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Omni-Channelling 
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Mobile Banking –  

Super Fast Adoption 
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Unique Capabilities of Mobile 
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Sequential screening 

98% jump between devices the same day 
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Top activities 
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Complex:  

mostly starting with PC 
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Shopping and trip planning:  

mostly starting with tablet 
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Online activities: mostly 

starting with smartphones 
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From Amazon to the Bank 
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Step 1: Explore 
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Step 2: Buy 
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Step 3: Track 
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Step 1: Explore 
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Step 2: Buy  

(customer enrolment)  
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Step 3: Track 
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Different User Behavior 
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Service Design:  

Customer Journey 
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Transition to  

Bank 2.0 Architecture 

Bank 1.0 Bank 2.0 


