

55% 22% 4% 2%

36% 38% 6%)
28% 42% 8%
A41% 6% 27

37% 9% 3%

38% 7%

30% 19% 5
27% 9%
30% 8%

34% 4%
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Importance of back-office transformation in the next 24 months

A maijority of respondents 9
(56%) believe back-office 6%
transformation is crucial
to banks’ survival in the
market over the next 24
months. An additional 33%
consider it important, but
not essential.

o o
1% 1%
Back-office transformation  Back-office transformation  Back-office transformation  Back-office transformation  Back-office transformation
is crucial to banks’ survival is important, but not can deliver modest will deliver few benefits will have no impact

in the market essential to survival improvements to
organisations

Most advantageous features of a modern core banking system

The most qdvqntqgeous [l Extremely M very Somewnhat B Not very M Not at all
features of a modern core advantageous advantageous advantageous advantageous advantageous
banking system include scalability 55% 30%
scalability (55% extremely -
advantageous), reliability SRR 25% il
o\ u:
(554‘)’ t'me"to'mqr!(et Time-to-market 54% 32%
(54%) and integration
capabilities (52%). Integration capabilities 52% 31% E
Flexibility 47% 40%
Increased automation 45% 31%
Regulatory compliance 44% 27%
Functionality 43% 35% z
Cloud [ hosted delivery capabilities 39% 39%
Cost efficiency 38% 38% 4%
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Expectations for the core banking software market in the next 24 months

Most respondents (55%) New entrants will be making a tangible impact on
believe new entrants will the marketplace in terms of quality and choice
have a tangible impact
on choice in the core
banking software market

New entrants will increase choice, but quality will
remain roughly the same

in the next 24 months, With or without new entrants, there will be
including 26% who also increased core banking change in the market
believe they will have an ) ) o )

impact on quality. There will be little activity in the core banking

market as banks consolidate systems

Fewer banks will undertake core banking changes
and stick with legacy systems

Progress in the payments sector over the past 24 months

A clear maijority of 61%
respondents (84%) believe
progress in the payments
sector is well underway,
including 23% who report
already seeing clear
benefits of that progress.

.

There has been a The shift is underway and The shift has only just Despite marketing
monumental shift and the benefits are starting to begun, and benefits are a noise there has been
benefits are clear already appear, but there is much long way off yet little change

left to do
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Technologies with the most industry impact in the next 24 months

Three technologies/solutions emerged as clear front-runners with regard to their impact on the industry over the next 24 months:
APIs and microservices (49%), real-time payments (44%) and Al/ML (44%).

APIs and microservices 49%

Al /ML 44%
Real-time payments 44%

Blockchain 30%

Cloud 30%

Buy now, pay later (BNPL) 27%
Embedded finance [ Internet of Things 20%
Decentralised finance (DeFi) 18%
Back-office modernisation ]3%

Existing or legacy technology 10%

Metaverse 6%
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Impacts of new entrants or paytech challengers in the market

Respondents are most
likely to believe new
entrants or paytech Motivate incumbents to improve their technology,
challengers will present products and services
new opportunities for
partnership in the market
(68%). Half believe they will
motivate incumbents to
impro‘_’e their offerings (5]%) Take significant market share from the
and will have a long-term incumbents in near- to mid-term
significant impact (48%).

Present new opportunities for partnership

Make a significant impact in the long run

Become attractive acquisition targets

N/A [ Have no meaningful impact

Confidence in the cybersecurity capabilities of the financial services industry

Only a third of
respondents (33%) are at
least very confident in the
cybersecurity capabilities
of the financial services
industry. Another 46% are
somewhat confident.

Extremely confident Very confident Somewhat confident Not very confident Not at all confident
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Likelihood that the financial services industry will come under greater attack

A decisive majority

of respondents (73%)
believe the financial
services industry is very or
extremely likely to come
under greater attack from
cybercriminals, hackers
and state-sponsored
agents in the future.

Extremely likely Very likely Somewhat likely Not very likely Not at all likely

Impacts of new entrants or paytech challengers in the market

Respondents are most
likely to believe new
entrants or paytech

Executive leadership

challengers will present IT / development
new opportunities for
partnership in the market Risk management

(68%). Half believe they will
motivate incumbents to
improve their offerings (51%)
and will have a long-term
significant impact (48%). Procurement

Legal and compliance

Other
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About FinTech Futures

FinTech Futures is the trusted digital publishing platform for the
worldwide fintech community — providing daily news, in-depth
analysis, and expert commentary to industry veterans across a
comprehensive range of areas.

Our solid reputation, combined with in-depth coverage across
global fintech, makes us the leading resource for technology
buyers, sellers, developers, integrators, and other specialists
across the sector.

With an active presence across key B2B social media
platforms including over 50,000 followers on both our Twitter
and LinkedIn pages, we deliver upwards of 400,000 impressions
monthly through social media alone. This combined with over
200,000 monthly page views on our website, makes us the
complete platform for connecting with a relevant audience in
the fintech space.

As well as this, our daily newsletter is delivered to over 35,000 key
decision-makers in the financial services and technology sectors.

Want to stay informed alongside the industry’s best? Sign up
today and never miss a story.

Visit www.fintechfutures.com for a full list of our reports in 2022

Reports & Surveys

Sponsorship opportunities are
available for our surveys and
well-researched topic-specific reports.
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Self-service banking:
The key to customer
acquisition and retention

zendesk

Yo

[ @\m
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To reach nhew
prospects, talk to:

Sam Hutton

Business Development Manager
Email: sam.hutton@fintechfutures.com
Tel: +44 208 052 0434


https://www.linkedin.com/company/fintechfutures/
https://twitter.com/FinTech_Futures
https://www.fintechfutures.com/
https://www.fintechfutures.com/
https://now.fintechfutures.com/subscribe
mailto:sam.hutton@fintechfutures.com

