EXECUTIVE INSIGHT

The Crtical Need for Data-Driven
Decision-Making in US Bank Digital

Transformation ..

An executive insight into the imperative of embedding data-driven decision- e
making at the core of digital transformation initiatives in US banks (2000- 2025) .

The research sources include: McKinsey & Company, Ernst & Young (EY), ClearPoint Strategy, iceDQ, Datafloq, Harvard Business
Review, Deloitte, Forrester, PwC, Cherry Bekaert, Slalom, Finance Alliance, Alkami, BAl, Cornerstone Advisors, IBM, ACI Worldwide,
Yalantis, FCA, PRA, Bank of England, Reuters, BBC, The Guardian, The Register, The Mirror, LinkedIn professional insights, and various
academic and regulatory publications covering the 2000-2025 timeframe.
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| The Digital Imperative for US Banks

< Rapid Market Disruption

Fintech competitors and evolving customer expectations are driving unprecedented pressure on traditional banking models.
Banks that fail to adapt quickly face significant market share erosion and customer attrition.

Beyond Technology Adoption

Digital transformation requires more than implementing new technologies; it demands a fundamental shift to data-driven
decision-making across all operations, from customer engagement to internal processes and risk management.

(]

I~ The New Competitive Advantage

Data has emerged as banking's most valuable strategic asset. Organizations that excel at converting data into actionable
insights gain significant advantages in customer experience, operational efficiency, risk management, and innovation.
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| Why Data-Driven Decision-Making is Essential

Vast Data Reserves, Limited Utilization

Banks possess enormous amounts of customer, transaction, and operational data, yet much of it remains siloed and
untapped. Without the right tools and strategy, this valuable resource cannot drive strategic advantage or customer insights.

(]

@ Enabling Personalized, Proactive Banking

Data-driven insights allow banks to shift from reactive to proactive approaches, anticipating customer needs, delivering
personalized experiences, streamlining operations, and optimizing resource allocation for maximum efficiency.

® The Strategic Competitive Edge

Banking executives consistently cite data analytics as their greatest asset in competing with fintech disruptors. By
transforming data into actionable insights, banks can maintain customer loyalty while adapting to rapidly evolving market
demands.
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| The Cost of Failed Digital Transformation

Budget & Timeline Overruns
Most transformations exceed budgets by 40-70%, with 7% costing more than
double the initial projection, and timelines extended by 6-18 months.

Q Missing Value Targets
Majority of banks struggle to define, frack, and realize the business value of

their digital investments, with only 30% achieving expected ROI.

70% ili Case Example: TSB Bank (2018)

of banking t_ranSformatlon projects fail + £613M+ total cost, £318M in direct costs
McKinsey Research, 2023

+ 19M customers locked out of accounts

+ £48.6M in regulatory fines

« Rooft causes: Inadequate data testing, poor measurement framework, lack
of KPI tracking
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| Bank Transformation Failure Case Study: TSB Bank

‘ 2018 IT Migration Disaster: A £1.7 billion banking system migration that went catastrophically wrong

¢ Devastating Impact

£613 million total cost: £318M direct migration costs + £247M remediation + £48.6M regulatory fines
19 million customers locked out of accounts for weeks
1,300+ customers had money stolen by fraudsters during the chaos

A Critical Failure Points

« No comprehensive data testing or error validation protocols
 Inadequate measurement frameworks for progress tracking

« Communication breakdown across 1,400+ resources and 70+ vendors
«"Big Bang" approach instead of phased implementation

@ [Essential Lessons

« Establish clear data testing ownership and responsibilities

«Implement rigorous KPI tfracking with clear accountability at each stage

« Prioritize data quality metrics throughout transformation

« Recognize that technology fransformations are fundamentally data fransformations
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| Bank Transformation Failure Case Study: Wells Fargo

Misaligned KPIs Drove Unethical Behavior

Employees were evaluated based on aggressive cross-selling metrics and account opening targets, leading to the creation of
over 3.5 million unauthorized accounts between 2002-2016 without customers' knowledge or consent.

Severe Business Consequences

$ $3B+in fines 2%5,300+ employees fired © Growth restrictions
|~ Stock price decline 2s2 Massive customer trust erosion

Key Lessons for Digital Transformation

KPIls must be balanced and align with customer value, not just growth metrics. Single-dimensional metrics risk ethical
compromises and undermine digital initiatives. Effective fransformation requires holistic measurement frameworks that
consider quality, customer experience, and long-term value creation.
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| Key KPIs and OKRs for Digital Banking Transformation

l» Financial % Quality
S Revenue (product-specific & total) @® Customer satisfaction score & Net Promoter Score
B Expenses (interest & non-interest) © Average time to close issues/resolve tickets
&: Operating profit & cost-to-income ratio A New account setup error rates
Return on Assets (ROA) & Assets Under Management B Accounts opened with insufficient documentation
% (AUM)
Y= Productivity 0 Digital
€ Total volume of accounts managed ae2 Digital adoption rates & active users
2. Operating profit per employee « Digital transaction percentage vs. total
™ Sales per branch/channel @ Digital service response times
[ Number of processes digitized @ Feature usage & customer journey completion rates
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| Measuring Success: Modern Approaches

Traditional Waterfall Approach Modern Agile Measurement

« Linear measurement against fixed plans « Iterative progress tracking

Predefined milestones and deliverables Continuous value assessment

Limited ability to adapt to change Flexible prioritization of features

Focus on schedule and budget adherence Focus on business outcomes & customer value

*
*

*
*

*
*

®@ Link Development to Business Outcomes
Connect user stories, features, and releases directly to KPIs and OKRs to ensure every development effort contributes to
strategic goals and measurable outcomes.

= Multi-Level Reporting & Transparency
Implement dashboards with relevant metrics for each stakeholder level. Board members need strategic KPIs, while teams
require granular implementation metrics.

Continuous Accountability Cycles
Establish regular, tailored progress reviews that drive accountability and enable quick course corrections before problems
escalate or value is lost.

Q
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| Current State: Are US Banks Truly Data-Driven?

=e Modernization Without Measurement

Despite significant investments in digital technologies, over 50% of US banks struggle to define clear metrics and track value
creation from their transformation initiatives (EY, Deloitte, 2024).

Q Persistent Barriers to Progress

Legacy systems, organizational silos, and resistance to cultural change continue to impede banks' ability to extract full value
from their data assets and drive transformation.

= Limited Adoption of Data-Driven Steering

Only approximately 30% of banking institutions consistently use data-driven metrics to guide strategic decisions and steer
their transformation programs to successful outcomes.
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| The Foundational Role of End-to-End Digitization

Q

Unified Data Flow

Digitizing all processes creates aseamless, real-time data flow across the organization, eliminating information silos and
enabling consistent decision-making based on asingle source of truth.

Foundation for Advanced Analytics

Complete digitization establishes the necessary foundation for Al/ML implementation, predictive analytics, and automation
inifiatives that can tfransform customer experiences and operational efficiency.

Risks of Partial Digitization

Without end-to-end process digitization, banks face critical bottlenecks, data inconsistencies, and incomplete insights that
undermine the entire fransformation initiative and limit potential value realization.
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| Recommendations & Roadmap for Success

Define Vision & Metrics First

Establish a clear transformation vision and map critical KPIs/OKRs before starting. Link every initiative to specific, measurable business
outcomes.

Invest in Data Foundation

Build robust data architecture and digitize all processes to create a single source of truth that enables real-time decision making.

Break Down Organizational Silos

Foster teamwork between business, IT, and analytics departments through cross-functional teams with joint accountability for outcomes.

Monitor Progress Iteratively

Establish rigorous monitoring systems that highlight failure signals early, with regular reviews and the flexibility to adjust course quickly.

Build a Data-Driven Culture

Train, incentivize, and empower employees at all levels to use data in decision-making through skills development and recognition programs.

Learn From Best Practices

Study both successful and failed transformations to apply lessons learned and avoid common pitfalls in your organization's journey.
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Thank You

Questions? How canIhelp guide your organization's transformation journey?

Need more information?
matt@doctorofdt.com

=

https://doctorofdt.com/the-critical-need-for-data-
driven-decision-making/

e Access the complete research report

The research sources include: McKinsey & Company, Ernst & Young (EY), ClearPoint Strategy, iceDQ, Datafloq, Harvard Business
Review, Deloitte, Forrester, PwC, Cherry Bekaert, Slalom, Finance Alliance, Alkami, BAl, Cornerstone Advisors, IBM, ACI Worldwide,
Yalantis, FCA, PRA, Bank of England, Reuters, BBC, The Guardian, The Register, The Mirror, LinkedIn professional insights, and various
academic and regulatory publications covering the 2000-2025 timeframe.
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