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Online / On-site

Hybrid

Course Introduction

In the rapidly evolving landscape of 2026, Digital Customer Engagement has transitioned from an

optional advantage to the vital heartbeat of the global BFSI (Banking, Financial Services, and Insurance)

sector. As financial institutions grapple with the rise of neo-banks and embedded finance, the ability to

harmonize AI-driven personalization with a human-centric approach is the ultimate competitive

differentiator. Digital Customer Engagement in Banking Training Course  is engineered to equip banking

professionals with the strategic foresight and practical agility to navigate digital transformation, ensuring

that every interaction whether via mobile app, chatbot, or digital portal is contextually relevant, secure, and

deeply resonant with the modern, tech-savvy consumer.

The core of this program emphasizes the omnichannel experience, where the goal is to create a

seamless, frictionless journey across all digital touchpoints. By leveraging predictive analytics and real-

time behavioral insights, participants will learn how to shift from transactional service models to proactive,

relationship-building ecosystems. The curriculum is designed to foster digital empathy, ensuring that while

operations become increasingly automated, the institution retains its foundation of trust. Participants will

emerge with the skills to leverage Open Banking APIs, enhance customer lifetime value (CLV), and

champion customer-centric innovation in a marketplace that demands constant evolution and extreme

agility.

Programme Curriculum

Digital Customer Engagement in Banking Training Course 

Introduction

In the rapidly evolving landscape of 2026, Digital Customer Engagement has transitioned from an optional

advantage to the vital heartbeat of the global BFSI (Banking, Financial Services, and Insurance) sector. As



financial institutions grapple with the rise of neo-banks and embedded finance, the ability to harmonize AI-

driven personalization with a human-centric approach is the ultimate competitive differentiator. Digital

Customer Engagement in Banking Training Course  is engineered to equip banking professionals with the

strategic foresight and practical agility to navigate digital transformation, ensuring that every interaction

whether via mobile app, chatbot, or digital portal is contextually relevant, secure, and deeply resonant with the

modern, tech-savvy consumer.

The core of this program emphasizes the omnichannel experience, where the goal is to create a seamless,

frictionless journey across all digital touchpoints. By leveraging predictive analytics and real-time behavioral

insights, participants will learn how to shift from transactional service models to proactive, relationship-building

ecosystems. The curriculum is designed to foster digital empathy, ensuring that while operations become

increasingly automated, the institution retains its foundation of trust. Participants will emerge with the skills to

leverage Open Banking APIs, enhance customer lifetime value (CLV), and champion customer-centric

innovation in a marketplace that demands constant evolution and extreme agility.

Course Duration

5 days

Course Objectives

1. Master AI-powered personalization to deliver hyper-relevant financial advice.

2. Implement omnichannel strategies for a frictionless, consistent user experience.

3. Leverage predictive analytics to anticipate customer financial needs proactively.

4. Optimize digital onboarding journeys to reduce drop-off and friction.

5. Develop conversational banking models utilizing advanced LLMs and chatbots.

6. Enhance customer retention through data-driven loyalty and incentive programs.

7. Integrate Open Banking ecosystems to expand value-added financial services.

8. Strengthen digital trust and security via seamless, biometric-backed authentication.

9. Bridge the gap between digital efficiency and high-touch human expertise.

10. Measure success through CX metrics like NPS, CSAT, and Customer Effort Score (CES).

11. Build resilient digital brands that prioritize transparency and ethical data usage.

12. Accelerate fintech integration to maintain competitive advantage in the mobile-first era.

13. Drive digital literacy and adoption across diverse customer segments.

Target Audience

Retail Banking Relationship Managers focusing on customer retention.

Digital Transformation Officers leading the shift toward agile banking.

Product Managers overseeing mobile app and digital interface development.

Customer Experience (CX) Leads aiming to map and optimize user journeys.

Fintech Strategy Analysts evaluating the impact of embedded finance.

Contact Center Managers transitioning to modern, AI-integrated support.

Marketing Professionals responsible for data-driven engagement campaigns.

Branch Managers adapting to hybrid service delivery models.

Training Modules

Module 1: The 2026 Digital Banking Landscape

Evolution of consumer expectations in the age of neo-banking.



The shift from product-centric to customer-centric banking ecosystems.

Impact of embedded finance on traditional customer touchpoints.

Analyzing the competitive threat of Big Tech and digital disruptors.

Case Study: How Northmill Bank utilized streaming-service-inspired data to hyper-personalize retail

banking offers.

Module 2: Designing the Frictionless Omnichannel Journey

Mapping the end-to-end customer journey across physical and digital silos.

Strategies for seamless "digital-to-human" transitions during complex tasks.

Implementing Unified Customer Profiles for 360-degree context.

Reducing friction in authentication and KYC processes.

Case Study: The "DBS Transformation" – how the bank redesigned its core systems to make "banking

invisible" for customers.

Module 3: AI-Driven Personalization & Predictive Analytics

Harnessing big data to predict life-event-based financial needs.

Moving from reactive service to proactive financial wellness advice.

Ethical AI usage: Balancing hyper-personalization with data privacy.

Utilizing machine learning for churn prediction and segment-of-one marketing.

Case Study: A global bank's implementation of a predictive engine that increased mortgage lead

conversion by 40% through timely, intent-based alerts.

Module 4: Conversational Banking & Self-Service Excellence

Optimizing chatbots and virtual assistants for natural language understanding.

The role of conversational AI in resolving routine queries instantly.

Creating a robust knowledge base for 24/7 self-service scale.

Balancing automated self-service with human-in-the-loop escalation.

Case Study: Analysis of a Tier-1 bank that deflected 60% of routine inquiries via GenAI-powered

conversational interfaces, freeing staff for high-value interactions.

Module 5: Open Banking & API Ecosystems

Understanding the strategic importance of Open Banking APIs.

Partnering with third-party fintechs to expand service offerings.

Creating a "Bank-as-a-Platform" (BaaP) mindset.

Managing security and API governance in a connected financial world.

Case Study: How a regional bank partnered with a budgeting fintech to improve customer engagement

and average daily deposit balances.

Module 6: Digital Trust, Security & Biometrics

Building "Security by Design" to foster customer confidence.

Implementing seamless biometric authentication

Proactive fraud detection and real-time customer notifications.

Transparency in data usage as a pillar of the brand promise.

Case Study: A digital-first challenger bank that leveraged behavioral biometrics to reduce fraudulent

account takeovers while simultaneously improving login speed.

Module 7: Measuring Success: KPIs & Data-Driven Insights



Defining key performance indicators for digital engagement.

The hierarchy of metrics: NPS, CSAT, CES, and Conversion Rate.

Calculating the ROI of digital transformation initiatives.

Creating a real-time digital scorecard for banking leaders.

Case Study: How a leading commercial bank used CES (Customer Effort Score) to identify and fix a

specific pain point in their mobile lending journey, resulting in a 15% revenue increase.

Module 8: Building a Digital-First Culture

Agile methodologies for rapid product iteration and feedback loops.

Design thinking workshops for problem-solving in cross-functional teams.

Cultivating an entrepreneurial mindset among legacy banking staff.

The future of the hybrid workforce in a tech-driven bank.

Case Study: A traditional national bank's transition to "Agile Squads," transforming their internal culture

to match the speed and innovation of digital startups.

Training Methodology

Interactive lectures and presentations.

Group discussions and brainstorming sessions.

Hands-on exercises using real-world datasets.

Role-playing and scenario-based simulations.

Analysis of case studies to bridge theory and practice.

Peer-to-peer learning and networking.

Expert-led Q&A sessions.

Continuous feedback and personalized guidance.

Register as a group from 3 participants for a Discount

Send us an email: info@fineskilltrainingcenter.org or call +254769199797 

Certification

Upon successful completion of this training, participants will be issued with a globally- recognized certificate.

Tailor-Made Course

 We also offer tailor-made courses based on your needs.

Key Notes

a. The participant must be conversant with English.

b. Upon completion of training the participant will be issued with an Authorized Training Certificate

c. Course duration is flexible and the contents can be modified to fit any number of days.

d. The course fee includes facilitation training materials, 2 coffee breaks, buffet lunch and A Certificate upon

successful completion of Training.

e. One-year post-training support Consultation and Coaching provided after the course.

f. Payment should be done at least a week before commence of the training, to Fineskill Training Center

account, as indicated in the invoice so as to enable us prepare better for you.

mailto:info@fineskilltrainingcenter.org


Upcoming Scheduled Sessions

Start Date End Date Location Price

07 Sep 2026 11 Sep 2026 Online $1,000

07 Sep 2026 11 Sep 2026 Physical $1,500

14 Sep 2026 18 Sep 2026 Online $1,000

14 Sep 2026 18 Sep 2026 Physical $1,500

21 Sep 2026 25 Sep 2026 Online $1,000

21 Sep 2026 25 Sep 2026 Physical $1,500

28 Sep 2026 02 Oct 2026 Online $1,000

28 Sep 2026 02 Oct 2026 Physical $1,500

Ready to enroll or request a customized program? Book online or contact us:

Register Online Now

Email: info@fineskilltrainingcenter.com | Website: www.fineskilltrainingcenter.com

https://fineskilltrainingcenter.com/courses/digital-customer-engagement-in-banking-training-course

