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Great employee experiences start 
with great technology
South Africa's first benchmark of how technology shapes 
employee experience in banking and insurance.
Employees across South Africa's major banking and 
insurance institutions, spanning management, frontline, 
technology, operations, and corporate roles across 
branch, HQ, and remote environments.2026 Financial Services Benchmark Report
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The research identifies three distinct investment levers, each with a different return profile. 
Not all technology categories work the same way: some are hygiene factors that damage 
the experience when they fail but go unnoticed when they work. Others are motivators, 
where excellence actively drives advocacy, pride, and retention.

Tech-related friction is not just an IT problem. It is a 
productivity and revenue risk that compounds with 
disruption frequency.

IT leaders may have an incomplete picture of tech 
performance. When employees stop reporting issues and 
start working around the system, the data that informs 
investment decisions becomes unreliable.
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the strongest correlation to 
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1 in 2 employees with positive 
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experience disruptions
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The network is the only tech 
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predicts longer disruption 
duration     
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Fieldwork conducted by Lightspeed, part of the Kantar Group, April 2026. 


