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For many financial institutions, the phrase “omni-channel” is nothing
new. Tech experts have been advising banks to embrace this strategy
for some time now, though it finally seems to be taking hold. In fact, we
expect that the true meaning and wide-reaching implications of omnichannel will really take shape this year, as certain market forces make
it unavoidable and essential for banks to stay competitive.
This reality stems from a growing push and pull, with regulatory and
market pressures on one side and rapidly evolving consumer demand
and competition on the other. Organizations need to not only
understand the differences between multi-channel and omni-channel
banking, but also what that evolution will mean for every aspect of
their operation, from analytics and risk management to security and
customer experience.

• Apr 4 – Wire Fraud Risk Exposures You
May Overlook
• Apr 4 – Unauthorized Entries – Before
and Beyond the 60 days
• Apr 5 – The Convergence of Sanctions,
KYC, and Transactions Monitoring
• Apr 6 – Community Reinvestment Act:
Strategy or Afterthought?

First, it’s worth looking at the differences between multi-channel and
omni-channel, in order for financial institutions to better understand
how to move from one to the other. As an example, conventional multichannel banking offers the customer the flexibility to go through a loan
application process, via whichever channel they are most comfortable
with – be that via a PC, a mobile device, telephone or in-branch. But
the main limitation to this way of banking is that they cannot move
easily between channels once the process has started, or at least not
without a certain amount of repetition.

• Apr 11 - 13 – BSA/AML: Combating
Money Laundering (3-Part Webinar)
• Apr 17 – Intro to Small Business Retirement
• Apr 18 – Same Day ACH Equals Faster
Payments – The Nitty Gritty Details!
• Apr 21 – 9 Approaches to Cash Flow
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Fundamentally, the major difference between multi-channel and omnichannel is quite simply that the latter is customer-centric and channel
agnostic. The customer can, for example, shop around on a mobile
device, start their application on a laptop, ask questions over the
phone and then finish the process on their desktop -- seamlessly and
without sacrificing time or having to repeat themselves.
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Key Considerations on the Path to an Omni-channel Strategy
Retail banking is getting better at joining up these processes, but so far only within a single product.
Nobody has yet come up with a genuinely holistic, “single customer” view with a look and feel that stays
consistent for the individual, regardless of the financial product they are dealing with.
This brings a challenge in the familiar form of siloed legacy systems. Technology can bring all products
together, but a completely open structure will be required to do this – and banks will be looking to
technology companies to help them do that without re-engineering their entire institution.
The next consideration will be data, and what to do with it. Big Data presents an immense opportunity to
the institution: embracing the latest technology will allow institutions to unlock benefits such as a more
polished user experience, identity theft and fraud prevention, better loyalty programs, more relevant and
targeted offerings, and even artificial intelligence to predict certain behaviors and identify risk of default.
Big Data is also a powerful tool to inform investment decisions, as it can keep banks at least one step
ahead of prevailing trends, opportunities and threats.
The tech infrastructure, or “ecosystem” as we call it, that will deliver all this will need to integrate three
layers: the core banking platform (the engine-room which as we have discussed may be a legacy one);
the “middleware” layer – which is where collaboration will be crucial to allow best-of-breed third parties to
plug their technology in seamlessly; and finally the user experience (UX) layer, which is what customers
see and where they interact.
There needs to be a combination of private cloud - which banks traditionally use for maximum data
security; and public cloud - which allows a more flexible and less limited access to and storage of data, in
order to scale and get to market more quickly.
And finally, of course, security must be at the root of everything: besides the identification and
transactional security that the customer sees, the omni-channel infrastructure must also include data
center, network, infrastructure and application security, security information and event management
(SIEM), next generation firewall services (intrusion detection and prevention, anti-virus and malware
protection) as well as distributed denial of service (DDOS) prevention services. There are also toolsets
available in this space such as micro-segmentation, which encrypts end-points and adds an extra layer of
security beyond the firewall.
The customer, of course, doesn’t need to see any of this – and that is the objective. The main
battleground in today’s competitive market will be customer experience: if the customer perceives the
perfect balance between rigorous security on one side and maximum convenience on the other, then that
will be the key to driving future growth for the bank.

BankersHub.com March, 2017 Newsletter Page - 3

© 2017 BankersHub® and Bstuff LLC all rights reserved

Visit us at www.BankersHub.com

