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1  For more information see Red Hat’s brief, “The benefits of open banking as a business strategy.” 

2  For example, 40% of advisors responding to Financial Planning Tech Survey cited mobile apps as the tool that will 
upend wealth management in the next 1-3 years, more so than any other technology. Dec., 2017:  
http://promo.sourcemedia.com/financial-planning/techsurvey/

INTRODUCTION 

The rise of digital finance has created demand for numerous digital services and products, 24x7 

support for transactions, customer assistance, and the ability to conduct business from any loca-

tion. A robust and flexible infrastructure based on open banking is more important than ever due 

to broadening fintech and software company competition in addition to the traditional threats from 

existing institutions.1

CUSTOMERS WANT CONVENIENCE 

Brick-and-mortar bank branches are diminishing due to growing customer engagement through 

mobile devices. Customer demand is based upon convenience and speed, and services are expected 

to be available on-demand and in real time, seamlessly integrating with the consumer’s day-to-day 

life across a variety of services, including e-commerce, ride-sharing, and retail transactions. As a 

result, consumers are becoming less likely to work directly with their bank. They expect banking ser-

vices to be integrated with car purchases, online shopping — and, in time, when buying a home.

Customers also expect their mobile experience to be highly customized for preferences and habits. 

Consumers expect to be treated as individuals, each with a personal lifestyle and recognized digital 

footprint. Banks need to integrate both existing and new capabilities to provide this highly contex-

tual, personalized experience.

THE RISE OF NEW DIGITAL ENGAGEMENT CHANNELS

To meet this demand, many traditional financial services and products are going digital. For example, 

financial planning, traditionally a person-to-person interaction, is being transformed into a digital 

engagement channel. Applications like Mint and PocketGuard are already integrated with bank 

accounts and credit cards, providing on-demand financial data for consumers.2 To compete with 

fintech advancements, banks can implement cloud-native mobile apps, built from managed applica-

tion programming interfaces (APIs), to deliver these types of advisory services to customers. 

Mobile banking allows banks to foster fluid conversations that are not restricted to physical branch 

visits. When well-managed, mobile banking can build lasting relationships with customers by becom-

ing part of their daily lives. As banks gather more meaningful data, detailed in their customers’ 

digital journey, they can further customize products and services to individual consumers. Working 

with retailers, restaurants, and other third-party consumer services, banks can deliver greater ben-

efits while remaining in direct contact with customers.

THE CHALLENGES

Banks must develop agile infrastructure to offer these new, ever-evolving services without interrup-

tion. Software competitors are building mobile and digital applications with modern architectures, 

while banks must deal with existing, traditional technologies.
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Banks must provide complete digital experiences, which involves seamless back-office system inte-

grations, with robust end-user interfaces for delivery of end-to-end customer experiences. This 

applies to both customers and digital engagement with bank partners. 

Ultimately, banks will be expected to serve as digital platforms for local and national retail part-

ners, promoting specific and secure payment tools, as well as service unbundling and integration of 

non-bank third-party components and services into the infrastructure. This partner-centric digital 

journey will also require defining and delivering the services.

Banks must also be prepared to shift talent acquisition strategies, with fewer tellers and more soft-

ware developers. This means different career offerings to attract the right talent, and incentives to 

retain staff with analytics, digital architecture, DevOps, and emerging technologies skills, including 

artificial intelligence (AI) and robotic process automation (RPA). 

GUIDANCE

Rethinking the customer journey for digital banking means breaking down bank transactions into 

transaction types that are optimized, re-architected, and automated. Speed, context, and relevance 

will be the overarching requirements for retaining both customers and partners. 

Banks need to address the question of whether to build, buy, or rent technology to support new digi-

talized services. In this new digital banking era, building and owning infrastructure can have benefits, 

but can incur additional risk with ongoing maintenance, costs, and skill requirements. Services tied 

to intellectual property (IP) and sensitive customer information should be separated from technol-

ogy infrastructure investment in order to define priorities for in-house ownership. 

Banks must be able to implement and re-engineer processes quickly. This means understanding 

how to turn legacy processes into taps, swipes, and voice agreements. Creating digital experiences 

that rethink processes by breaking them down into single transaction types, instead of specific 

tasks, is the goal. Because of this, many banks buy or rent core technologies and the infrastructure 

to support them from vendors and third-party partners. Technologists within banks can then focus 

attention on integrating organizational IP with these third-party systems. 

Implementing third-party applications can quickly address immediate needs and provide experi-

mentation with new services, but banks must weigh the speed advantage with the accessibility 

of customer data. To scale quickly, cloud strategies are becoming important to long-term digital 

engagement strategies, allowing banks to outsource the risk and the potential time-consuming and 

ongoing maintenance tasks. And banks should not be afraid to experiment with new offerings for 

specific customer sets. 

When moving to third-party infrastructure, banks can rely on vendors with technologies based on 

open source development. With access to the expertise of a large community of developers, open 

source technologies capitalize on the unique experience from multiple outside perspectives for 

maximum innovation. Vendors with open source-based platforms harness this innovation, along with 

the reassurance of support, maintenance, documentation, and proactive security upgrades.

Ultimately, banks need to focus efforts on creating and delivering offerings on a platform on which 

they can grow for new, personalized, and integrated services. It is what customers expect and what 

banks must do to both compete and thrive. 

To learn more about boosting engagement with open banking, visit redhat.com for the latest  

e-book on digital transformation.
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