From ¢
complexity
to clarity

Why the future of finance
runs on journey management

¢ Simplify experiences
¢ Strengthen trust
¢ Drive measurable growth
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Industry reality check

Behind every financial transaction lies a web of systems, regulations,

and legacy processes that make even simple experiences hard to

deliver. Customers feel the friction, and organizations feel the cost. *
Burdened by this complexity, traditional financial institutions struggle to @l
deliver what people value most: clarity, trust, and human connection.

Technology doesn’t transform
organizations. Customers do.

Wherever they go, and wherever their money flows, people want
their finances to feel as fast, seamless, and intuitive to manage as
their favorite apps. Digital-first challengers have built entire
businesses around delivering exactly that with a few taps, leaving
traditional institutions racing to keep up. But the answer isn't more
technology; it's stronger connections between teams, systemes,
and the people they serve.

Core challenges

Fragmented systems and siloed thinking

Decades of mergers, legacy infrastructure, and product-based
operating models make it impossible to deliver connected
experiences. Without alignment, every department optimizes
for itself, not for the customer.

Friction that erodes trust

Opening an account, making a claim, verifying an ID; none of these
should feel hard. Friction doesn't just frustrate customers; it drains
loyalty and revenue.

Technology without empathy

Automation speeds things up, but it can’t replace understanding. &
In life's big financial moments, people don't want a bot. They want to s
feel heard. In finance, empathy remains the real differentiator. Y

CX that can't prove ROI

Executives know customer experience drives growth, but most can’t
prove it. Without clear metrics linking CX improvements to business
results, investment loses priority and transformation stalls.
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The path forward:
Designing for the
human side of finance

The most forward-thinking financial institutions are redefining
customer experience as a growth strategy, not a service function.

By unifying customer insights across the enterprise, they make smarter
decisions based on what's really happening in the customer journey.
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Journeys as the ,_
commonground ..

When the customer journey becomes common ground, clarity
follows, creating measurable impact.

Drive measurable growth Accelerate transformation ROI

through experience When every initiative starts with

When teams design seamless, customer outcomes, risk drops,
consistent journeys across and returns rise. A shared
channels and products, retention understanding of what matters
rises, cross-sell improves, and most helps teams focus

trust deepens. Experience stops investment where it creates
being a cost center and starts real value—for both customers
fueling revenue. and the business.

Read)y to turn complexity into
clarity and CX into growth?

See how leading financial institutions are aligning around the
customer journey to deliver measurable results.
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Build trust and resilience

Transparency and empathy
create long-term loyalty, which
is essential for navigating market
shifts. In finance, trust isn't just
emotional currency; it's a
competitive advantage.
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