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Abstract: This publication is part of a broader examination with regards to digitalisation in 
the banking sector and the necessity of customer centric business models. The study also 
considers the importance of perpetual alignment between business models and customer 
needs to avoid market share losses.  
This research paper examines at the extent to which digitisation in the banking sector is 
needed and why customer centricity plays an important role. In terms of methodology, a 
divergence analysis between banks’ current business models and customer needs will be 
described which underpins the research question.  
This article presents recommendations for banks in terms of how to dynamize business 
models and optimization of channels. However, digitalisation in the banking sector is not 
only an ongoing trend, but also poses a significant challenge to most institutions. This 
article picks up on this and presents key challenges as well as opportunities for financial 
institutions to deal with it. 
An overview of digitalisation in the banking sector will be provided. It then takes a closer 
look at customer needs and the current business models in banks. The article is rounded off 
with recommendations for action and challenges for banks in digitalisation. This article 
supports the wider objective of an elaboration to define a model to enable the banking 
industry conducting a continuous analysis of defined input factors and resulting from that 
changed customer behavior to derive recommendations for action to change or keep the 
business model customer centric.  
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Figure 1: Objective of the elaboration, Own illustration. 



2.1. Definition of terms  

2.2. Development of digitisation  



2.3. Digitisation in the banking sector  



2.4. Development of the business model of banks  
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Figure 2: Development of business models, own illustration according to:  
(Auge-Dickhut, Koye and Liebetrau, 2014b). 





 

Figure 3: Importance of conversion speed, own illustration. 

2.5.  Changing customer needs  
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3.1. Dynamization of the business model  



3.2.  Optimization of the distribution channels  

Figure 4: Position of the bank branch in transition, own illustration based on  
(A.T. Kearney, 2012). 



Figure 5: The channels as a means to an end, based on (Stahl, 2014). 



3.3. Discussion of challenges in the context of digitalisation    










