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6,100+ professionals 
89% employee retention 
including product, XD and software engineers

29 years  
of profitable growth
(CAGR 39% L5Y)

CI&T is a digital services provider focused on modernization within 

customer experience, Agile and Lean delivery, digital product strategy 

and delivery, cloud-based technologies, and application and data 

modernization.

 

We help digitally transform and enable large enterprises to more 

effectively connect with their customers. 20+ years in banking 
Experienced in all areas of the industry; retail deposits, lending, 
commercial and SMB,  with 15 clients globally

$

Customer Experience & Digital Experience Mgmt
Connect the customer journey and create measurable 
engagement.

Data & Analytics
Enabling data solutions and data-driven insights.

Real Time Payments Integration
Drive new revenue with apps and platforms co-created from 
concept through launch.

Digital Banking Applications
Modernizing legacy technology to enable rapid 
product delivery.

Cloud Services
Deliver digital solutions with cloud-based 
infrastructure and computing services.

AI
GenAI  
Unleash hyper productivity, governance and alignment for 
the digital world.

OUR SERVICES

ABOUT 



We develop extensive business knowledge through our onshore (often onsite) teams, 
while operating highly-skilled, cost-effective teams in the same time zone.

Global Presence
• Operating in 9 countries
• Nearshore delivery model
• Culturally aligned

6,100+ 
Professionals

USA

Colombia

Portugal

United 
Kingdom

Brazil

Japan

China

Australia

25% Product & Design

70% Engineering

5% Data & Analytics

Canada

WE COMBINE LOCAL EXPERTISE WITH NEARSHORE SCALE 



Discuss financial returns on CX Measurement and explore a 
framework your bank can follow to identify, measure, and maximize 
the value of the most critical customer experience and digital 
experience management.   

I. CURRENT LANDSCAPE

II. MEASUREMENT APPROACHES

III. FRAMEWORK FOR MEASURING BANKING CX IMPROVEMENTS

IV. DIGITAL MATURITY LEVEL RELATIVE TO CX MEASURABILITY 

V. DIGITAL EXPERIENCE MANAGEMENT SOLUTIONS TO HELP ACHIEVE THESE GOALS

WHAT WE’LL COVER TODAY



How effective do you believe your firm is at 
analyzing user behavior and sentiment across 
digital, voice, and physical channels?

POLL #1

○ Very Ineffective
○ Somewhat Ineffective
○ Neutral
○ Somewhat Effective
○ Very Effective



Only 4% of Banks rate 
their experience as 
excellent
*BAI Banking Research

Banks currently build CX 
capability around reactive 
measurements. 28% of 
organizations track withdrawals 
or deposit growth.
*Digital Banking Survey, 2022

THE CURRENT LANDSCAPE





What do you consider the most critical 
factors for driving customer acquisition 
and loyalty?

POLL #2

○ Personalized experiences
○ Cross-channel consistency
○ Service adoption
○ Live interactions (in person or phone)



Offer & 
Promotions

Management

Personalization

Digital Asset 
Management

Customer Level 
Analytics

Services
Integration

Voice and Chat
Self-Servicing

Customer 
journey 

management
Unified 

experience

Marketing 
Automation

Loyalty 
Measurement

Feature
Experimentation

CHALLENGES 
WITHIN THE 
EXPERIENCE



MEASUREMENT APPROACHES

An average NPS increase by 7 points 
correlates with a 1% growth in revenue Voice of the Customer



SHOULD BE ABOUT INCREASING CLTV

Increasing the value of the relationship based on 
customer experience management that result in 
value-generating behaviors

EXPERIENCE 
DESIGN

BEHAVIOR 
CHANGE

INCREASE IN 
VALUE

Net present value of the customer 
relationship increases with increases in:

Value of the interaction
Frequency of interactions
Longevity of the relationship

INVESTMENT 
PERIOD

RETURN 
PERIOD

TIME



Increase Deposits

Increase # of Products

Lower Cost Servicing

HIgh Value Product Fit

Reduced Attrition 

Experience Design

New Relationship

Business Goal

Account Usage

Consider New Products

Digital Services

Respond to Offer

Loyalty

Ease of Application

Behavior Change

Higher Avg. Balances

Cross-sell rate

Digital Service Adoption

Profitability

Retention Rate

Cost per Conversion

KPIs

INDIVIDUAL DESIGN ELEMENTS DRIVE BEHAVIOR CHANGE, 
ACHIEVING BUSINESS GOALS.

UX



CUSTOMER JOURNEY METRICS
What to expect from optimization efforts?

AWARENESS CONSIDERATION ACQUISITION SERVICE ADOPTION LOYALTY

Wants a home loan Discovers landing page 
via search, compares 
rates and comes back 
later.

Browses contents

Account application, 
alerts, status, document 
workflow

Account opening

Sets-up autopay

Uses chat servicing

Receives offers for other 
accounts

Recommends bank, 
writes and shares on 
social media. 

Business

Marketing

UX

Customer Success
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TOOLS AND TECHNOLOGY

Digital Experience Management

Lending

Payments

Banking

Core Banking

Channels Digital Banking Applications (Interfaces)

CRM / MAR TECH

System of Record

Digital Onboarding
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Loan Servicing

Cards

Settlement

Risk & Fraud

KYC

Payments Hub

Account Onboarding

Deposits

Account Origination

Process Automation

Workflow 
Management

Document 
Management

Payments 
Initiation

Billpay

AML

A
PI
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Loyalty

API 
Manager

Checks

Check Management

BPM

Lending

Loan Origination

CommercialCustomer Service

Case Management Cash 
Management

Lending

Point of Sale

ATM

Comercial Portal

Retail Portal

Mobile Banking

Mobile Banking

Teller

Banker

Loan Officer

Customer Data Platform

Data & Analytics

ATM & Cash 
Systems

Faster 
Payments

Traditional 
RailsLoyalty

Experience Management



A Bank
That Knows You



Where We 
Started



Version A

Version B

Winston 
Recent Retiree

Janet
Business Owner

Customer 
Needs



Usability & 
Flexibility

ADA Accessible

Content is 
Easy to Read

Efficient and 
Task Driven 

Straightforward 
IA

Modular 
Component



MVP

Rapid completion led 
to full executive 

buy-in and strong 
support for the 

remainder of the 
transformational 

process. 3mo

Full Site Launch

Early accomplishments 
supported the goal to 
move prospects down 

the funnel and increase 
leads to business groups

across the bank.
9mo

Metrics

⬇50%
Bounce rate decreased

⬆29%
Increase in time 
spent in sessionResults

Real Results



THANK YOU

CIANDT.COM

Young Pham
Chief Strategy Officer
young@ciandt.com

Robin Borelli
Financial Services
robin@ciandt.com
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http://ciandt.com/us/en-us

