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How secure can we make these?
•Call Center
•Website, Web Chat
•Twitter
•Facebook
•App – “Esmarfón”
•Web Chat
•Skype, Whatsapp, etc.
•Alternative transactions – Giros, etc.
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"In addition to the use of data driven models to 
analyze customer behavior, banks can also employ 
data driven models that better train and empower the 
customer service agent to better enhance security 
without sacrificing a positive customer experience. 
Today’s technologies use various analytics techniques 
that allow banks to ensure that their customer service 
agents are asking the right questions.“

Calabrio President Tom Goodmanson
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http://www.unboundid.com/
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APEX Matrix™ for digital effectiveness of U.S. retail banks 
Majority of U.S. banks exhibit a strong correlation in their digital investments and business impact

Source: Everest Group (2015)



Bank

Mobility1

Mobile P2P transfers Biometric identification Remote deposit capture Loan/mortgage support Integrated analytical tools

Bank of America ✓ ✓ ✓ ✓ 

BB&T  ✓ ✓ ✓ 

Capital One ✓  ✓  ✓

Citibank ✓ ✓ ✓ ✓ 

Citizens Bank   ✓  

Fifth Third Bank ✓  ✓ ✓ 

HSBC   ✓  

JPMorgan Chase ✓ ✓ ✓  

PNC ✓ ✓ ✓  ✓

Regions Bank   ✓ ✓ 

SunTrust ✓  ✓ ✓ 

TD Bank  ✓ ✓  ✓

U.S. Bank ✓ ✓ ✓  

Wells Fargo ✓ ✓ ✓ ✓ ✓

1 Based on availability of the companies’ customer-facing apps on platform-specific app stores and information available in the public domain; as of Q1 2015
Source: Everest Group (2015)



Device-independent mobile functionalities / features•Mobility
Native mobile applications for device-specific 

platforms

Best-in-class banks across individual assessment themes under mobility
⚫ Payments:

– P2P transfer functionalities integrated within mobile banking app
– Real-time payments in partnership with payments infrastructure operators
– Contactless payments through NFC

⚫ Security:

– Two-factor authentication (via text message) 
– Voice/fingerprint biometrics authentication as an added security layer

⚫ Platform availability: Presence / dedicated apps for all major mobile platforms

⚫ Retail banking app functionalities: 

– Remote check deposits
– Loan and mortgage support to present a unified view across credit and debt
– Analytical tools for spend analysis and installment calculators for added 

experience
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Source: Everest Group (2015)

Retail banking app 
functionalities

Security and alerts

Mobile payments
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Fcsubscribe.com
CustomerExperienceReport.com

http://www.lorenmoss.com/

