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Abstract 
There are a lot of developments in the financial industry and new opportunities 
in digital developments seem to be endless and new entrants on the market will 
increase competition, even foreign competition. The results from this research are 
important for the banking industry because it can give an idea on what to expect in 
consumer banking, help banks realize how digitalisation can affect their business 
and how they can use the results to improve their strategy.

The purpose of this thesis is to answer the research question of how digitalisation 
will affect consumer banking in the next 10 years. The research method of choice 
is the Delphi method, where a group of hand-picked individuals with knowledge or 
experience in the financial industry, will take part in a research that will help answer 
the research question. The idea of the Delphi method is to try to achieve a consensus 
among participants on the given dilemma by asking a series of questionnaires. It 
took two rounds of questions to establish a consensus among those participants.

Introduction 
 Automation has been affecting most industries all the way back 
to the first industrial revolution. With increased developments in 
information technology and artificial intelligence, new opportunities 
are rising relatively fast in the past years at an exponential rate rather 
than linear. The use of artificial intelligence in automation, self-
services and digitalized processes in the financial sector has grown 
rapidly over the past years, especially in consumer banks.
 A few years back most people went to their local bank branch 
to deposit money with the assistance of a cashier, apply for a 
loan or overdraft on the credit card with the acceptance from a 
financial consultant or even transfer money between accounts. 
Most of the applications for loans or other various services needed 
some discussion with loan officers, paperwork and the appropriate 
approvals. To apply for a loan at the local bank branch, the employee 
had to do some research on the customer´s financial history and base 
its decision on that information combined with the word of mouth 
and sound judgement whether that customer was financially sound.
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Industrial Revolution 
 Some industries experience greater impact from automation, for example the automobile 
industry has been involved in automation for many years and the first form of assembly line for 
car production developed by Ransom Old´s in 1901, was a revolution. The company increased its 
output 500% in one year. This included lower prices and more simple assembly and therefore could 
produce cars in large quantities. Henry Ford then later developed this technique even further with 
the Model T production (Corday, 2014)

Digitalisation
 The words “Digitation” and “digitalisation” are sometimes used freely and interchangeably, 
there is however a difference between them. “Digitation” is the process by which other forms of 
representation are converted into a digital format, such as the process of signing in to a meeting 
trough the employee in the reception into signing in with a help of a digital screen. “Digitalisation” 
is the transformation beyond that. A company or an organization seeking to become “digital” 
might focus on automating their processes to create efficiency. In that sense, a company focusing 
on digitalisation might aim at effective outcomes by improving customer engagement (Forest 
& Rose, 2015). According to a report by Deutsche Bank in 2015, the digitalisation is a trend 
which is driven by three major forces: Customer experience, technical push and the economic 
benefits. Customers are the drivers in this context, meaning that it is them who are pushing for 
newer and faster solutions. They expect a seamless multichannel experience and consistent, global 
service and the challenge for banks is therefore adopting their existing service models to changing 
customer expectations and cost-awareness. The technological push is all the possibilities in digital 
infrastructure, providing billions of customers with affordable broadband and low-cost devices and 
the immense possibilities of cloud computing with its vast information processing machinery. 

Self-Services 
 A survey conducted by the Consumer and Community Development Research Section of the 
Federal Reserve Board´s Division of Consumer and Community affairs (DCCA) found out that in 
2015 43% of mobile owners with a bank account used mobile banking compared to 33% in 2013 
(Board of Governors of the Federal Reserve System, 2016). This shows a significant increase in 
3 years and these actions were usually simple transactions or checking account balance. Another 
research conducted by Goldman Sachs suggest that individuals in the ages between 25 – 34 (also 
known as the Millennial generation) are more likely to spend their budget on online shopping. Also 
with that same research, results show that the information gathering among consumers is getting 
greater (Goldman Sachs, 2015). This might suggest that most of the actions are performed with 
mobile phones or other devices connected to the internet. In this Delphi research, different age 
of participants will not affect the results of the study. This development might affect the need for 
personal interaction in some industries. An ideal example on how a company automated its process 
in a way that there is no need for a human interference is the Amazon Go retail store, with the 
elimination of a checkout process. It’s a store that has no traditional checkout process and therefore 
no checkout lines, all you need is an Amazon account and a smartphone with the Amazon app. 
They implemented complex algorithms to digitalize the process that in return substituted the role 
of a cashier and there is no need to scan any barcode, the customer can basically walk out with the 
product. (Amazon, 2016).
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E-Banking 
 Some academic studies have been published on this topic and one research conducted in 2008 
by Kamakodi, N. and Khan, M. Basheer Ahmed concluded that E-banking services exceeded 
customer expectations but however were below expectations on a branch level in India. It was their 
conclusion that banks could not differentiate enough with the use of information technology and 
not be able to get the competitive advantage. IT intertwined with a human touch will be necessary 
to retain existing clients and attract new ones was the conclusion of the research (Kamakodi & 
Khan, 2008). This study was conducted nearly 10 years ago, and would be interesting to see if 
the same conclusion applies today with the use of a Delphi study. Banks need to differentiate 
themselves and especially in the digital world and that is among the components which will help 
answer the research question. Participants in this research will be asked to provide comments on 
competition within the banking sector and how it will develop in the next 10 years.

Payments
 In January 2018, there will be implemented a new legislation called the PSD2, Payment Services 
Directive 2 in Europe. The PSD2 is a directive which seeks to improve the existing European rules 
for electronic payments (2016). This enables third party financial institutions to access some of the 
core banking systems, providing payments services to customers without the interaction of a bank. 
(“Payment services (PSD 2) - Directive (EU) 2015/2366,” 2016). Today, some of these third parties 
are known as Fintech’s or Financial technology which refers to a technology-enabled financial 
solution. Fintech has become increasingly competitive. Reasons for this increased competition 
is the drive of technological developments, increase in data driven analysis and growth in data 
volume and the pressure of regulatory scrutiny make this industry highly investible. In the fourth 
quarter 2014, the investments in all 1.027 Fintech companies reached $3.1 billion USD and in 
the UK this industry in estimated to be worth $20 billion USD in revenue to the economy and 
potentially grow to $300 billion by 2020. Meanwhile, traditional banks are struggling to capitalize 
on those digital offerings and few of them are early adopters of new technology. 22% of Fintech´s 
are focusing on disrupting the payment sector in the consumer segment, which is 40% of retail and 
wholesale banking revenue pools worldwide. 12% are focused on consumer lending and financing, 
which is about 15% of the banks revenues (Frédéric et.al, 2016).

Technological Developments
 A lot of new technology has been surfacing the past years and continue to increase at an 
exponential rate in coming years. One technology has received much attention and is called 
Blockchain. Typically, there are contracts and transactions that define our structures in the 
economic, legal and political system. They protect our assets, record our financial history and set 
organizational boundaries. However, this form of bureaucracy has not been keeping up with the 
digital transformation of the recent years (Iansiti & Lakhani, 2017). This is where a Blockchain 
technology can be useful. Blockchain is a trusted platform where information can be stored and 
or transferred between individuals or institutions. In the context of currency e.g., it’s a distributed 
ledger that can record transactions between two parties effectively and in a verifiable and permanent 
way. Each party can access the database and its complete history but, they can’t control the data 
nor the information (2017). This technology enables every transaction and its associated value to 
be visible to anyone with access to the system. Once a transaction is made the platform makes sure 
that the records are not altered.
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Research Methodology 
 This chapter will cover the process of the research, information on the criteria for participation, 
the method for data collection and a discussion of the research question and why this method is 
appropriate to answer the addressed problems.

The Delphi Method
 The purpose of this thesis is to answer the research question of how digitalisation will affect 
consumer banking in the next 10 years. The method of choice will be the Delphi method designed 
mainly by Dalkey and Helmer in 1950 (Hsu & Sandford, 2007). The method is designed to help 
the researcher to predict the potential effects of one phenomenon on the future relying on the 
knowledge or expertise from others. Delphi is designed as a group communication process that 
aims at conducting detailed examination and discussion of a specific issue for goal setting, policy 
investigations, or predicting the occurrence of a future events. The idea of the Delphi method 
is to try to achieve a consensus among participants on the given dilemma by asking a series of 
questionnaires. It can depend on the scope of the research on how many rounds these questionnaires 
are conducted but in most cases, it takes three rounds to reach a consensus (2007).

Participants 
 Choosing the right individuals for the study is the most important step in the process because it 
is directly related to the quality of the results, so it is essential that the researcher can rely on the 
expertise of those individuals. The Delphi subjects need to be highly trained and competent within 
the specialized area of knowledge related to the topic. There is no exact criterion when selecting 
subjects for the study, but among scholars there are some guidelines that are proven useful. 
Ludwig (1994), states that it is recommended that the subjects should be well-known and respected 
individuals within the target groups of experts. Generally the pool of individuals appropriate for 
the research are primary stakeholders with various interests related to the topic or those who have 
first-hand relationship with the particular topic (Custer et al., 1999).

Data Analysis
 When defining and determining consensus in a Delphi study the data analysis criteria is subject 
to the interpretation. The general rule according to Miller (2006) is that a consensus can be 
determined if a certain percentage of votes fall within a prescribed range. Another criterion is that it 
is recommended that consensus is achieved by having 70-80% of the subjects votes fall within two 
categories on the 5-point Likert scale (Ulschak, 1983). The data analysis in this research will include 
qualitative data due to the usage of the classic Delphi method with open-ended questionnaire in the 
first round to solicit subjects´ opinion. To answer the research question, primary data is collected 
with the Delphi study with the support of some secondary data from previous research and reports.

Bank Branch
 The answers clearly indicate that bank branches will change in the next 10 years and mostly 
due to automated processes. However, different opinions seem to be on how these changes will 
occur. Seven of the answers included arguments that branches will decrease in numbers and some 
of the arguments are that the most common tasks will be performed digitally, as they already are 
today. Five of the answers indicate arguments that branches will still exist because of the need for 
financial consultation, e.g. for older people who might not be knowledgeable about technology, for 
larger transactions (mortgage loans) and if there might be something seriously wrong, financially. 
All the answers include suggestions that digitalisation will be a dominant factor in 10 years in bank 
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branches. One interesting argument was that customers who are reluctant to adapt to the changing 
financial environment in coming years, will be deemed as bad customers to the bank. Therefore, 
banks will make branches fewer and willingly inconvenient in order not to overserve this group of 
customers.

Conclusion
 Customer relationships are fickle, and it is not unusual for customer behaviour to change. Due 
to digital advancements in society, banks are starting digitalisation processes in order to digitally 
transform themselves. In this study, it is evident that the digitalisation process within the case 
bank has affected its relationship with its customers. As the digital strategy is the main driving 
force for digital transformation in an organisation, the alignment of the digital strategy with the 
business strategy and CRM in the case bank has led to the bank being able to notice changes in 
customer behaviour quicker. This provides the case bank with more time to react to the changes, 
and be able to satisfy the new customer preferences and demands faster. The effect of this on 
the relationship is positive, as it avoids making customers unsatisfied for long due to their new 
preferences not being fulfilled. However, the case bank has issues with integrating new systems 
into the organisation, which makes the reaction time slow, despite the early notification on changes. 
This is an indication that the digital strategy is misaligned with a factor that lies outside the scope 
of this study. Furthermore, the alignment of the three factors has led to case bank outsourcing some 
of its digital developments in order to be able to focus their resources better. A more focused use 
of resources allows projects to be finished faster, which aids the case bank in being able to satisfy 
new customer preferences and demands in case of changes in customer behaviour. This is an effect 
on the case bank’s relationship with customers as it enables the case bank to satisfy the customers 
faster, which affects the relationship positively.


