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Harnessing the  
FinTech Revolution
How Financial Services Companies 
Can Thrive in the Digital Economy

Introduction

In a recent survey, 73 percent consumers born after 1980 said they would be 
more excited about a new financial services offering from Google, Amazon, 
or Paypal than their regular bank.1  At the same time, more than half of overall 
consumers—55 percent—said they are open to buying financial products from 
established technology firms.2 

For the financial services industry, the growing heap of statistics like these mean 
only one thing: Disruption is here. But why now, and what can financial institutions 
do to respond to the growing threat? This industry brief gives a high-level overview 
of the trends that are driving this digital disruption, and explores a way forward for 
the financial services sector. 

Trends Driving Digital Disruption  
in Financial Services

Today, the financial services industry is caught between a rising tide of technology-
driven upstarts targeting their most profitable business lines, as well as eroding 
customer satisfaction. As a result, the current growth rate of the global banking 
industry has been stuck at three percent, half that of the previous five years. 

Startups can’t be entirely blamed for the slowdown, but there are now hundreds 
of financial technology—commonly called FinTech—companies competing for 
customers. These include companies such as Avant (personal lending), Wealthfront 
(money management), Upstart (personal and business lending), Kabbage (small 
business lending), and many more.

1  “Millennials trust Amazon and PayPal over banks 
when it comes to personal data,” by Oscar Williams-
Grut, Business Insider, June 1, 2018

2  “Amazon Bank: Will Banking’s Worst Nightmare 
Come True in 2018?,” by Jeffry Pilcher, The 
Financial Brand, January 2, 2018
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What makes these companies so appealing? An intuitive user experience and 
speed are the key differentiators. For example, Kabbage can decision a loan in 
seven minutes entirely online. A traditional bank could take weeks to accomplish 
the same task, with multiple phone calls, emails, and even branch visits.

Even more worrisome for incumbent financial services companies, some FinTech 
startups offer solutions that provide core financial services at a discounted rate— 
or for free—and build additional value on top. Robinhood removes transaction fees 
for stock trading, while Zenefits provides free payroll as part of its HR management 
tools, to name just two examples.

Financial Services Executives Caught Off Guard

The majority of financial services executives have been surprised by how quickly 
technology-driven changes have swept the industry. In fact, 81 percent of banking 
CEOs are concerned about the speed of technological 
change, more than any other industry sector. Moreover, 88 
percent of banking incumbents are concerned they are losing 
revenue to innovators.3

Digital is causing uncertainty in the financial service industry, 
but there is good news: The majority of executives actually 
view the emergence of FinTech as an opportunity. A recent 
survey found that 63 percent of bankers view increased 
competition from startups as a reason to expand their products and services. 
More than three out of four of these organizations, 77 percent, will increase 
internal efforts to innovate.5  But that’s not the only way; many financial services 
institutions will look to partners to thrive in the new digital era.

The Opportunity to Innovate with Ecosystems

The reality is that incumbent banks and other financial services companies bear 
the weight of legacy IT systems and entrenched ways of operating that most born-
in-the-cloud FinTech companies do not. However, established financial institutions 
don’t have to invest in building competitive solutions from scratch. Instead, they can 
partner with software providers to create ecosystems of value-added services.

Given the diversity of today’s digital solutions, financial institutions could target 
almost any customer with any service bundle. However, small to medium-sized 
businesses (SMBs) are an ideal match for banking services bundled with other 
business applications, such as accounting software. These customers prefer an 
easy-to-use, one-stop shop for both business and financial services.

“There are hundreds of startups with a lot 
of brains and money working on various 
alternatives to traditional banking.” 
JA M I E  D I M O N ,  C EO ,  J P M O RG A N 4

3  “Redrawing the lines: FinTech’s growing influence on 
Financial Services,” PwC, 2017

4  “Jamie Dimon: Silicon Valley startups are coming to 
eat Wall Street’s lunch,” by Alyson Shontell, Business 
Insider, April 10, 2015

5  “Redrawing the lines: FinTech’s growing influence on 
Financial Services,” PwC, 2017
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Several banks are already offering these types of solutions. 
For instance, ANZ Bank New Zealand, New Zealand’s largest 
financial services group, partners with Honcho for business 
setup and other companies, such as Xero, for accounting. 
In another example, DBS bank in Singapore is working with 
SingTel, that country’s largest telecom provider, to enable 
SMBs to accept online payments and build e-commerce 
businesses.6  

Financial Services Companies  
Must Focus on Trust and Credibility

While customer satisfaction across the financial services 
industry has taken a hit in recent years, people still trust banks with their money 
more than technology companies. This doesn’t mean financial institutions can rest 
on their (still less-than-stellar) reputations. Rather, they should use it as a jumping 
off point to become trusted advisors, recommending the best services for the 
various stages in the SMB customer journey.

Here, once again, the customer experience is critical. If SMB customers are 
unhappy with core banking services, it’s unlikely that they would turn to their banks 
for an expanded portfolio of offerings, no matter how expertly targeted. That’s 
why financial institutions must master delivering both basic customer service 
functions—providing robust support by phone, email, and chat, for example— 
as well as a streamlined online experience that rivals their FinTech competitors.

Conclusion

As banks and other financial services consider how to respond to the disruptive 
waves being generated by FinTech companies, one thing is clear: Taking no action 
is not an option. In its recent banking report, customer experience leader ForeSee 
explained:

“In this strange new financial world, the biggest risk facing banks is that of 
inaction. While banks remain the leading experts in the world of risk management 
and regulatory compliance, they shouldn’t underestimate the advantage that their 
tech and FinTech counterparts have in knowing how to delight the customer.”8

It is advice that every incumbent financial institution should heed. By working with 
partners to build a relevant portfolio of complementary business applications— 
and by providing a best-in-class user experience—these organizations can reclaim 
their trusted position at the center of their customers’ financial lives. 

“By creating a customer-centric, unified 
value proposition that extends beyond 
what users could previously obtain, digital 
pioneers are bridging the value chains of 
various industries to create ‘ecosystems’ 
that reduce customers’ costs, increase 
convenience, provide them with new 
experiences, and whet their appetites  
for more.” 
M C K I N S E Y  &  CO M PA N Y 7

6 “ Small Business Ecosystems: Banks’ Next 
Challenge,” by Martin Tornes, Niels Peder Nielsen, 
Joe Fielding and Seow-Chien Chew, Bain & 
Company, March 19, 2018

7  “Remaking the bank for an ecosystem world,” by 
Miklós Dietz, Matthieu Lemerle, Asheet Mehta, 
Joydeep Sengupta, and Nicole Zhou, McKinsey & 
Company, October 2017

8  “Experience Index: Banking Report,” ForeSee, 2017
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A B O U T  A PP D I R EC T

AppDirect is the leader in cloud service commerce making software accessible globally. The AppDirect 
Cloud Service Commerce Platform unites providers, developers and consumers of cloud services into 
a single ecosystem. This makes it easy for businesses to find, buy, and manage cloud services from 
a central location and delivers new opportunities to distribute, sell, and market cloud services.

AppDirect-powered marketplaces, billing and distribution, and reselling services help providers—
including Telstra, ADP, Vodafone, Deutsche Telekom, Cloud Foundry, Rackspace, and others— 
connect millions of businesses to solutions from Google, Box, DocuSign, Intel Security, and more.

For more information contact  
info@appdirect.com  
or visit www.appdirect.com.

650 California Street, 25th Floor 
San Francisco, CA 94108 
(877) 404-2777

Copyright © 2018 AppDirect Inc.

The AppDirect Advantage  
for Financial Services Organizations

At AppDirect, we believe your success is our success. That’s why our expert team 
is here to provide unbiased advice and best practices at every stage of the digital 
go-to-market process, from evaluating solutions, to integrations, marketplace 
launch, to scaling, and beyond—all backed by best-in-class technology.

For more information, visit: www.appdirect.com/solutions/financial-services

https://www.appdirect.com/solutions/financial-services?utm_source=pdf&utm_medium=asset

