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Niall Corrigan – About me

Niall Corrigan is a Partner in EY Ireland’s Financial Services 
Consulting, leading its Business & Digital Transformation team. 
He has worked in a strategic advisory and transformation 
delivery capacity across Financial Services and other industries 
over the last 20 years. He has also been involved in a number of
start-ups as an employee, an owner, an advisor and a mentor.

With extensive experience designing and delivering complex 
programmes to drive market growth and internal efficiencies, 
he is particularly skilled in the areas of customer experience, 
operational excellence and digital technology enablement. 
A regular media contributor, Niall has contributed to business 
journals, mainstream press and national radio.
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Technology Investments

EU Accessibility Act

Access to Cash

Embedded Finance

AI

Personalisation

Efficiencies / Cost Reduction

Changing Consumer Behaviours

ESG

Guidance on Protecting Consumers 
in Vulnerable Circumstances

SEPA “Instant Payment”

New Propositions

EU AI Act

Increased APH

Changing Workforce Expectations

Financial Wellbeing

Consumer Protection Code

Retail 
Banking 
Channels

Challenge

Market

Regulatory

Internal

Technology Investments



Assess what we are 
seeing in channel mix

Augmented with cold calling 

& mystery shopping

Understand their 
performance

Looking at performance 

data:

• NPS scores

• Cost efficiency ratios

• Revenue per customer

Overlay channel mix

Deep dives into:

• Physical channels

• Digital channels

Including insights:

• By country

• By bank type

• By channel

Identify key trends

EY carried out research 

across 9 countries

& 43 retail banks 

The Research: EY EMEIA Channel Benchmarking Study



Digital & Physical channels are reaching parity, a 
trend which is being rewarded in App Store ratings

Insight1

Average App Store Rating 

(Traditional Banks only)

Rating

Belgium NetherlandsNordics

4.6 4.6 4.5

% of journeys 
on Digital:

100% 82% 72%



The App Store is a window 
into customer sentiment…

Insight2

Physical Channels

Service is terrible, 

awful contact centre 

wait times!



Contact Centres efficiency has become a 
differentiator, and is correlated to NPS…

Insight3

Average NPS 

(Traditional Banks 
only)

Average wait time for 
contact centres

take 3x longer

at Digital banks 



Insight4

A smaller branch footprint may not mean better cost efficiency…

France Spain Ireland Belgium Italy Country
Average

UK Nordics Germany NL

Branches per capita

Low branch footprints 
and poor C:I 
performance



High performers

Insight5

“Everyday” Banking 
on Digital

“Rainy-day” Banking 
in Contact Centre

“Someday” Banking 
in Branch

Digital Contact centres Branch

• Higher volume of 
Digital Journeys

• Higher Call Efficiency
• Medium volume of 

Contact Centre Journeys

• Higher Branch Coverage
• Limited volume of Branch 

Journeys 
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Our locations

390+
Cork

3,330+

60+
Galway

860+
Belfast

100+
Waterford

110+
Limerick

Dublin

About EY Ireland 

Our Purpose

At EY, our purpose is Building a better working world.
The insights and quality services we provide help build
trust and confidence in the capital markets and in
economies the world over.

► EY Financial Services operates as ‘one global firm’, a globally-integrated 
Financial Services Organisation (FSO). This operating model allows EY to have a 
global network with over 49,000 professionals dedicated to serving financial 
services clients across the banking and capital markets, wealth and asset 
management and insurance sectors. EY Financial Services brings a dynamic 
approach to today’s complex business environment. 

► EY brings a borderless approach to markets they service across disciplines, 
geographies and people. EY's Dublin office has 940 dedicated FS staff.

► We are living in a transformative age. Rapidly advancing technology, 
globalization, the rise of the emerging markets and shifting demographics are 
changing business and society faster than ever. Traditional business models are 
being upended, sectors are converging, workforces are transitioning, and the 
global economy is becoming ever more complex. Disruption is the new normal, 
and businesses are either disrupters or they are being disrupted. 

► Through our four integrated service lines —, Consulting, Tax, Transaction 
Advisory Services and Assurance — our high performing teams and our deep 
sector knowledge, we help our clients to capitalize on new opportunities and 
assess and manage risk to deliver responsible growth. 



EY | Assurance | Tax | Transactions | Advisory

About EY
EY refers to the global organisation, and may refer to one or more, of the 
member firms of Ernst & Young Global Limited, each of which is a separate 
legal entity. Ernst & Young Global Limited, a UK company limited by 
guarantee, does not provide services to clients. Information about how EY 
collects and uses personal data and a description of the rights individuals 
have under data protection legislation are available via ey.com/privacy. EY 
member firms do not practice law where prohibited by local laws. For more 
information about our organisation, please visit ey.com.

© 2023 Ernst & Young. All Rights Reserved.

The Irish firm Ernst & Young is a member practice of Ernst & Young Global 
Limited. It is authorised by the Institute of Chartered Accountants in 
Ireland to carry on investment business in the Republic of Ireland.

Ernst & Young, Harcourt Centre, Harcourt Street, Dublin 2, Ireland.

Information in this publication is intended to provide only a general outline 
of the subjects covered. It should neither be regarded as comprehensive 
nor sufficient for making decisions, nor should it be used in place of 
professional advice. Ernst & Young accepts no responsibility for any loss 
arising from any action taken or not taken by anyone using this material.

ey.com
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