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Creating an omni-channel experience is really all about following the customer’s journey. The
concept is not new on the consumer side. Customers have been operating this way for a decade.
Traditionally, in the past, vendors developed single channel solutions addressing customer
access demands.  Over the years, FinTech companies have learned to take more of a holistic
approach by offering a consistent yet customizable solution based upon the process customers
choose to engage with their bank.

Instead of putting technology first, community banks and their technology partner must instead
consider how and where their customers interact throughout their journey. What are customers
trying to accomplish? Are their bank’s channels customer-centric? To fully engage their customers
no matter what their chosen channel is, banks should be market-driven and not development driv-
en. Think process, not technology.

One aspect of a financial technology provider’s role is helping banks understand the difference
between delivery channels and fully explaining how a cloud environment can benefit both them
and their customers. Explaining how a SaaS delivery model can enhance their customers’ omni-
channel experience is just as important as improving a bank’s flexibility, scalability and reliability.
We help them understand, navigate and embrace customer demands in an omni-channel world
to better empower their employees and engage their current and potential customers.

Business intelligence initiatives play a key role in clearly understanding customer demands in a
multi-channel environment. Even though managing this is exclusively data driven, we help our
bank clients learn where leakage and breakage occurs in their processes. What was once deliv-
ered through more traditional channels is now occurring through digital channels. Using high-tech
solutions to provide a more high-touch experience is where banks can surprise and delight their
customers – where and when they choose.
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