
Omnichannel Banking Excellence Training Course
Professional Development Training Course Outline

Category Banking Institute Duration 5 Days

Base Fee $1,500 USD Delivery Mode
Online / On-site
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Course Introduction

In an era where banking is redefined by hyper-connectivity and digital-first expectations, the transition from

siloed multichannel operations to a unified Omnichannel Banking ecosystem is imperative for institutional

survival. Omnichannel Banking Excellence Training Course is meticulously engineered to empower banking

professionals to dismantle legacy barriers and architect seamless customer journeys that bridge physical

and digital touchpoints. By integrating AI-driven hyper-personalization with a single source of truth for

customer data, participants will master the art of delivering consistent, high-value financial interactions that

maximize customer lifetime value (CLV) and operational agility.

This program serves as a roadmap for navigating the complexities of the 2026 financial landscape, focusing

on API-first architectures, next-gen cybersecurity, and data-driven decisioning. Through a blend of

theoretical frameworks and hands-on case studies, delegates will learn how to align sales, marketing, and

service functions to foster brand loyalty and outmaneuver fintech competitors. Whether you are optimizing

front-office branch interactions or deploying advanced digital banking platforms, this course provides the

critical skills to lead your organization toward sustainable growth and resilient, embedded finance

capabilities.

Programme Curriculum

Omnichannel Banking Excellence Training Course

Introduction

In an era where banking is redefined by hyper-connectivity and digital-first expectations, the transition from

siloed multichannel operations to a unified Omnichannel Banking ecosystem is imperative for institutional

survival. Omnichannel Banking Excellence Training Course is meticulously engineered to empower banking

professionals to dismantle legacy barriers and architect seamless customer journeys that bridge physical and

digital touchpoints. By integrating AI-driven hyper-personalization with a single source of truth for customer



data, participants will master the art of delivering consistent, high-value financial interactions that maximize

customer lifetime value (CLV) and operational agility.

This program serves as a roadmap for navigating the complexities of the 2026 financial landscape, focusing on

API-first architectures, next-gen cybersecurity, and data-driven decisioning. Through a blend of theoretical

frameworks and hands-on case studies, delegates will learn how to align sales, marketing, and service

functions to foster brand loyalty and outmaneuver fintech competitors. Whether you are optimizing front-office

branch interactions or deploying advanced digital banking platforms, this course provides the critical skills to

lead your organization toward sustainable growth and resilient, embedded finance capabilities.

Course Duration

5 days

Course Objectives

Master Omnichannel Banking Strategy to unify disparate physical and digital customer touchpoints.

Implement Data-Driven Insights to create a 360-degree view of individual customer behavior.

Apply AI-driven Hyper-Personalization to deliver real-time, context-aware financial guidance.

Optimize Customer Journey Mapping (CJM) to identify and eliminate friction points across all channels.

Leverage API-First Platforms to integrate seamlessly with fintech and third-party ecosystems.

Strengthen Cyber Resilience and AI-enhanced fraud detection to maintain digital trust.

Drive Payments Modernization through the adoption of ISO 20022 and faster payment rails.

Execute Embedded Finance initiatives to meet customers within their lifestyle applications.

Ensure Regulatory Compliance and data privacy in an increasingly complex, open-banking environment.

Improve Operational Efficiency by automating routine tasks through intelligent, self-service tools.

Facilitate Cross-Departmental Collaboration between IT, marketing, and branch operations.

Measure Customer Acquisition Costs (CAC) and Retention Metrics effectively to prove ROI.

Future-proof banking operations through Agile methodologies and scalable cloud infrastructure.

Target Audience

1. Retail Banking Managers.

2. Digital Transformation Leads.

3. Customer Experience (CX) Officers.

4. CRM and Data Analytics Specialists.

5. Fintech Strategy Executives.

6. Product Managers.

7. Cybersecurity & Risk Management Professionals.

8. Marketing Professionals.

Training Modules 

Module 1: The Foundations of Omnichannel Banking

Understanding the shift from multichannel to omnichannel.

Architecture of a unified customer profile.

The role of data silos in impeding growth.

Defining the "Single Source of Truth."

Case Study: Analysis of a global bank that unified legacy branch data with mobile app activity to

increase cross-selling by 40%.



Module 2: Designing Seamless Customer Journeys

Advanced Customer Journey Mapping (CJM).

Context continuity: Picking up where the user left off.

Identifying and fixing "leakage" in digital funnels.

Personalizing the "Digital Front Door."

Case Study: How a retail bank reduced loan application abandonment rates by 30% through mid-

journey omnichannel handovers.

Module 3: AI-Driven Hyper-Personalization

Predictive analytics in real-time banking.

Creating AI-powered customer segments.

Automated financial advice and nudging.

Ethical AI and algorithmic transparency.

Case Study: A leading neobank’s use of GenAI to provide daily spending insights that boosted user

engagement by 50%.

Module 4: API-First & Ecosystem Banking

Opening the bank: Leveraging Open Banking APIs.

Integrating with merchants and lifestyle apps.

The "Bank as a Platform" model.

Collaborating with fintechs for mutual growth.

Case Study: Examining a partnership between a commercial bank and an SME accounting platform that

automated cash-flow forecasting.

Module 5: Payments Modernization

ISO 20022 implementation strategy.

Instant, cross-border payment solutions.

Integrating payments into everyday digital life.

Reducing friction in P2P and B2B transfers.

Case Study: How a major financial hub successfully migrated to faster payment rails while maintaining

99.9% fraud protection.

Module 6: Next-Gen Security & Digital Trust

Layered cybersecurity defenses.

AI-powered fraud detection and response.

Decentralized identity and biometrics.

Maintaining privacy in the age of big data.

Case Study: A regional bank’s implementation of adaptive authentication that reduced customer login

friction while cutting fraud loss by 25%.

Module 7: Transforming the Branch Experience

The "Phygital" approach: Blending physical and digital.

Empowering branch staff with digital tools.

Branch-as-a-Consultancy hub.

Staff training for a tech-forward frontline.



Case Study: A case study of a bank branch transformation where digital kiosks reduced wait times and

increased high-value product sales.

Module 8: Measurement, ROI, and Future-Proofing

Tracking omnichannel performance KPIs.

Linking CX initiatives to bottom-line revenue.

Building a culture of continuous innovation.

Preparing for 2030 banking shifts.

Case Study: A comprehensive review of a 5-year digital transformation project, detailing how ROI was

tracked from pilot to scale.

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.

Upcoming Scheduled Sessions

mailto:info@fineskilltrainingcenter.org


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/omnichannel-banking-excellence-training-course

