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PAYMENTS ARE BECOMING THE COMPETING GROUND OF ALL 
RETAIL BUSINESSES. BANKS MUST EXTEND AND RETHINK THEIR 
FRONTIERS

ÅConsumer are changing their habits, moving towards an omnichannel 

buying model

ÅPayments, as they become digital, embed the most important value for 

retail businesses: customer information

ÅBigtechs (GAFA, BATX) created a business model centered around 

satisfying customer needs in an easy and seamless way. Personalization 

and anticipation of needs are at the heart of their success: access to 

granular customer data is key for them and digital payments are a core 

enabler of such strategy

ÅThe menace to financial institutions is not only bigtechs but rather the 

diffusion of their model to traditional players, as most retailers try to emulate 

their strategy and therefore increase competition on payments, as the 

gateway to client 

ÅIn order to protect their core business, banks need to extend the frontiers of 

their activities to avoid disintermediation and create new value for clients



3© Oliver Wyman

Consumer

DISCOVER DISCUSS

ENGAGE

PURCHASE SELECT

SHARE

of customers use 

internet for browse or 

purchase

>75% 
active monthly users 

combined on WeChat 

+ Weibo

>700M users

more satisfied on 

e-channel vs. 

offline channels

2X

>8T RMB
of online/ mobile payment

of shoppers give 

reviews online

~80%

>50%
of purchase decisions are 

made onlineSource: Oliver Wyman analysis

Today we look at China
Consumers in China are rapidly embracing the digital world in their daily 
life
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Western consumer are following the same path to omni-channel
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Pre-industrial Industrial

revolution

Economic

growth

Consumers 

are busy

Smartphone and 

digital disruption

Consumers 

path is mix of 

online and 

offline. They 

want to be 

able to shop 

anytime and 

anywhere

Retailôs 

evolution

t



5© Oliver Wyman

Omni-channel is not just e-commerce

100% Off-line

ÅOn-line visibility

ÅPrice coherence

ÅSimplicity

On-line - Off-line

ÅRapidity

ÅSimplicity

ÅSafety

ÅProximity / accessibility

ÅAssortment

ÅQuality / selection

Off-line ïOn-line 100% On-line

ÅExperience

ÅLayout

ÅProximity

ÅConvenience

ÅRapidity

ÅSimplicity

ÅSafety

ÅConvenience

ÅFlexibility

ÅAssortment

ÅQuality / selection
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Payment 

processing

Pre-order
Loyalty

Deals and offers

Enable digital 

marketing

Information, 

reports and 

receipts

Digital payments

Digital payments are becoming invisibly embedded into consumersô 
increasingly connected lifestyles

Payments allow these players to generate very frequent interactions with their

clients and to collect data which provide them with a « proxy of the clientôslife » 
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Watch latest TV series on 

Tencent video and listen to 

music on QQ Music

Use WeChat Scan and 

Pay in Carrefour Le 

Marche or JD Daojia for 

groceries

Schedule doctorôs 

appointment for son after 

school

Look for travel options for 

the next vacation

Use DiDi or Mobike

to commute to work

Use LiCaiTong to

track personal 

finances and 

investments

Use housekeeping

app (AYiBang) to 

clean the house

Use DianPing and 

Meituan to order 

lunch delivery

Shop online and 

pay utility bills during

lunch

8:00 Commute 9:00 Personal 

finances

11:30 Remote 

housekeeping

13:00 Online shopping 

and Bill payments

16:30 Health & well-being18:00 Groceries21:00 Entertainment
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12:00 Food 

delivery

15:00 Vacation planning

Payments for all services and transactions enabled by

Examples of new ecosystems ïWe Chat
WeChat ecosystem enables a user to spend an entire typical day without 
leaving the WeChat app and its surrounding ecosystem

https://www.youtube.com/watch?v=cYDLL0oS2uk
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Source: Desktop research, Oliver Wyman analysis

Demand 

generation

Browsing & 

purchase

Payment

Fulfilment

Location-

based

Services

Online 

video

Social & 

gaming

Online 

platforms Offline 

retailers

Digital 

payment

Personal 

financial 

services

Logistics O2O platforms
Transportation

Financial services are encapsulated in a broader client journey, which
through its fluidity makes it captivating
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Examples of new ecosystems ïAlibaba
Alibaba has built its ecosystem to capture consumer touchpoints - from 
knowing the customer, they are able to address all of his spend

RETAIL

LOGISTICS

DAY-TO-DAY

SOCIAL 

AND MEDIA

PAYMENT

& FINANCIAL 

SERVICES
WELLBEING

MicrobloggingVideo streaming

Travel blogging

Lifestyle

search engine

Video sharing
English newspaper in 

Hong Kong

Tech news

site

Finance

news site

Logistics for 

retailers

Express delivery

Logistics Info 

System

Cloud computing

Online health

platform

Bike sharing

Ride hailing

Online food delivery

Online map

Department store

Hyper / Supermarkets

E-commerce

platforms

Fintech product provider

Mobile & online payment 

platform
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Amazon 

cash

Baidu WalletP2P Payments

Tencent Games

Baidu Maps

Takeout 

delivery
Interest Tribe

Baidu search

Mi Talk

Microsoft 

Xiaoice

DAMO 

Academy miEcosystem

Raven = Google Home

Phones

Laptops

Tablets

TVs

As for the Chinese leaders, the aim of all GAFA is to be at the heart of 
customer interaction in all areas

Mapping of GAFAM/BATXôs presence in different industry

Industries

IT

Hardware

Software

Infrastructure 

(e.g., Cloud)

Artificial 

Intelligence

Social networks & 

messaging

Search & 

advertising

E-commerce & 

distribution

Mobility

Entertainment

Health

Financial services

GAFAM BATX

Core business

Aquila

Mobile 

assistant

Duer

Wangxin

AI lab
YouTu

Lab

Wechat QQ

Tenpay

WeChatPay

QQ Pay




