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BMW, Microsoft, SAP, CocaCola, Kaiser Permanente, Alphabet, Türk Telekom, TomTom, Kraken, 

Deutsche Telekom, Verizon, Pictet, and Wirecard are only some of the more than 1,000 

institutions that we serve around the globe. Based on the experiences that we have gained from 

the needs of different industries such as banking, insurance, finance, asset management, and 

telecom, we continue to develop Countly and always be one step ahead.

About
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Countly

In our report “Digital Gold Mine of the Banking and Finance Industry: Analytics”, we aimed to  

convey how the data you get from your users offers you a gold mine and how you can use it. We  

prepared it to transfer our experience and know-how to all the players in the industry and shed  

light on the digital journey of institutions with analytics products.

In this document, you can find the transformation areas, the technologies in use, the corporate  

benefits of using analytics, and the description of how to make the best use of analytics.



This report will always be open to development and will be updated during the process of  

transformation. You can always contact us about your requests and suggestions for the issues 

that you would like to see included in the report. 

 

Enjoy your reading!
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Onur Alp Soner 
Chief Executive Officer 

oas@count.ly
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Since the early 2000s, many industries have developed in line with the needs of the constantly 

changing and evolving environment to keep pace with the technology, respond to customer 

requests, or just to facilitate things for the customers.

The world of finance is becoming digital
03
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The effect of the rapidly changing digital world can be seen in almost every aspect of our life 

with the constantly growing new technologies. One of the industries that most quickly adapts to 

such digital transformation and makes the best use of it is banking and finance. In a rather 

organized and regulated banking and finance industry, it is quite interesting to not only see that 

business models which were once universal are now witnessing the constant digital 

transformation but also to observe the path they follow to keep ahead in the competition.

For example, digital transformation payment solutions are changing the way the finance industry 

works in lending money, loan payments, and more. In their efforts to adapt to this development 

and remain competitive, banks and other financial institutions are now turning to either
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partnering with Fintech companies or developing their own solutions.
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Increased competition in retail banking

Retail banks are in search of new technology solutions and services to speed up the growth of 

competition signals received from FinTech companies, online banks, and non-financial 

platforms. Even prominent names in the banking industry believe that consumers will soon be 

able to carry out their banking transactions via companies such as Amazon, Google, Apple, and 

PayPal. The growing number of Apple Pay users also lends support to this belief.1

 1 - https://www.statista.com/statistics/911914/number-apple-pay-users/
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Particularly the technologies that were developed in the last decade gave rise to new application 

areas, concepts, and business models.
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To keep pace with this change, banks 

prefer working with new generation 

technology initiatives and particularly 

with FinTech initiatives.

Open banking

Open banking is also known as “open bank data”. Open banking is a banking practice that 

provides third-party financial service providers open access to consumer banking, transaction, 

and other financial data from banks and non-bank financial institutions through the use of 

application programming interfaces (APIs).

CountlyDigital Gold Mine of the Banking and Finance Industry: Analytics
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Open banking will allow accounts and data to be accessible for use by consumers, financial 

institutions, and third-party service providers.

Invisible banking

Banks operate in an intensely competitive environment and are involved in an intensive user 

communication process to stand out from their competitors. It is almost impossible not to 

encounter a bank advertisement when using our telephone, watching TV or walking outside.

Countly

Open banking is proposed as an essential source of innovation that is poised to reshape the 

banking industry, and FinTech initiatives working on this issue continue to develop products and 

services in the capillaries of the industry, with the changing regulations of the countries. 
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Finance companies and banks do their best to attract attention through new offers, products, and 

services they propose to their users.
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On the other hand, the wide variety of alternatives and the complexity and length of the process 

to access these alternatives create an opportunity for FinTech initiatives that offer a simple user 

experience.

What if we take this concept of simplicity one step forward, 

can we imagine a setting in which these services are put into 

practice, and complexity disappears? Innovation in design 

generally operates to eliminate the unnecessary steps in 

complex processes, but what if we eliminate all steps? What if 

we offer users only the steps that are needed in certain 

situations? 

Countly

Many opinion leaders believe the world of Invisible Banking is 

on the doorstep. Customers don’t want to spend their time in 

constant interaction with banks; they rather prefer products 

and services working faster, easier, smoother, and integrated 

into their lives.
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In the future, we will be living in a world where banking products and services will be used 

without feeling the interference of the bank, and many even believe that we are already doing so. 

For instance, have you recently purchased an application from AppStore? Or have you paid for 

one of those applications which you can have a monthly subscription? Do you remember the 

name of the bank through which you performed the process? Well, this is the best example of the 

entirely invisible banking of today. Apple brings together all its applications within AppStore, and 

you have the possibility to define one single credit card for all applications. You can make 

payment by touching a button on the screen during the payment stage. 

        Another example of invisible banking is Atombank.2   

        Atombank, one of the first digital banks of the world, offers its customers the opportunity         

        to manage their savings and credit transactions without going to a bank branch. It offers       

        its users the most suitable credit using data based on expenditures and financial status. 

 2 - https://www.atombank.co.uk/

Countly

In the future, invisible banking will involve products and services that are integrated into all 

aspects of our lives. Get ready to see new products in such fields as tax payment, salary payment, 

loans, pension funds, and expense management.
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Banking, one of the oldest industries in the world, dates back to centuries ago, and the oldest 

bank that is still active today is the Monte dei Paschi di Siena which was founded in 1472. The 

industry, which has been changing and transforming for about 550 years, has witnessed the 

most significant changes in the last 20 years.

Digital banking

Countly

Digital platforms, including mobile banking, mobile bankbooks, and payment 

applications, now establish an essential foundation on which the interaction 

with customers in the finance industry is built. Marketing, sales, customer 

services, or communication are becoming essential tools that facilitate the 

global operations of banks and financial institutions by way of digital and 

social networks, automation systems, and the newest software solutions.

In short, digital banking has become the basis of strategic development for 

the finance industry in today’s extremely tough competitive environment. 
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FinTech is truly a convergence of technology with the financial industry, which has led to the 

emergence of many innovative technology initiatives. The most significant technological impact 

on the banking industry comes from FinTech initiatives that force financial institutions to create 

better customer experience processes. 

FinTechs generally; 

         ● Turn mobile banking into a genuine bank branch for simple transactions with no need to      

visit a branch physically. 

         ● Offer the ability to perform real-time transactions. 

         ● Provide innovative solutions to meet customer requests and give meaningful financial                       

suggestions. 

Fintech initiatives

Countly

The main advantage Fintech initiatives have over traditional banks, and financial institutions are 

their ability to use the latest technology and focus unilaterally on higher-yielding business 

segments.
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FinTech initiatives attract growing interest day by day. Many banks try to partner with such 

initiatives and make investments to increase their market share.

Trends in 2020

Banks and financial institutions reached a mindset that is open to constant self-development and 

integration of technological innovations to business processes. Among the outstanding trends in 

2020 are Blockchain, Artificial Intelligence, Machine Learning, Cloud-based Technology 

Solutions, and Sound Technologies.

 3 - https://assets.kpmg/content/dam/kpmg/xx/pdf/2019/07/pulse-of-fintech-h1-2019.pdf

Countly

As reported in  “Pulse of Fintech3” report, published quarterly by KPMG in the first half of 2019, an 

investment of 37.9 billion dollars in 962 transactions have been canalized to FinTech initiatives.
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According to a report prepared by Accenture based on the research which involves the 

institutions that place emphasis on digital banking, banks are now mainly investing in blockchain, 

and estimates are that in the next three years, more investments will be made to artificial 

intelligence besides blockchain technology.

Blockchain

Countly

Cryptocurrencies almost created a tempest in the world of banking by offering consumers faster 

and cheaper ways of making financial transactions. The distributed ledger system of blockchain 

allowed technology-enabled financial institutions to use strict control mechanisms through 

auditable data and smart contracts.

As the emerging trend suggests, blockchain technology will obviously lead to a big 

transformation over the banking and finance industry.

In the recent past, banks used to approach blockchain technology with suspicion because of 

basic security concerns and question marks regarding the manner of adaptation to a regulated
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atmosphere. However, the mindset changed in no time, suggesting that blockchain applications 

can be configured for being used in the business processes of banks. 

Artificial intelligence & machine learning

A large number of banks and other financial institutions have an interest in chatbot and artificial 

intelligence as the most visible applications adopted by the industry. Chatbots or automatic 

service auxiliaries are tools that are equipped to solve any problem the customers may have 

through an online messaging system. This way, customers do not need to visit the bank branch to 

solve the problem. On the other hand, you can make customer support processes more efficient 

for the issues that your customers can easily solve by themselves.

Countly

Besides, the most important reasons for adopting the blockchain technology are efficiency, 

security, transparency, and cost advantage.
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This interest in artificial intelligence was mainly due to the abilities of artificial intelligence as well 

as business requirements. Innovative technologies such as machine learning, cloud computing, 

and increasing regulatory requirements set a perfect scene for the extended use of artificial 

intelligence in the finance industry.

Countly

Among the benefits of using artificial intelligence in the finance industry are better customer 

experience, faster product delivery, and perfect risk management. Since artificial intelligence 

tools operate only on algorithms and numbers, error probability may be near-zero in financial 

transactions and investment decisions.
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Banking and finance industry remained distant from cloud-based products and services, a 

network made by the regulation, with many reservations including storing customer data but 

when we take a look at the recent past, the rise of FinTech initiatives and the little bites small 

initiatives took from large mechanisms led to the transformation into big bites in time. The 

banking industry started to act quickly in that regard in order not to be consumed by the little 

bites and to get adapted to cloud-based technology solutions.

Cloud-based technology solutions

Countly

This adaptation is also supported by the development of artificial intelligence, the high cost and 

operational burden of in-house management, and the platformization of banks.
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Let’s focus on an image shared by KPMG in its report 

about invisible banking4. Technology has now started to 

talk to us to help us with our business. Don’t you think 

your life becomes more comfortable when you can 

complete your work by speaking while you are sitting at 

home, driving your car, or attending a meeting?

Audio technologies

 4 - https://assets.kpmg/content/dam/kpmg/tr/pdf/2017/03/eve-invisible-bank.pdf

Countly

With the help of artificial intelligence and the 

development of chatbots, sound technologies have 

become the new focal point of banks that want to offer 

the best customer experience.

Digital Gold Mine of the Banking and Finance Industry: Analytics
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The areas where digital transformation is profoundly experienced mainly include insurance, retail 

baking, and asset management. A profound transformation is also seen in fields such as payment 

systems, capital markets, loans, and lending. 

Different industries - different needs

Countly

The common point of all these industries is that they all work in a highly regulated platform and 

therefore prompted for many years to protect their existing systems, which is quite reasonable. 

What is not normal is that technology is growing at such high speed, and entrepreneurs have a 

quick awareness of the empty playgrounds. There is a big gap between the operation speed of 

corporations with particularly big organizations and the operation ability of enterprises.

Therefore, many corporations prefer cooperating with technological initiatives or purchasing 

ready-made products rather than developing in-house technologies. The biggest problem that is 

encountered when a ready-made product is purchased is the fact that products are not 

specifically customized for each industry because products are developed in the light of a 

Digital Gold Mine of the Banking and Finance Industry: Analytics
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problem. But this “problem” may have different meanings in each industry, and sometimes the 

solutions offered by initiatives have to be customized for industries.

Banking

Let’s have a closer look at the transformation process of retail banking, which we had mentioned 

earlier.

Countly

The future of retail banking starts with the customer. The advancements in this area are 

sometimes steered by the customers who want uninterrupted digital banking solutions as part of 

their daily lives. As more and more users demand simple and reliable products and services from 

customer-centered financial institutions (or from other companies with similar offers), these 

advancements rapidly spread among all customer segments and age groups.

Digital Gold Mine of the Banking and Finance Industry: Analytics
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The combination of these expectations and technology-effective solutions challenges the 

benefits of traditional banking (branch networks, trust, loyal customer bases) and the 

opportunities for the newcomers to this area.

 5 - http://accenture.com/_acnmedia/PDF-92/Accenture-Retail-Banks-Well-prepared-for-Digital-Innovation.pdf#zoom=50
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Indeed, banks are facing a new challenge in relation to customer relevance and scale; relevance is 

related to the ability to offer ubiquitous banking solutions, and scale is associated with the number 

of customers that banks can hold in the face of untraditional competition. Those who are in charge 

live with the dual difficulty of competing with both existing competitors and new entrants.

Banks will need new skills in addition to their traditional areas of expertise in order to develop in 

these new environments. Critical new features will include improving customer orientation and 

customization, expanding the width and depth of customer access, and embracing open banking 

and ecosystems.

According to the Digital Innovation in Retail Banking report issued by Accenture5  , banks have 

already started investing in technology and even have plans for making further investments in 
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in the near future. While increased 

investments are made, especially for 

developing artificial intelligence 

technology and improving operational 

and customer processes, expanding the 

investments in data analytics is also 

included in the banking agenda. The 

report consists of the following answers 

given by outstanding names in the retail 

banking industry to the question of 

which technologies they have already 

invested or planned to invest in: 

Countly

In the same report, the information was 

given by Scott Dillon, CTO of Wells Fargo 

is an indicator of how important the use 

of analytics is in the banking industry.

Digital Gold Mine of the Banking and Finance Industry: Analytics
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“We want to make sure that we have 
developed services that enable our 

customers to consume all abilities we 
have offered to them seamlessly.”

Digital Gold Mine of the Banking and Finance Industry: Analytics



Besides, many banks have started to develop their organizations and reinforce their connections 

with initiative ecosystems in order to cooperate with technology initiatives, have early access to 

technology, and incorporate it into their product & service processes. It is possible to see that 

industry-leader banks organize acceleration programs, establish CVCs (Corporate Venture 

Capital) to invest in initiatives, or organize competitions.

22

Insurance

The insurance industry touches every aspect of our lives for many years. Insurance companies 

serve millions of institutions and individuals in many fields, including healthcare, automotive, 

travel, etc. in individual and corporate areas. Offering the same service under the same 

conditions to all their customers for many years, insurance companies can now prepare 

personalized packages with the development of technology and the data they collect from 

individual usage habits and customer records.

CountlyDigital Gold Mine of the Banking and Finance Industry: Analytics



On the other, the mindset of the industry has transformed a lot. In the industry where regulation 

is felt intensely, all solutions were once tried to be developed within the company. Yet, recently, 

the use of already available systems and cooperation with technology initiatives have also 

increased. According to the Insurance Industry Outlook 20196  report issued by Deloitte, the use 

of SaaS products has increased by up to 100% since 2016.
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This data can be considered in many aspects, but the fact that insurance companies are running 

their main business using outsourced technologies indicates both a transformation of the I-will-

do-everything-myself mindset and an openness to cooperation and useful solutions.

CountlyDigital Gold Mine of the Banking and Finance Industry: Analytics



According to E&Y, in the new period, the most critical areas on which the insurance industry will 

focus and take steps in digital transformation will be as follows.

24
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Source: Digital transformation in insurance7 



According to the report, most of the technology operations in the insurance industry will change 

their existing working methods. In order to support the faster expansion and collaborative 

atmosphere, organizations will shift to cloud technologies, robotics and automation will be more 

integrated, data which users can be followed on an individual level will be collected and steer 

their strategies with these data, growth strategies will be shifted to digital, blockchain technology 

will be adapted to existing processes and more affordable prices will be offered to users.
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6 - https://www2.deloitte.com/content/dam/Deloitte/global/Documents/Financial-Services/gx-fsi-dcfs-2019-insurance-industry-outlook.pdf 

7 - https://www.ey.com/en_bg/insurance/digital
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All of these areas are of top priority and importance, but the most important thing is the need to 

design a process where they can further develop their analytical capabilities (even if most of the 

industry still does not use them) and track each step of their users to offer them a unique 

customer experience. Because, it is not only critically important to provide an advanced set of 

features, but also it is critically important to know how and when the users benefit from these 

features and learn their manner of utilizing the services.

Digital Gold Mine of the Banking and Finance Industry: Analytics
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Strategic and operational effects of digital transformation are gaining momentum, and it seems 

no area will be left untouched in asset management. 

Working environments and business models are changing. Technology unlocks the barriers to 

market entry one by one and opens doors to new fierce competitors equipped with innovative 

capabilities. Technology companies and FinTech’s pioneered by Silicon Valley reshape the 

playground by enhancing customer experience in many areas of interaction. 

Asset management

 8 - https://www.ey.com/en_jp/wealth-asset-management/how-to-transform-wealth-management-through-digital-technology

Countly

The developments in this area allow asset management customers to expect a faster, more 

convenient, and seamless customer experience and customers of tomorrow expect online 

products, services, tools, and features to become standard.

A research conducted by E&Y8  with over 2,000 asset management customers has revealed that 

user expectations have changed. 
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Participation, financial performance, and trust come to the fore as the areas to which users pay 

the highest attention. According to the same research, the majority of the users are open to 

automatic suggestions and want to manage their investments with the help of smart suggestions. 

According to McKinsey9 another research conducted by McKinsey , trends in asset management 

are as follows: 

         ● Customers are moving to omnichannel: Just like the other areas, asset management 

customers are also starting their investment processes online - searching for asset management 

companies, making comparisons, choosing advisors, or checking online suggestions. 

         ● Mobile is growing fast: Mobile channel now consists of 35% of customer interactions 

and is the fastest growing financial service channel. Many customers now want to manage their 

bank accounts on the phone rather than visiting a branch or an office. 

         ● User experience comes to the fore: Many organizations focus on user experience to be 

able to make a difference in a competitive environment and invest heavily in this area. Realizing 

that the companies which can collect data on customization, customer needs, and behaviors and 

act accordingly gain an advantage, the organizations make greater use of analytics products.

27

 9 - https://www.mckinsey.com/business-functions/mckinsey-digital/our-insights/how-wealth-managers-can-transform-for-the-digital-age
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In the digital transformation process, you minimize the physical contact with users as much as 

possible and create digital channels to which the interaction will be directed. When the 

customers, who used to visit your branch once a month for transaction purposes, become able to 

perform their important tasks online using new products and services, your frequency of face to 

face contact is quite reduced. Thus, it becomes more critical to follow your service quality and the 

experience of users digitally.

How to be a winner in the  
transformation process: Be with users  
throughout the user lifecycle

CountlyDigital Gold Mine of the Banking and Finance Industry: Analytics

During this process, analytics platforms become your best friend. They provide you any 

information about your users, help you observe their movements, and quickly inform you when a 

problem related to your products and services arises.
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Analytics platforms are often confused with analysis platforms. But analysis focuses on 

understanding the past (“what happened and why did it happen”). Analytics platforms, on the 

other hand, focus on why it happened and what will happen from now on.

Countly

If you consider your products and services as a branch, analytics platforms enable you to track 

the user in every step, starting from the moment they come in until the time they complete their 

activity and walk out. It is now possible to follow the movements of your users via cameras in the 

branches, with analytics platforms within your products and services, and you can also see at 

which stage they have a problem or when they are not satisfied, and what they think about the 

products and services.

Digital Gold Mine of the Banking and Finance Industry: Analytics
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An extensive structuring, big teams, and a large user pool are particularly common in the finance 

and banking industries. Most of the banks have thousands and even millions of users, and the 

majority of these users have access to digital products and services. 

Use analytics and track 

your users in every step

Countly

This transformation process, which saves the organizations from branch costs, can also reduce 

user communication and user loyalty. In industries with intense competition, customer and 

revenue loss is the last thing the organizations may go after.

Digital Gold Mine of the Banking and Finance Industry: Analytics

To avoid this, you have to monitor your users’ movements constantly, give them directions when 

needed, and offer an almost perfect user experience.

Analytics platforms are tools that allow you to measure and analyze users’ data to understand the 

performance of the website or mobile application as well as user behavior.
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With mobile analytics platforms, you can measure metrics such as the use of the application, user 

flows, screens, user activities, application versions, user retention rates, user transformation rates, 

etc. as well as user interactions. Moreover, you can have detailed information about the users, 

divide them into segments, and monitor them at an individual level.

Countly

Organizations use analytics platforms not 

only to measure and understand how the 

applications are used but also as a tool for 

doing business and market research and for 

evaluating and improving the work done 

and the efforts made.

Digital Gold Mine of the Banking and Finance Industry: Analytics



32

Therefore, organizations must measure their KPI’s (Key 

Performance Indicators). Organizations are focused on 

measuring data such as return on sales funnels, user profiles, 

demographic information, error rates and variants, 

application open time, user retention or loss rates, time spent 

in the app, or most popular features. To be more specific, if 

an organization discovers that 75% of its users have left the 

application in the last step without making a purchase, they 

probably want to know whether there is a problem on the 

screen or in terms of user experience as soon as possible.

If you don’t measure, you can’t improve 

Countly

Therefore, analytics platforms provide critical data sets to 

help organizations understand, analyze, and improve 

their business.

Digital Gold Mine of the Banking and Finance Industry: Analytics
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With easier access to technology and increased use of mobile devices, finance and banking 

institutions have also started to develop their products and services for many different platforms. 

Users want to access their accounts at any time using mobile applications, web, or ATMs. 

The biggest concern of the institutions that respond to such user requests is the ability to offer 

the same experience in all platforms. It may be challenging to monitor your users when you 

develop products and services in so many different platforms. 

Most analytics platforms are specialized and concentrated in only one vertical. Therefore, banks 

can use different analytics products for mobile and web. And this means spending multiple 

efforts for many institutions. 

In contrary to other analytics platforms, from the first day that Countly was founded, it has been 

developed to enable its users to manage all platforms using only one screen. With Countly, you 

can measure the performance of your mobile, web, desktop, or things connected to the internet 

and monitor the movements of your users. This gives you a 360-degrees area of access, enabling 

you to monitor the users from different aspects and perspectives.

Be with your users in every step 

CountlyDigital Gold Mine of the Banking and Finance Industry: Analytics
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There are some metrics that are the success criteria for the person who manages a product and 

service. These metrics that the whole team should look at are also known as pole star. 

You can use the customizable management dashboard to view the important metrics you have 

defined for your products and services in a single display. Analytics platforms are designed to 

track your applications and provide you with valuable information about your users, yet, the 

metrics that each industry or team follows may not be the same. 

Access all products using a single management dashboard

Countly

In Countly, we know that data is an essential basis for the actions to be performed and always 

advocates that they should not be provided randomly. Each product manager needs different 

business requirements; for this reason, their basic metrics and performance indicators are different.

The most obvious example of this is the fact that the marketing department and product 

management department monitor different metrics for the same product. While the marketing 

department follows campaigns and user acquisitions, the product management department may 

track error reports and user turnover rates. 

Digital Gold Mine of the Banking and Finance Industry: Analytics
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Therefore, we made development for our customers to make standing out in the business, and 

for them to be flexible in expressing the most important data they have to track easier and 

offered them a customizable management dashboard.

So, why is a customizable management dashboard is essential for you? 

         ● It helps simplify the complexity of managing your company. 

         ● It allows you to combine the information provided by your organization or department.

CountlyDigital Gold Mine of the Banking and Finance Industry: Analytics
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         ● You can gather important information from all applications (mobile web, desktop, IoT, 

etc.) at a single point. 

         ● It helps you observe customer-centered development and satisfy your customers. 

         ● It gives you real-time and instant access to critical information. 

         ● It clearly shows how you have performed in your key projects.

Manage your privacy and security concerns

In the highly regulated finance and banking industry, the biggest part of company budgets is allocated 

to offering secure products and services. On the other hand, third-party applications are very critical 

elements that you use in your products and services. As we have mentioned earlier in this document, 

even in the insurance industry, which is a very closed one, the use of third-party applications is 

increasing every year, and in time, working with a partner will be preferred over developing a product.

CountlyDigital Gold Mine of the Banking and Finance Industry: Analytics



37

If you operate in a regulated industry such as finance, banking, payment systems, or asset 

management, you must be very selective when using products not developed in-house. 

Otherwise, you can face fines that will influence the future of your company.

10 - Health Insurance Portability and Accountability Act 

11 - The Children’s Online Privacy Protection Act

Countly

We have worked with many institutions so far, and this helped us 

to have a broad set of information and enabled us to cooperate 

with multilateral parties and implement the data in accordance 

with their standards and regulatory laws, especially when it comes 

to the General Data Protection Regulation (GDPR), HIPAA10  ve 

COPPA11 This also led the way for Countly to become the 

preferred platform when it comes to data privacy and security. 

We take security very seriously at Countly for you to prevent these fines because our main focus 

is the privacy of your data, and we understand how important it is for our customers to be 

responsible for its protection.
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Data breaching and phishing, which have become crucial in recent years, did not mean much in 

the years before smartphones when telephones were used only for making calls and sending 

messages. Banking transactions were done face to face. People did not have to think much and 

bother about password security, data theft, malicious hackers, and cybercrimes; in short, these 

issues were not even a risk category that people have to take into consideration.

Get ready for GDPR, the widest regulation in the world

Countly

Along with technological developments, a growing need arose for data editing and unified data 

protection policy. In observance of this need, the European Union created new legislation, GDPR 

(General Data Protection Regulation), which companies hope to change the way they collect, 

manage, and store data radically.

GDPR is a regulation put into effect in May 2018 to protect the EU citizens from the leakage of 

personal data.
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The General Data Protection Regulation (GDPR) law provides EU citizens with a wider range of 

rights to be applied against organizations that process personal data worldwide. These rights, in 

some cases, limit the ability of organizations to process EU citizens’ personal data legally. In some 

cases, they can have a significant impact on an organization’s business model.

Countly

Financial institutions and service providers process vast amounts of personal data daily in the 

finance industry. Most of the processed data is private and sensitive, which means there is a 

growing risk, and the industry will likely focus on audit and administrative fines given by 

supervisory authorities who will be empowered to grant new rights in time. Therefore, GDPR may 

result in an administrative fine of the company’s global annual turnover of a maximum of 20M 

Euros or up to 4%.
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GDPR covers all the companies dealing with the data of the EU Citizens; however, it is a crucial 

regulation in particular for the corporate compliance officers serving at banks, insurance companies, 

and other financial companies. 

We have taken the three most critical main headings below: 

         ● Severe fines may be imposed: The grave violation may give rise to a fine to be imposed 

against the institutions in the amount up to €20M or 4% of the annual global revenue without any 

country limitation. 

         ● The definition of personal data is broadened: According to the GDPR, personal data 

means any information relating to an identified or identifiable person. Examples include IP addresses, 

app user IDs, GPS data, cookies, media access controls, mobile device identifiers, and IMEI numbers. 

         ● You may need to go through the technical and organizational structure: The GDPR 

requires the controllers to use information security frameworks that enable employees to create 

consistent and repeatable processes and to implement controls that are widely accepted by the 

information security community.

Why does GDPR matter for financial institutions?

CountlyDigital Gold Mine of the Banking and Finance Industry: Analytics
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Every financial institution processing personal data would need a legal ground to be able to 

continue data processing. 

What can financial institutions do to avoid risks?

CountlyDigital Gold Mine of the Banking and Finance Industry: Analytics

In general, financial institutions will process the personal data to fulfill their obligations by 

agreeing with the data subject, such as account agreement, loan agreement, or an insurance 

policy, and they will act as a legal obligation. There is no need to seek any other legal ground 

provided that the processing is necessary for this purpose. The data processing will only be legal 

to the extent that at least one of the following article below is applicable: 

         ● The data subject consents the processing of his personal data for one or more specific 

purposes. 

         ● An action must be taken to fulfill an agreement to which the data subject is a party or to   

take a step at the request of the data subject before agreeing. 

         ● Action is required for the data controller to comply with a legal obligation to which he is 

subject.
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         ● Action is required to protect the vital interests of the data subject or any other natural 

person. 

         ● The processing is required for public interest or the fulfillment of duty for the use of the 

recognized official authority on the controller.

Countly

In addition, unless the processing of the data is necessary for the service, the services should not be 

provided conditioned with the consent. This means assessing the legal grounds of existing information 

processing transactions and validating the existing contracts, terms and conditions, declarations and 

template agreements for financial institutions. For example, if it has been approved before, this 

approval may no longer be sufficient for the GDPR, and new consent may need to be obtained.

Digital Gold Mine of the Banking and Finance Industry: Analytics

The institutions need another legal ground such as “consent” of the data subject for the 

processing operations that are not required for the realization of an agreement. This consent 

“should be granted freely and be clear and explicit”. This requires that, in particular, sufficient 

information as to the right to consent should be provided. For this reason, the institutions may 

not count on the full terms and conditions and general consent statements; however, they may 

be obliged to ask the person for each financial transaction type.
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GDPR introduced various rights for EU citizens, and the most important of these articles are as 

follows: 

         ● Right to data erasure (“Right to be forgotten”): The data subject will have the right to 

obtain from the controller the erasure of personal data concerning him or her if continuous 

processing of this data is not required. 

         ● Right to restriction of processing: In some cases, the data subjects may not wish the 

data controller to delete their personal data, but he may have the right to restrict the controller’s 

purposes for processing this data. 

         ● Right to notify third parties of the rectification, erasure, or restriction: The controllers 

must notify the third parties with whom the data subject has shared these data for which he 

exercises this right.

What kind of obligations does GDPR 

impose on financial institutions?
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         ● Right to data portability: The data subjects will have the right to transfer their personal 

data between the controllers (for example, to transfer account details from a financial platform to 

another). Moreover, the data subjects will have the right to receive a copy of their personal data 

in a commonly used and machine-readable format and the right to transmit those data from one 

controller to another, or the right to transmit the data directly between the controllers. 

         ● Right to object to processing: The data subjects will have the right to object, on 

grounds relating to his or her particular situation, to the processing except that the processing in 

question is based on the public interest or the legitimate interests of the controller.  

         ● Right to object to the data processing for direct marketing purposes: The data 

subjects will have the right to object the processing of personal data for direct marketing 

purposes, including profiling.
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Countly

It is better to note that GDPR is applicable not only for the institutions within the EU but also for the 

institutions outside of the EU if they provide goods or services to EU data subjects or monitor their behavior. 

Regardless of the company’s location, it is applicable for any company which process or hold the personal 

data of data subject residing within the European Union. For example, In the event that a German citizen 

buys a carpet in Turkey, then the Turkish company is also obliged to comply with the GDPR.

Digital Gold Mine of the Banking and Finance Industry: Analytics
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Thanks to Countly, we follow any amendments to the regulations around the world strictly. To 

enable our customers to act per regulations, we also completed the necessary developments and 

improvements long before the amendment came into effect. Below you can find some of the 

unique features of Countly and how it secures sensitive information:

How does Countly help you with the GDPR compliance process?

Countly

         ● In-house hosting options: By installing on-premise (to your own data center or business 

partner who offers a reliable hosting service), Countly provides you a depth of security and 

control. On-premise hosting means that no third party can access your data without your consent.  

         ● Secure information transfer: the data collected from devices are transmitted through a 

secure channel, and it is protected against any interference. This eliminates uninvited visitors and 

potential man-in-the-middle attacks.  

         ● Right to be forgotten: If an EU citizen asks for his/her data to be removed, Countly 

offers you an easy process and allows you to wipe out the user’s data completely. Countly also 

has a “Filtration Rule Set” plugin, which prevents data from accessing the Countly’s database
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using several criteria like username, email, IP address, device ID, etc. 

         ● Management of do not track the process: GDPR also requires that the individuals be 

granted with the right to prevent personal data of individuals from being blocked or processed. If 

an individual decides not to be tracked, Countly has extensive functions and features to support 

this.  

          ● Extensive system audit reports: There exist more than 30 different audit reports 

collected in Countly, and these reports enable the system administrator to know what is 

happening inside the server. In case of emergency or audit, the institutions can access reports 

which provide information about what happened in the past and the cause of the problem.     

         ● Access levels: Customizable management dashboard users can only see what has been 

enabled for themselves. Administrators can disable a menu item or a feature for specific users. 

Thereby only the required data is shared with the relevant person. 

         ● Data portability: Our database schema is entirely open; it enables any Countly client to 

transfer data to another service center easily.  
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Data ownership is a relatively new concept in the world of data systems. 

The ownership will typically mean having the legal title of a property, such as a house or a car. 

Considering this definition, the ownership may have vague nature when it comes to digital 

properties such as data. In general, a data subject is an individual or institution that has the right 

to create, modify, share, or restrict any piece of data or set and legal rights.  

The data subjects may assign other parties (for example, a system provider) to act on behalf of 

himself in order to perform such function and obligations 

 These providers host data systems to store and process the data, and often have the same 

features as the owner to edit, share, or restrict the data. 

User agreements come into play to define the third-party data ownership details when working 

with a third party, such as a developer or service provider. Sometimes, separate data ownership 

agreements are used in addition to other applicable agreements. This agreement lists the third 

party rights as the owner of the data and defines what access and obligation the provider have.  

Mine of the new century: Data ownership
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The user agreement sets out the policies and obligations of the providers. Many third parties find 

it useful to establish a comprehensive process that describes how they manage, monitor, and 

maintains their data. This process is called data governance in detail. A thoroughly documented 

data governance process renders control and accountability on third-party data, which may help 

to clarify data ownership, thereby.
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Banks and financial institutions may not be able to use the data of millions of people, which they 

process every day if they have not data ownership. For this reason, we recommend you to go 

through your agreements with any third parties and to pay special attention to the following 

points.  

         ● Data Management Plan: A data management plan clarifies how the data is processed 

and who has access to it. The data management plan includes defining whether systems are in 

place to recover data in the case of loss. The plan also clarifies in detail which access controls are 

in effect, thereby the data produced by the institution is only displayed by the authorized users. 

 

Points to Take into Consideration: What happens to the data when they are deleted? Can they be 

recovered? How and by whom is the data produced by the institution retained?



         ● Data Location: The service agreements of the providers doing business with the 

governmental institutions generally stipulate the locations of the data servers. Many governmental 

institutions obligate that their data be physically processed and stored only in their own country.
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Countly

Points to Take into Consideration: Who can access the institution’s data? Is it accessible from 

outside the institution? Under what circumstances? Does it have any control feature in order to 

monitor by whom and when the data is accessed?

Points to Take into Consideration: What is the physical location of the data, and how is it retained? 

Some institutions may have a policy or legal limitations on where specific data can be physically 

stored. (e.g., Russia, Turkey, USA)

         ● Data Access: Data Access will define which personnel or departments and under what 

conditions can access the institution’s data. The service agreement will stipulate that the provider 

has the access required for the provision of services such as developing, maintaining, or 

modifying the system. Many services also provide a control tool or a report for the institution in 

order to monitor what data users access to.
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         ● Data Confidentiality: A confidentiality article will stipulate how the service provider protects 

the integrity and security of the data. Providers will provide encryption to secure data and allows only 

authorized persons to access the system, along with safe methods to authenticate the users’ ID. 

 

Points to Take into Consideration: What steps are taken to secure the institution’s data?
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Countly

         ● Data Right and Retention: Right and provisions on retention will stipulate what will happen 

to the data when the agreement with the provider comes to an end. Most service providers offer a 

specific additional time for the institution to retrieve the data after the service comes to an end. 

 

Points to Take into Consideration: What will happen to the institution’s data if the relationship with 

the service provider comes to an end? Does the institution hold ownership of any data? Is the data 

being destroyed by the service provider when the institution moves to another data system?

Countly grants data ownership to its customers from the first day. Countly users always are the 

owner of the data produced on their own system and may process this data as they desire within 

the framework of regulations. 
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Analytics platforms are a crucial component for understanding your users in digital products and 

services, developing products for them, discovering the problems that may occur in their usage 

processes early, and taking action accordingly.

Most suitable tool for customized 
customer experience: Analytics platforms

Countly

Thanks to a simple analytics product, you may find your number of users, active users, and 

visiting rates. However, if your playground falls within the banking and finance industry where the 

competition is intense, then you should closely monitor your customers, listen to them, and set 

up all your plans based on the comments/feedbacks provided to you by your customers. Please 

note that you are the owner of the product until placing it on the market, and with the first user 

acquisition, the ownership of the product will pass to the user. Thanks to the analytics platforms, 

you can access the following data of the user in a matter of seconds.
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User profiles - 

Segment your users correctly 

User profiles help you to obtain information about your users on a personal level, to prepare 

better analysis reports, and to create a road map in your actions related to your users.

CountlyDigital Gold Mine of the Banking and Finance Industry: Analytics
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In the digital world, users have access to your products and services through many channels, 

apps, and devices. Your users are able to use your services on a computer, mobile device, or 

tablet. For example, a person who makes money transfer several times in a single day may 

perform any transaction through your online branch or a mobile branch on the way, while he is 

able to make money transfer at the office in the morning. In a playground where trust matters 

such as banking and finance, your customers would want to feel that you know him at both 

contact points. They may not want to see a welcome message separately from each device, nor 

do they want to encounter again with the offer that you have submitted, and he has refused.

Countly

User profiles are the method of handling data produced from many sources and belonging to a 

single person. Thus; 

         ● You can discover the sessions of the individual users, the special activities and displays 

that they have performed per session, the problems that they have, and progress reports on user 

funnel in real-time.  

         ● You can segment the user profiles, and proprietary user features based on their activities 

in your application. 
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         ● You can add personal data to your user profiles, such as name, email, gender, age, 

profile photo, and use this data to examine further any data points you collect.

Push Notifications - Access to your users

Push notifications are one of the most effective weapons to 

encourage your users to use your app or to win back your users 

who don’t use your product. The proportion of users who enable 

push notifications in the app generally ranges from 35% to 75%, 

and only 5% to 25% of these users click the sent notifications.

Countly

However, even though these figures may seem as low, you 

can observe an about 50% increase in user retention with 

push notifications.
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The push notifications are the best way to build interaction with your customer but may also lead 

to disappointing results if misused. When interacting with your users, you should be very careful 

about timing, content, and the benefits that you offer them. 

There are many points you should consider, but the most important ones could be listed as 

timing, sound communication, and rich content.
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The timing of the push notification that you send to your users is one of the points to be 

considered most.

Mind the timing of the push notifications

Countly

Having an app used globally means that you have users from different countries all over the 

world. Although this is an excellent opportunity to expand your potential, it brings a medium in 

which you need to be more careful with your push notifications.

Supposing that your users probably live in a different part of the world and different time zones. 

In case you send the same push notification at the same time to your all users, the result may not 

align with what you desired. In order to get the best result, you should configure your push 

notifications as per the time zones and regions.

Notifications you send to users at unrelated times may cause your app to be uninstalled from 

your users’ phones and not to be reinstalled anymore. It is also possible that you might lose the 

users while you endeavor to keep them.
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For example, let’s say you have a mobile payment app, and you intend to organize a campaign 

with a restaurant from which your user may benefit. When your users place one order with the 

campaign, they will receive one free order, that sounds good, is that so? Which user can dare to 

object to this?

Countly

For this reason, it is always helpful to use a product by which you can choose to plan the push 

notification you send to your users and the regions you want to send. The features of Countly’s 

detailed push notifications, which are consistent with the banking & finance infrastructure, makes 

it very easy.

On the one hand, consider the customers you have sent the push notification at 3:00 a.m. due to 

the time zone difference. He wakes up, seeing the food image you have sent to him at the 

sweetest part of his sleep. Yes, it shouldn’t be too hard to predict what comes next :)

The way to find out the best time is to use the analytics product. Finding out the most 

appropriate time to send your content to the user can be possible by monitoring the users’ 

activities in detail.
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If you come into contact with your user in person, you should be very careful about the words you 

use.

Motivate your users 

Countly

There are many competing apps, especially in the finance industry. Moreover, some of which 

have already reached a billion-dollar valuation, they’ve already become unicorns. Personal 

communication with your users is extremely critical in order to make room for yourself in this 

market. A little mistake or a feeling of insecurity with your users may cause you to lose your users 

quickly. 

For example, if you have a product by which your users can monitor their spending or perform 

their individual budget management, then your users would like to read the push notification 

sent by you voluntarily. The motivational messages you will share with them would contribute 

your users, especially those who need motivation for personal budget management, to log in and 

actively use your app consistently. 
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Share rich contents for more interaction

Countly

For instance, let’s say you want to offer a special credit card to 

your customers. This credit card that you have provided for use 

is limited and will be only for “special customer” class, and its 

design would be ahead of our bank’s existing cards. When 

sending this card to your customers with a push notification, it 

is also possible to send only the card image instead of text.

Rich Push Notifications provide you to make your messages 

more interesting for your users. Pictures, GIFs or videos may 

offer your users with a “rich push notification” to allow your 

customers to interact more with your app. You can convey any 

topics you want with a single image instead of long sentences. 

Rich Push Notifications is a gorgeous way to commence a 

mobile interaction that would excite your customers.
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If you’re developing a digital product or a service, you might have thousands of users -or even 

millions for banks- and you should always optimize and improve the product as per the activities 

of your users. In this way, you may gain more users and increase user interactions as well. 

A/B testing is your best seatmate in this process.

A/B testings - Test your product with your users

Countly

The best way to make the right decision among dozens of different scenarios created in the 

mobile product development process is “testing” and leaving the choice to the user. 

In the finance and banking industry where the competition and regulation are intense, the 

companies make great efforts to get differentiate and retain the customer thanks to the user’s 

experiences. In this process, companies are starting to track customers’ activities as of the on-

boarding process, closely following up their customers and trying to design the best experience 

they can offer them. Dozens of scenarios come up during the experience design process. Testing 

is necessary in order to select the most ideal one among them. 
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The A/B testing is the most effective method to observe user behavior with two different versions 

of the same screen or in-app experience, and it enables you to test your mobile products just like 

a science project. It helps you to test two or more app pages and to ascertain which one performs 

better. 

To perform the A/B testing, you must select the page/screen that you want to explore and create 

different alternative scenarios for this page. Scenario A is your actual scenario - your assumption. 

Scenario B or additional scenarios are also your alternatives. 
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You must direct some users to scenario A, the others to the alternative scenarios, and you must 

observe the user’s behaviors for each scenario.  

By this way, you won’t believe how easy it is to decide the following :) 

Countly

         ● Determining the best scenario to increase the conversion rate 

         ● Determining how the users will make the money transfer in an easiest way 

         ● Determining the fastest way to access your most important feature 

         ● Improving the plan and layout of your home screens 
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“Thanks to Countly’s A/B testing feature, we’re 
improving apps better, we move beyond 

assumptions in product development processes 
and act based on information from users.”
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- Stephan Franz - Wirecard Product Owner
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If you wish to take useful results from A/B testing, you should design this process very well and 

obtain feedback from any party within the team. Reducing the scenarios you want to test makes 

the process faster, as it would be costly to test dozens of different scenarios during A/B testing.

The processes of A/B testing
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       ● Determination of Assumptions: The cases to be tested will be formed with the contributions 

of all teams subject to the process and prioritized. While some of which are prioritized, others are 

accumulated for future testing. 

       ● Application: all contents, materials, and images necessary for the scenario to be tested will be 

created. The length of the test and the number of the person expected to participate will be 

determined. Targeted outcomes and monitoring methods will be established. (The button to define 

the Custom Event, which area of the page to monitor the heat map, etc.) 

       ● Testing and monitoring: The test is on the air to exhibit participant profiles! The whole process 

should be well monitored, and the analysis results should be assessed. Precautions are taken against 

adverse events that may occur during the test. 

       ● Reporting: Upon the completion of the testing process, the outcomes should be shared with all 

relevant teams transparently, and necessary actions should be established for the necessary 

situations. 

       ● Improvement/Development: You have received final results and feedback from your users, now 

it’s product manager’s turn to take a step. If you need to improve/develop your product according to the 

A/B testing results, then you can perform them with peace of mind and include them in your roadmap.
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Testing your product continually and measuring the operations of your users is a process that 

entails always being tried. This process has many advantages; we touch upon some outstanding 

ones.  

         ● Improving the content: A/B testing is the most effective method for content 

optimization. For example, you can compare the images prepared for the ads and find out which 

one is more interesting in a short while. Thereby you can effectively use your budget and quickly 

access the predictions for the users. It is important to spend your bullets at the right time in the 

finance industry where the competition is extensive. 

         ● Reducing the bounce rate: The bounce rate is very crucial for conversion. A/B testing 

brings out the combinations that help visitors stay longer on the site or mobile app. That visitors 

spend more time on your product can help them to better understand the value you’re trying to 

offer. 

         ● Increasing the conversion rate: A/B testing is an effective way to determine the good 

content that will turn the visits into sign-ups or purchases. Knowing what works or does not work 

What does the A/B testing provide you? 
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would help you to transform more prospective customers. 

         ● Reducing risks: It is easy and fast to find ineffective methods 

with the A / B testing. Thereby you may avoid the high-cost operations 

and manage your resources better. For example, let’s say you are about 

to announce a new loan product, but you have not been able to decide 

by which message you will deliver it to the customers yet. You can test 

your different messages for groups of users you specify before the 

launch of a big campaign, you can find the message with the maximum 

conversion rate and organize your campaigns with these messages.  

         ● Reminding the incomplete payments: One of the areas 

where users have faced with problems most in banking apps is 

automatic payments, automatic payment cannot be made if no money 

in the defined account is available and your users will face with 

problems in areas that need to pay (billing, credit card, etc.). It is 

possible to avoid this through the A/B testing. You can discover with 

the A/B testing by which steps and how you need to remind your users.
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Imagine that you are going to a newly opened luxurious restaurant. You will select a dish that will 

make your mouth water, a waiter brings an ornamented plate, and there’s an amazing taste festival 

expectation. You take the first bite, what is that? The taste of the dish is far below your expectations!

Quality control & error reports: 

Expanding the user experience

Countly

No app owner wants the product to leave a similar taste on the users. If they feel uncomfortable at 

the outset, they will probably uninstall your app, and - even if it is improved - updated, they will 

not download it anymore. According to research, the most significant reason that your users delete 

the apps after installation is the errors or installation problems they have faced with by 62%.

Would you mind taking another bite? Or would you mind coming again to this restaurant? 

Such a first and lousy experience would keep you away from that restaurant for a long time, 

maybe forever.
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No app owner wants the product to leave a similar taste on the users. If they feel uncomfortable at 

the outset, they will probably uninstall your app, and - even if it is improved - updated, they will 

not download it anymore. According to research, the most significant reason that your users delete 

the apps after installation is the errors or installation problems they have faced with by 62%.

CountlyDigital Gold Mine of the Banking and Finance Industry: Analytics

For this reason, don’t disappoint your users, and make sure that your product is - will be working 

smoothly. Otherwise, you would always face the risk of losing your users. 

So what are the points where you need to pay particular attention to perform your app’s quality 

control?

Functionality Issues 

Functionality issues relate to identifying abnormalities that occur in an app’s user journey and 

navigation flow. 

The app must provide a functional user interface that meets the functionality needs. You must 

focus on the following processes for the key areas to be tested in this process: 

         ● The installation process of the app 

         ● Sign up and log in. 
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         ● Device-specific functions such as cameras, sensors, screen direction, and log in methods. 

         ● Production of error messages 

         ● The upgrade process for the app

CountlyDigital Gold Mine of the Banking and Finance Industry: Analytics

Availability issues 

This stage relates to the determination of how easy it is to use the app’s interface. Interface 

functions should be open and not cause any misunderstanding. No trouble should arise when 

accessing any functionality offered by the app. 

Performance issues 

Performance issues account for approximately 30% of complaints in the App Store and Play 

Store. As the number of the user of an app increases, the performance of the app is effected 

accordingly. It would be wise to be aware of the number of concurrent user limits that will start to 

affect the performance of the app and when it can be freed. 

Besides, the developers generally tend to ignore the load, battery, RAM, and data that an app 

loads on the device. Thanks to the Countly’s APM (application performance management) 

module, the product managers will now be able to see network-induced delays or success rates
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instantly and get to the source of the problems.
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Security Issues 

A fully functional but unsafe app may result in severe consequences. In particular, in an 

environment such as the finance industry where the regulation is felt at every step, it is one of the 

most crucial areas. The app must always be subject to the test based on the following: 

● Confidentiality: Are proper encryption methods 

employed to protect private data? 

● Authentication: Does the app authenticate the user 

before granting data access? 

● Authorization: Does the app want access to the 

essential services on your device? 

● Storage: Is locally stored data on the device properly 

encrypted? 

● Web Services: Does the app interact with web 

services by using secure protocols?    
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A/B Testing enables you to monitor your user without disturbing them, to observe the problems 

that they faced, to understand their positive- negative opinion about the product. However, 

moving beyond this is possible with feedback.

Rating & feedback - Instant interaction

A newly developed feature, to receive user opinions 

about a screen you have included, or to obtain user 

score points on your app saves you time to interact 

directly with them. It is hard for financial institutions, 

particularly offering web and mobile experience, to offer 

the same user experience. You can use immediate 

feedback to understand how the differences arising out 

of this reason cause difficulties in the journey of the 

users, how they feel - whether they are satisfied.

CountlyDigital Gold Mine of the Banking and Finance Industry: Analytics
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Thereby you can optimize the content that you will display on the payment page, reduce the 

efforts that the user must use up to the payment page. 

Here are the two methods to receive immediate feedback.

Countly

You can develop all of this in-house, or you can find a swift solution for this with a third-party 

product. For example, thanks to the Countly analytics platform, you can create a feedback screen 

within seconds and add it to your product.

1. Popup feedback: It opens the feedback screen at a time when you specify while the user is 

using your app. If you want to cause them to take action on a single topic (give points, click 

positive-negative, etc.), this is enough for you. However, the point that you should take into 

consideration here that you do not ask for feedback when the user is right in the middle of a 

process. The feedback request made in the middle of the process or interrupting the process may 

give rise to the disturbance for the user side. 

2. Action-based feedback: Everything here is under the control of the user. The user can 

provide feedback at any time through a feedback button you placed on the screen. You can 

expand the feedback form and also instantly collect the user comments. 

Digital Gold Mine of the Banking and Finance Industry: Analytics
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All of the first meetings that we held with the institutions which have not used the analytic product 

yet begin with this question: “ What are the benefits of analytics products to our company?” 

What are the benefits of analytics 
products to your company?

CountlyDigital Gold Mine of the Banking and Finance Industry: Analytics

Kadir Uçar, leader of Halkbank’s Technologic Architecture Management team, one of the largest 

banks in Turkey, which recently became Countly’s customer states that they dealt with the 

following articles during the analytics platform selection process. 

         ● Answering questions about who and when used our mobile apps 

         ● Collecting mobile app error reports, accessing the faulty code piece directly. 

         ● Identifying UX deficiencies in the user interface with funnel analysis, observing how 

many people are stuck at which stop in scenarios with multiple stops 

         ● Analyzing the user interfaces with heat maps and finding out whether we were able to 

position the Events correctly
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         ● Measuring the behaviors of the user groups (that user group does this after that 

transaction, or visit this after that page) 

         ● Collecting analytics data for the events on any page (collecting data for all and any event 

included on a page such as how many people clicked this button, how many people visited this link) 

         ● Being able to send a push notification 

Stephan Franz, Product Manager at Wirecard, is another customer of ours, also enumerates the most 

important criteria for selecting Countly as follows.  

         ● Being able to make detailed segmentation for users 

         ● Filtering options 

         ● Accessing a comprehensive data set of users 

         ● In which countries the app is used and monitoring the app usage habits of these countries

CountlyDigital Gold Mine of the Banking and Finance Industry: Analytics

We continue to improve Countly with the requests and feedbacks that we have received from our 

customers all over the world besides Halkbank and Wirecard. In this section, we compiled the 

comments of our customers and our experience that we have gained during this process and the 

benefits that analytics usage will add to your company.
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User interaction measures whether users find value in a product or service. Interaction can be 

measured by various activities or combinations, such as downloads, clicks, shares, and is one of 

the most crucial factors for the life of your product. If a user enters your app and leaves 

immediately, that means the user does not interact with the app in any way and will probably 

stop using it soon. 

Increase user interaction 

Countly

Users with high-interaction are more likely to purchase, return, and share the product or service 

with friends. 

User interaction has also become a metric that makes all product managers working in the 

banking and finance industry, where the competition is high, lose their sleep :)  

User interaction is profoundly associated with overall profitability. Users’ attention is a finite 

resource, and if users prefer to spend their time on a specific app or website, then they indicate 

that they have found value therein. This increases your chances of making money from ads, 

subscriptions, sales, products, or services. 

Digital Gold Mine of the Banking and Finance Industry: Analytics
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The product and marketing team measuring the user interaction may use the product analysis in 

order to find out the factors ensuring higher interaction. By increasing the interaction, teams can 

increase the profitability of the product and the user retention rate. 

You may analyze user interaction by using analytics product, and you may use your active 

weapons to make users interact more with your products and services. 

We have defined below the features that you can use to increase user interaction in an example 

of a banking app:

Push 
Notification

Heat  
maps

A / B 
Testing

● Remind the upcoming payments, don’t let your users forget. 

● Analyze what features they use and send push notifications accordingly. For example, specify 

that they would be more advantageous when sending money at specific periods. 

● Suggest completing the profile, put forward any missing spaces. 

● Contact with the users who have not been active for some time and make them active again.

● Arrange the layout on the screen/page, put forward the content that your users interact with the most. 

● Discover the areas where the users have never seen, and go through the content you’re positioning in 

those areas.

● Measure your users’ reactions early for any changes you’ll make 

● Develop the product with users’ activities, don’t predict what will happen after the development, 

measure its impact on user interaction in the first step.

CountlyDigital Gold Mine of the Banking and Finance Industry: Analytics



82

It is possible to get traffic to your new products and services with an excellent marketing 

campaign; this traffic may have come via the target group. However, if the visitors are not 

transformed into the user, then the time, budget, and effort spent during the entire campaign will 

have been wasted. 

Increase conversion rates

12 - https://blog.count.ly/user-onboarding-strategies-a-review-of-best-practices-for-mobile-product-managers-8108f4d3ee53

Countly

For this reason, the institutions always keep the user onboarding process under the scope and 

make improvements continuously. As in the “User Onboarding Techniques for Product 

Managers”12 report, which we have previously issued for product managers, the process of visitor 

conversion into the user begins with the onboarding process. Considering the following points 

during the onboarding process makes your work easier.

The rate at which your visitors are transformed into user is one of the most crucial metrics for your 

services - product. The design of this process should be handled as a scientific study; otherwise, 

your visitors would enter the app one or more times, spend some time, and then leave.

Digital Gold Mine of the Banking and Finance Industry: Analytics
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         ● Make the onboarding process streamlined and simple; avoid overwhelming the user 

with lengthy or complicated components. 

         ● Not all users will want to apply the directives in the onboarding process or benefit from 

tooltips or tutorials. Users should be allowed to opt-out of onboarding processes, and return to 

them later if desired. 

         ● The personalization of your product begins well before the onboarding process. It is 

vital to understand the user and to tailor the onboarding process with the characteristics of your 

target group. 

         ● Offer to sign up/account creation options via social login (i.e., import user information 

through Facebook, Twitter, etc.) as well as email. 

         ● Don’t make account creation/sign-up complicated and don’t require it immediately. 

Avoid requiring immediate sign up to access valuable content or features, if possible. 

         ● For the emerging markets in which it is likely that an average user may not have an email 

address or social media account, consider allowing users to sign up with their phone number. 

         ● Encourage the retention through strategies such as the progressive reveal of app 

features, checklists of activity completion, and highlighting profile achievements.

CountlyDigital Gold Mine of the Banking and Finance Industry: Analytics
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         ● Employ analytics platforms to monitor user’s onboarding and retention in response to 

the implementation of the new strategies. 

         ● Onboarding is not a “design-it-and-forget-it” process. Be willing to develop a strategy 

and implement the necessary changes to the onboarding process to meet the needs and 

preferences of users better.

 13 - https://count.ly/plugins/funnels 

14 - https://count.ly/plugins/web-heatmaps

 15 - https://count.ly/plugins/ab-testing 

16 - https://count.ly/plugins/flows
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Analytics features that you will actively use in the user conversion processes are the Funnels13 , 

Heatmaps14 , A/B Testing15  and User flows16 ’dır.  

Funnels help you see which steps are completed in the journey that we have defined to users and 

in which steps they faced the problems. Thereby you can swiftly identify the issues and produce 

point shot solutions for them.
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With the funnels feature, we can track the users’ 
journey on the app step by step; we are able to 

observe where they face a problem and find out the 
issues we face with the conversion rates. We have 

improved the low conversion rates during the sign up 
with the data that we have obtained from Countly.”

Digital Gold Mine of the Banking and Finance Industry: Analytics

- Stephan Franz - Wirecard Product Owner
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The heat maps enable you to keep track of which area your users spend more time, of what areas 

they’ve never been interested in, or never displayed. Thereby you can take action for content or 

feature layout or increase the user conversion rates.  

A/B testing provides an elbow room in which you are able to measure how the user sets with 

criteria that you will define react to different alternatives. Thereby you are able to manage your 

efforts and avoid unnecessary effort. 

Bring back your users

A product you have developed proceeds over the assumptions until the first user signs up. As 

soon as the first user signs up, the user is the owner of the product :) 

CountlyDigital Gold Mine of the Banking and Finance Industry: Analytics

User flows enable you to keep track of any components within your app with the help of the 

activities, and thereby accompanying with your users in their journey at any step. 
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You need to earn as many new users as possible at the moment and actively encourage them to 

use your product.

Countly

There are many methods to find out whether your user fancied your product. The most important 

and critical part of such methods is the “user retention rate”. User retention is the ability of a 

company to retain its users for some time. It acts as a polestar in order to ensure either the 

measuring the user royalty or satisfaction with the quality of the product or service sold. 

The best user for any product-service is the user who comes back. The user coming back is a sign 

that he is satisfied with the product and service, and he may also play an active role in the spread 

of your product-service by telling it his friends and surroundings.

Analytics platforms save you time in this process and make your process productive. Countly, for 

example, makes it easier to follow your users’ daily, weekly, and monthly retention rates. Its 

reporting interface shows the new users of a certain period and the customers who continue 

using your app repeatedly. The platform can filter the retention rates by any user characteristic, 

such as location or behavioral cohorts, and you can scrutinize your data in detail. 

In this process, you can bring back your users by getting in contact with them and going one step
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further in the analysis process. 

Keep instant” track of the problems

The banking and finance industry is among the industries where life does not stop. The users 

want a product-service that they can access 24/7. Besides, as the environment is highly 

competitive, products are usually delivered to users through a wide range of feature sets and 

user-friendly interfaces. The feedback of minor inconveniences that you will face within this 

process may make you go off the deep end. No matter how meticulous you are during the 

intensive development program from the product development process to the come out process 

and the testing processes that follow it, Murphy’s law may say you hello any minute.

Countly

Push notifications are one of the most effective weapons to encourage your users to use your app 

or to win back your users who don’t use your product.
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Thanks to the error reports, you can keep track of at any time when your app is online and used 

by users, and you can instantly respond to the problems. 

App crash reports

Crash reports enable you to be able to collect, visualize, and understand the bugs in your mobile 

and web apps and produce a swift solution accordingly. Supposing that you have released a new 

version of the app. You have enabled users to download thanks to a great marketing process in a 

geography where you have not yet find out usage rates. 

Countly

Countly, with the help of real-time infrastructure, shows which errors become frequent in real-

time and which users are affected and helps developers identify deadlocks caused by the 

operating system, device, operator, and other factors so that they can resolve problems more 

swiftly.
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You have noticed that users have rated with negative comments and low points in the app store 

regarding the problems they have faced. To experience where the problem is, you need to test it 

with many variables, such as the phone from which the users use the app, operating system, 

version of the operating system, screen size thereof, etc. or you can monitor “crash reports” to 

swiftly identify the problem. 

Countly

For example, in the above visual, you can observe the crash rates, which of these crashes are 

repetitive, which are the first crash rates, which crashes actively remain and have not yet been 

resolved, and in which version of the app they are frequently encountered. This information set 

provides you an elbow room beyond your imagination. 

Please note that the first step to solving problems is to identify them. 

The crash reports track the stability of your Android and iOS apps and help you to increase user 

satisfaction with your mobile apps. Thanks to in particular the analytics platforms which can 

provide real-time information flow, it can be instantly detected which bugs are on the rise in real-

time and which users are affected by such bugs. Thereby you can identify problems caused by 

the operating system, device, operator, and other factors so that you can solve problems faster 

and early detect such issues that will occur in the future. 
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Unutmayın, sorunları çözmenin ilk adımı onları tanımlamaktır. 

Countly
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The better you know your customers, the more you approach them at a personal level, the higher 

your chances of selling your product and services. Customers who feel intimate with you are also 

prone to making more purchases. According to the survey by  Marketing Metrics17 the probability 

of selling to an existing customer is 60 – 70%, whereas the probability of selling to a new 

prospect ranges from 5 to 20%. In other words, any action for the existing user should be actions 

that are likely to be turned into for sale.

Fold your sales - make cross-selling to the right customer

Countly

Analytics products are tailor-made for getting to know your users well. You can keep track of your 

user at any step, segment them by the products they have purchased, offer them the related 

products by appropriate methods. 

Countly’s wide-ranging  user profiles18 will guide you in detail so that you can come down to a 

personal level with your users.
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For instance, let’s say you want to organize a credit card 

campaign. Identifying users who have never received a 

loan from you before but have taken out loans and have 

no problems with its payments is an action you would do 

in a short while. Or you could also access your users 

within a minute, who use an investment account but have 

money in their account that is not put down on any 

investment instrument. 

 17 - https://www.clickz.com/are-ecommerce-customer-retention-strategies-improving/105454/ 

18 - https://support.count.ly/hc/en-us/articles/360037630571-User-profiles

CountlyDigital Gold Mine of the Banking and Finance Industry: Analytics

Thanks to the user profiles, you can segment your users as 

premium, standard, etc. You can go through such segments at 

the level of the location, the device being used, interaction, etc.

In other words, Countly offers the information set that you need for developing 

the processes which will allow your existing customers to pay more. 
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Although perfect user experience is the dream of all financial institutions, it is a process that no 

institution probably will reach and cannot be done. :) However, it is possible to offer a perfect 

converging experience by tracking users step by step, observing the problems they face, and 

making iterations and improvements.

Idealizing the user experience

Countly

In the designing and implementation of the user experience processes, your best friend is 

analytics platforms. Thanks to the analytics platforms, you can observe any steps of your user 

from the moment the user saw your product & service to the use, and even until the time he 

ceased to use it.

In order to do this, you should better select your analytics product, design the process well, and 

read thoroughly any data produced by the users. We share below the features regarding how an 

analytics product will be used in the finance industry and usage scenarios.

Digital Gold Mine of the Banking and Finance Industry: Analytics
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“Onboarding” refers to the process, at which the user first encounters when entering the product 

or service. The first experience on the products and services is always important; any step you 

will add during the onboarding process would create a barrier for user acquisition.

Onboarding - Welcome your user

Countly

Within this period, you need to design a simple process to highlight the most important points of 

the product and service and to provide the end-user with the features and how it is used. 

Components such as product tours, reviews, promotional videos, tooltips, and a checklist/

progress percentage in which the user can follow their progress can be utilized at this step.

The “onboarding” process simply helps users to understand the product and its features properly 

and thoroughly, and use it. Not only is it a tutorial, but also an excellent opportunity to interact 

with users and hit the value of the product. A process that includes user interaction gives rise to 

real-time interest, promote the returning to the product, and strengthen the long term retention. 

This is particularly crucial given the data indicating that the vast majority of the daily active users 

of an app will be lost within a few days after the first entry. If you wish to benefit from this process

Digital Gold Mine of the Banking and Finance Industry: Analytics
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most, you should design a process in a way not only to train the user but also to glamorize them. 

Events - Atomize your product and manage it

Custom Events are the private keys that you have assigned to the elements within the app. It is 

the interaction between the user and the content that can be analytically monitored regardless of 

a page or screen. 

CountlyDigital Gold Mine of the Banking and Finance Industry: Analytics

Your most effective weapon in the “onboarding” process is the “event” feature. Tracking your 

users closely and observing what stages they are stuck during the process that you have 

designed or at which phases they have faced problems plays a life-saving role.

In other words, it helps you to collect data regarding certain interactions performed by the users 

with the content in your product. If you use an analytics product in order to get to know your 



97

users closely, you need to define custom events so that you can take advantage of many features. 

For example, if you are going to define a funnel, you first need to define the events that will play 

an active role during the user flows. Or, if you are going to use a user profile, the events you have 

defined would guide you in the classification procedure.

Page  
open rate

Sign up

Bounce 
without 
sign-up

You can follow how often and how long a page that you particularly want it to be opened has 

been opened

You can observe how many of your users on a particular page press the call to action buttons 

such as “sign up”, etc. Thereby you can take action for the situations fall under your 

expectation. 

You can monitor the number and rate of your users who bounce from the app without 

completing the sign-up procedure. 

Profile 
completion

If your users have specific steps you define as to profile completion, card creation, making their 

first transfer, etc., you may encourage them to do so

CountlyDigital Gold Mine of the Banking and Finance Industry: Analytics
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Invitation

Button  
click  
frequency

Heat maps

You can cause your users to suggest your app to their friends as well

You can follow how many times and how often a button has been clicked

You can observe which areas of the screen have been clicked and scrolled most. 

Countly

We’ve prepared a comprehensive article on how to use events and how to get the most out of 

events in Countly. To read, please click the link How to get the most out of Custom Events: A step 

by step guide20. 

         ● In order to allow our users to experience a journey facilitating the analytics, we have 

prepared a sample events list that can be used in banking applications. Please see21  here.

Favorite 
actions

You can observe the actions your users do the most by the actions they have taken

Digital Gold Mine of the Banking and Finance Industry: Analytics
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You include your user within the app, and the actual journey starts henceforth. Researches show 

that bounce rates of users are considerably high. For this reason, it is critical that you make 

routing in a way that increases the interaction rate of your users, makes them use the features of 

your app. 

Activation - Encourage your users  

to use the product

Countly

For example, let’s look through the banking app. When your user enters in the app, he would like 

to check his accounts, current status, incoming-outgoing money transfers, and to get the most out 

of products & services that you offer them. Any features that they will be able to use on the app, 

especially if it includes the actions they can do without going to the branch, will save you both 

time and cost. 

In particular, banks allocate huge resources for technology transformation and product 

development processes. 

Digital Gold Mine of the Banking and Finance Industry: Analytics
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According to the report published on Business Insider21 only Banks based in the USA have 

already allocated budget amounting to billions of dollars for their technology departments.

CountlyDigital Gold Mine of the Banking and Finance Industry: Analytics

21 - https://www.businessinsider.com/heres-a-breakdown-of-how-much-us-banks-are-spending-on-technology-2019-3?r=US&IR=T



Many features developed in such processes are not used as they could not be transferred to the 

user or nor could be explained in its fullest sense. That is to say, the investment has gone waste. 

In the activation stage, by guiding your users, it allows your users to be able to use complete 

features of the app and to control the environment that you offer them.

Countly

So which activations can your users make? 

Sign up

Opening  
Account

● What percentage of your users have completed the sign-up process?  

● Which users have not completed the additional approval steps for sing up if any? 

● Would you like to remind the users who leave the app without completing the sign-up 

process to complete their transaction by sending a notification to them? 

● Do your users know that they are able to open an account without coming to the bank? 

Money  
Transfer

● Do your users know that they are able to make money transfer on the app instead of ATM 

or bank?  

● Do your users who make a transaction at the bank also use a mobile banking app?  

● Your employees working in the bank may tell the users at the time of the transaction that 

they can make a transaction on the app, and it saves you time thereby for future transactions.  

Digital Gold Mine of the Banking and Finance Industry: Analytics
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Payment

Opening  
Investment 
Account

● Do your users know that they can pay their bills such as electricity, water, telephone, etc. 

through the app?  

● Would you like to notify your users who have not paid yet that you also have these 

channels?  

● Are your users aware that they will be able to make automatic payment? 

● Do you make suggestions to your users who have money on their account but no 

investment account?  

● Which investment account can be more useful for the user? Do you create a model 

according to the cash flow and offer it to your user? 

Countly

Application  
for 
Credit Card

● Which of your users do not use a credit card?  

● Do you offer your users an ideal card?  

● Do you remind your users who use a credit card that they can take a supplementary card? 

Digital Gold Mine of the Banking and Finance Industry: Analytics
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Even if you sleep, your users don’t sleep, nor will they take a break using the app. In the period in 

which access to technology is getting become easier and faster, and in a world you serve 24/7, 

accessing your success parameters, metrics that matter for you, and what your users are doing 

right now make your work easier.

Access the most important metrics at any time  

and from anywhere

Countly

By creating a dashboard consisting of important metrics for you, you can observe the following 

data from anywhere at any time:

         ● How many users are currently in 

         ● What action they are actively doing 

         ● Problems they face (if any) 

         ● User interactions on the product and service 

         ● How many users you have gained/lost.

Digital Gold Mine of the Banking and Finance Industry: Analytics
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In this report, we issued the gold mine data of the digital age and 

the usage methods of analytical platforms that process this mine.

Lean back and watch that the analytics  

platform shows the right direction

Countly

If you use an analytics platform, you can start testing quickly the 

matters discussed in this report, you will notice the results, and you’ll 

find that you’re starting to use your analytical product more intensely.

We have examined herein many methods and features that will 

allow you to process with your users and create the most suitable 

experience for them, from the moment they have encountered 

with your product and services for the first time.

If your current product does not provide you a sufficient elbow room, then Countly 

always here to accompany you on your journey :)
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