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Chief Digital Officer 
Digital & Data 
Smart - Ecosystems - Ventures  

Member of Management Board 
Belfius 
Geert Van Mol



Understand

Share

Inspire

Together



Who is Geert Van Mol…

Strategic  
vision & impact 

Driver  
of Change 

Trust 
Authentic 

Results 
Succes

Connecting 
Alignment

VISION CONNECT REALISE



Digital = Music 
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Best Banking mobile app in Belgium*

KBC
ING

BNP
Keytrade 

Argenta
Axa

Beobank
Hello Bank 

Crelan

Belfius 4,6
4,5

3,9

3,8

3,6

3,35

3,3

3

2,95

2,9

Global average:

3,6

*Combined app-store rating : IOS & Android

Part of digital leaders global peer group*

2016: Fastest grower worldwide mobile banking 2017: Top 10 worldwide in growth mobile banking

*Finalta Benchmarking study 2017

North America
Asia

Australia - NZ

Europe

Digital  
Leaders

Global 
Peer Group

25

176

Mobile Award

Bankshopper

25

176



Loans

Save / Invest

Payments  
& Cards

Insurance

Overview

Sales

Current 
Accounts

Credit  
cards

Investment 
advisory

Travel 
Insurance

Buy & sell: 
Mutual  
Funds

Buy & sell: 
• Pension-savings 
• Recurrent investment plans 
• Obligations 
• Stocks 
• Savings-account  

Determination of: 
• Investment profile 

App Normale 
Car 

Insurance

Consumer 
Loans

*Mortgage 
Simulation

Chat / 
Videocall

Make an 
appointment 

Biometric 
Security

Omnichannel  
Signing

Belfius Net

Pengo

Belfius 
Watch

Bbot 
Chatbot

Belfius Mobile 

Belfius Connect 

Contactless 
Payments 

Belfius 
Tablet

• Contactless Payments 
• QR-code payments 
• Social media payment -

request

• Activation  
• Limit augmentation  

Realtime Credit card:

Payment functionalities:

Damage declaration:
• All insurance policies 

Simulation of:
• All consumer loans 
• Mortgages 

Service

Continuous delivery: every 3 months 

Belfius is one of the exceptions of Belgian companies that achieved to be on the first screen of its customers 
with Belfius Mobile as flagship - Extract from analyst presentation
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Over 1 .200.0000  
BELFIUS MOBILE USERS



Our journey
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Omnichannel 

Real Time Data Analytics

Mobile First

End-2-End Paperless
RCB Digital 

Strategy



BELFIUS MOBILE BANKING STARTED IN 2011
2011: project EMBRYO 2012 - 2013 2014 - 20..



…

Vernieuwde Belfius Mobile navigatie met ‘feed’



The Belfius App-Normal Car Insurance  
A new benchmark in digital omnichannel Car Insurance 

Innovative solutions to maximize 
customer convenience 

Personalized advice based on 
customer profile & car type 

Unseen digital claims handling 
process to provide instant solution 

Dynamic flows & maximal use of 
customer data  

-50% 
Questions 

Mobile First Non-FTE driven sales 

Top Digital  
Experiences 

Professional advice 
when needed 

Campaign with high stopping power Innovative Mobile First Car Insurance Sales & Servicing 100% Omnichannel Integration 







Start of a successful 
path - First S-curve 

S-CURVE AFTER S-CURVE

TIME

IT’S ALL ABOUT S-CURVES

S-CURVE AFTER S-CURVE:

The rise to seeming 
infinite success

Sweetspot 
Chance to break-out of routine 

Start of 2nd S-curve

Demonetize 

Dematerialize 

Democratize

Progressive success 
                        value

Deceptive Disappointment 
When people get impatient for success

Disruptive stress / opportunity 
Chaos / Amazement



SMART CIT IESE-COMMERCE



Belgian firms saw it coming but too late

Next generation online is growing PostNL vs. Bpost

Belgium is a slow digital mover

DIGITAL ECONOMY AND SOCIETY INDEX (DESI 2017 RANKING)



BELFIUS DIGITAL LEADERSHIP SO FAR BY

C-LEVEL ALIGNMENT

MOBILE CUSTOMER EXPERIENCE FIRST
ABILITY TO EXECUTE - BUSINESS IT TOGETHER

DRIVER’S SEAT

DIGITAL WATCH OUTSIDE IN



TEKST



SO WHY WORRY ?! 
SO WHY WORRY?!  

A clear blue sky for Belfius



Context
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Context - digital era has just started

NEW COMPETITORS & BUSINESS MODELSCHANGING CUSTOMER BEHAVIOR

SPEED OF NEW TECHNOLOGIES IMPACT OF NEW REGULATIONS
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Context - digital era has just started

Payments

SMART

A.I.

ECOSYSTEMS

Investing

FOCUS & FUNDING

Loans Insurance
HYPER PERSONALISATION

PLATFORM VS PROVIDER

BLOCKCHAIN

PUBLIC - B2B2G

IOT
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Payments

TIME

Mobile Curve

Robo-advice (launch 12/18)
Loans

Omnichannel Investment Advice 

Pension-savings sales

Internet sales 
flows

Fully 
responsive 
website

Blockchain
AI

IOT
Ecosystems

…

New technology curves D
I
S
R
U
P
T
I
O
N

S-curve after S-curve : faster & never stops

Credit-card sales

App-normale autoverzekering

Deeper transformation needed 
to prepare & create value                 

towards the furture

• Strategic focus 2023-2025 
• Evolution of internal organisation from 

traditional to adaptive - purpose driven 
organisation  

Capture full value potential of 
investments & continue to deliver

• Capitalise on what has been delivered over the last 3 years  
• Maximize digital sales & service via Digital communication 
• Leveraging synergies across bank & insurance
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Producer / Manufacturer

Customer

Intermediary

Producer / Manufacturer

Customer
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LOOK LEFT LOOK RIGHT

• Silicon Valley 

• New York / Boston 

• Toronto 

• London / Berlin

• China 

• South-Korea 

• Singapore  

• Japan



‘Chaos’

Digital innovation Watch

‘Structure’
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BELFIUS ON THE MOVE
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Key learnings ‘inspiration sessions 2023/2025’

Convergence of data - digital - communication

Segment-specific platform vs. provider strategy

Hyper-relevant value propositions

Creating value with data

Scarcity of digitally-skilled employees

Convergence Retail/Private/Business/Public

Focus and funding



VISION

Evolution from traditional to adaptive organisation 2019-2023 

CONNECT REALISE



Digital Transformation

Key question 1

Key question 2

Key question 3

Key question 4

Key question 5

Key Strategic Questions to answer in 2019

•How do we make sure Belfius continues to ‘see’ everything in & beyond banking & insurance: 
Threads & opportunities?  Do we see change coming? 

•How do we capture the complete transformational value of digital in banking & insurance & beyond ?  
•What is our strategic focus in data & digital and how much sufficient funding behind it is needed? 

•How much time and effort will it take us to transform this internal organisation 
towards scaling of digital and data in an adaptive - purpose driven Belfius?

• How do we create maximum impact in the market: to all client segments, press, digital 
relevant players & opinion leaders in Belgium: politics, start-ups, corporate, public,…

•What is a our concrete approach & strategy international, value creation outside 
Belgium?
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Human Digital Local



in DIGITAL 
People Make The Difference  
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DIGITAL = Rock’n Rol l  
LET’S ROCK!


