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Why Lead with Mobile?

Providing a fast, frictionless customer experience is the goal of any enterprise, from retail 
banks and insurance companies to global corporations and government organizations .  
And whether the action is the opening of a new account, the onboarding of a new employee, 
an application for a mortgage, or a government proof-of-person process, it is those first 
moments of engagement between you and your potential customer or employee that are  
the most critical—and can make or break the new relationship . 

You know that digital transformation is the way to meet consumer demands for anytime, 
anywhere engagement . And you can’t talk about digital transformation without talking about 
mobile technology . And you can’t talk about mobile technology without acknowledging the 
pervasive role mobile devices play in the lives of your customers . 

In a recent study, 83 % of IT decision-makers surveyed 
agreed that the demand for better mobile experiences by 
customers is driving digital transformation. 
(Ping Identity, The State of Digital Transformation Report, 2016)
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Why Lead with Mobile?

The digital transformation maze begins—and ends—with your customers, who 
are increasingly relying on their mobile devices to connect with the world . They 
can quickly and easily place an Amazon order on their smartphone or watch a 
movie on the Netflix app—why shouldn’t they be able to open a new account on 
their mobile device? 

This is a question your organization must be prepared to answer. 

And while having a mobile app is helpful, most of the time these apps serve as 
portals to view information, instead of customer interaction . Fortunately, as you 
navigate the maze of digital transformation, there are clues to help you stay on the 
right path and ensure your organization’s strategy can help you reach your goals, 
enable your customers to easily engage with you on-the-go, and quickly adapt to 
changing market conditions along the way .

Customers no longer compare your offerings only 
with those of your direct rivals; their experiences with 
Apple or Amazon or ESPN are the new standard.   
(MIT Sloan: Strategy, Not Technology, Drives Digital Transformation)
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Why Lead with Mobile?

According to Pew Research, 68% of Americans own smartphones and nearly half have tablets .1 

Therefore, it’s not surprising that mobile is the preferred and primary channel of engagement for many 
customers, particularly the younger generations, whether they are placing an order, catching up on the 
news, or increasingly, signing up for a new bank account or insurance policy . 

In the context of digital transformation, mobile is often the channel that starts the customer on their 
journey with your business and can be an easy “win” for any enterprise with an initiative to digitally 
transform their organization . The enterprise can provide better service to customers, while better 
managing risk and driving efficiencies internally. 

Of course, asking users to manually enter data into a form via their mobile device to open an account with 
your business is not exactly the mobile experience customers are looking for—far from it .

By taking a true “mobile-first” approach, however, you can remove hassle from the onboarding 
process, allow customers to upload identification and other documents from a mobile device, take 
advantage of self-service account options on their schedule (which also delivers operational cost 
savings in your business) and enjoy near real-time feedback and transparency throughout .

1 http://fi.deluxe.com/community-blog/financial-marketing-insights/secret-survival-digital-transformation-customers/

Gen-Y customers have more interactions with their insurer across all 
communication channels, particularly digital ones. They interact with 
insurers over two times more via mobile than other customers.   
(Capgemini, Voice of the Customer Survey – World Insurance Report, 2016)

By 2017, online and mobile account opening will surpass the 
opening of new accounts in branch offices, with account 
opening using mobile devices having a 37% CAGR.    
(The Financial Brand: Mobile Account Opening is Mobile Banking Imperative)
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Capturing Mobile Moments

Mobile moments are those instances where we pull 
out a mobile device to get what we want immediately 
and in context.    
(Forrester, The State of Mobile Banking, 2015)

Any enterprise that engages with customers, branch officers, agents or employees can elevate the 
user experience by empowering mobile moments . A key component of this is the way in which user 
information is gathered or “captured”—the technology must be fast and efficient not only from a 
customer usability perspective, but also from an overall process perspective, including interactions with 
your internal systems of record . 

Mobile capture technology converts the mobile device in the palm of a customer’s, agent’s, partner’s or 
employee’s hand into a virtual scanner . The software supports mobile imaging of transactions that are 
routinely cumbersome and automates the process of data entry . In onboarding applications, customers 
can securely open and fund a new account by simply snapping a picture of a driver’s license to prefill a 
form, a check for funding and a selfie for Know Your Customer (KYC) and fraud prevention.

1 in 4 bank customers is mobile-first.    
(Forrester, The State of Mobile Banking, 2015)
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Capturing Mobile Moments

Integrated mobile capture solutions give you the functionality to categorize and extract data  
from any document type and support virtually every mobile imaging use case:

• Insurance: Capture information from a bill or declarations page for a  
 competitive insurance quote
 
• Banking: Submit images of financial documents for a mortgage or  
 home equity line of credit; deposit a check or transfer a credit card  
 balance by capturing information from a credit card statement
 
•  Financial Services: Pay bills and add new payees to a bill pay service  
 by hovering the phone over a bill or payment coupon; pay for goods  
 and services by capturing data from a credit or debit card

With a comprehensive set of mobile solutions at your disposal, including capture, you’ll be well on 
your way through the digital transformation maze . Tedious and time-consuming manual transactions, 
once significant roadblocks, are now automated. Processes are faster and more convenient, and 
your customers can engage with your business on their schedule and via their preferred channel .
 

The pace of digital transformation will accelerate through 2020.    
(A.T. Kearney, Going Digital – The Banking Transformation Roadmap)
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Which Way Forward? Choosing the Best Mobile Onboarding Path for Your Business 
We’ve established that mobile is an essential component of every 
digital transformation strategy. 

However, many point or black box mobile capture solutions leave dangerous and 
potentially costly gaps in functionality and in your infrastructure that can create 
unexpected barriers in the future . One mobile point solution may require a separate 
server. Another may only capture a specific document type. And no disparate solution  
is a platform capable of digitally transforming your business over the long term .

You could very well find your digital transformation  
progress at a dead end.

Ideally, your strategy should outline a path for driving your own mobile priorities within 
a larger digital transformation roadmap, while unifying the customer experience 
across multiple means of engagement . And your mobile capture technology should 
be flexible enough to evolve alongside your customers’ expectations and business 
transaction behaviors .

Among online U.S. adults, 36% are active mobile banking users, 
up from 13% in 2011.     
(Forrester’s North American Consumer Technographics Online Benchmark Survey [Part 1], 2015)

73% of institutions surveyed believe that digital platform 
innovation is imperative.      
(Celent Banks’ Emerging Views on Digital – Part 1)
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Which Way Forward? Choosing the Best Mobile Onboarding Path for Your Business 

Although many enterprises have labs and money dedicated to optimizing the mobile experience, implementation can be difficult 
because IT does not move at the speed of mobile. Perhaps your organization is looking for ways to reduce the burden on your 
IT department because personnel is stretched thin trying to manage multiple, siloed mobile tools. Replacing these disparate 
technologies with a true set of integrated solutions capable of ingesting data from any channel, not just mobile, probably 
resonates with your IT staff, but perhaps a wholesale replacement of existing technology is simply not manageable. And 
unfortunately, many multichannel solutions on the market must be built from the ground up, which is laborious and costly.

62% of surveyed  
insurance executives  
said half of their business 
would need to change, and 
another 12% said that a 
complete overhaul would be 
necessary to transform their 
business and keep up with 
industry disruption.       
(2016 Insurance Transformation Survey, Insurance Nexus)
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Which Way Forward? Choosing the Best Mobile Onboarding Path for Your Business 

So, how do you decide which way to proceed?

Flexibility and extensibility are the pillars of a true mobile-first digital 
transformation strategy—whether your enterprise is new to mobile 
onboarding technology, looking to augment and/or replace existing 
technology or seeking an entirely new platform on which to build a 
digital transformation workflow.

Your ideal mobile onboarding solution is likely as unique as your 
enterprise, and there might be more than one right way to reach 
your digital destination . However, you obviously want to avoid 
wasting time and resources by having to retrace your steps . Giving 
some thought to your individual goals can help you sidestep 
potentially costly wrong turns .

86% of respondents agree  
that their company must do  
everything possible to meet  
customers where they are in  
order to succeed.        
(The State of Digital Transformation Report, 2016, Ping Identity)
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Which Way Forward? Choosing the Best Mobile Onboarding Path for Your Business 

You don’t want to find yourself boxed into a corner with 
limited options.

A solution that supports unlimited mobile use cases—and that lets you start 
slowly, with one or two solutions on your timeframe—gives you the greatest 
flexibility and competitive advantage over the long term. 

Your organization might be best-served by choosing from a variety of  
pre-built mobile software modules that work out of the box to support 
extraction of different types of data and can be installed by your enterprise  
on your server . In addition to mobile ID for onboarding, these types of modules 
can support extraction of data from checks, bills, and credit and debit cards . 
Since all of the “modules” reside on a software platform and are fully integrated 
and compatible, development time is drastically reduced, resulting in greater 
efficiency and faster time-to-market. 

For example, a module for mobile ID for onboarding could save you thousands 
of person-hours of development time .

Or perhaps you prefer a more customized, purpose-built extraction solution 
that leverages your existing IP . Your technology solution should enable your 
enterprise to replace or supplement any or all of its existing disparate mobile 
solutions (such as mobile ID capture, ID verification and facial recognition) on 
your schedule—all-at-once or over time . 

https://www.kofax.com/Products/Mobile-Capture/Mobile-ID-and-Verification/Overview
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Which Way Forward? Choosing the Best Mobile Onboarding Path for Your Business 

Of course, the greatest level of functionality and operational efficiency can be obtained by deploying a 
comprehensive set of integrated solutions that all work together to enable your organization—and your 
customers—to reap the full benefits of digital now and into the future.

Unlike point solution providers that may only offer mobile imaging or sell one use case at a time, an 
integrated set of solutions will support a broader digital transformation framework that includes:

• Mobile capture
• Account opening, funding, and enrollment
• ID and user verification and authentication for “Know Your Customer” (KYC) compliance
• Process automation
• Personalized customer communications
• Automated data integration
• Actionable process intelligence
• Secure e-signatures

Ultimately, no matter the route you take, you want your mobile solution to give you the power to  
digitize your business by more effectively executing the entire customer process, letting you link  
existing systems of record seamlessly with the mobile channel. This is especially important for 
onboarding, where multiple verification steps are needed depending on the industry.

     Mobile makes digital transformation more powerful and pervasive 
     across an organization and among its constituents. 
          
          (http://mobilebusinessinsights.com/2016/06/mobile-technology-is-a-catalyst-for-digital-transformation/)
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The Clues Are There: 4 Must-Have Mobile Onboarding Capabilities  

The “must-haves” for a customer-
delighting mobile onboarding 
experience are the same—
whether you’re augmenting and/
or replacing one or more mobile 
point solutions within your own 
IP, slowly transitioning to a more 
comprehensive mobile workflow,  
or starting from scratch.

And, fortunately, there are clues 
to help guide you to ensure your 
mobile onboarding solution will 
meet the needs of your enterprise 
and your customers. 
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The Clues Are There: 4 Must-Have Mobile Onboarding Capabilities  

CLUE #1
IMAGE QUALITY: 

Your organization can’t control the photo conditions or the skill 
of users when they are photographing IDs or other documents 
from their mobile devices. Therefore, it’s important to look for a 
solution that takes the guesswork out of capture and expertly 
guides the user to take the best image possible, securely 
handles the image and then optimizes the image (or document) 
for the highest extraction results.

On-device OCR functionality is critical for eliminating network 
and server latency and giving your customers a hassle-free, near 
real-time experience—as is technology that properly orients 
the document, cleans it up, de-skews, reduces the image size, 
and turns an unreadable document into a legible form that is 
ready for extraction or storage in a system of record. Even a 
novice user should be able to capture the document correctly 
the first time, and every time thereafter, eliminating delays in 
your downstream process and providing a smoother, faster 
experience for your customers.

1
90% of new customers abandon 
account applications before they 
are completed.
(Cornerstone Advisors, Fifth Edition https://www.crnrstone.com/)
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The Clues Are There: 4 Must-Have Mobile Onboarding Capabilities  

CLUE #2
OMNICHANNEL EXPERIENCE:2

With customers now relying on their mobile devices for many 
interactions, chances are that most of their communications 
with your business will be digital. 

Although your customers may kick off a new account 
application on their mobile phone, they may also engage 
via other channels and are unlikely to have the patience 
to re-enter the same information if they opt to switch to a 
different channel. Your customers will also quickly notice 
if the look, feel and overall user experience is inconsistent 
among channels.

Whether it’s via email, an app or social media, customers 
expect a seamless transition from one channel to another as 
they move toward completing an application. So omnichannel 
capabilities are essential to give your customers a smooth, 
hassle-free experience and reduce defection rates.

64% of banks have lost deals  
and revenue due to problems  
with their onboarding. 
(Forrester Consulting)
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The Clues Are There: 4 Must-Have Mobile Onboarding Capabilities  

Combating fraud, Know Your Customer (KYC) and identity theft while meeting a 
wide range of related compliance regulations is critical. To protect your enterprise 
and your customers—and avoid the risk of fines and/or customer dissatisfaction—
ensure your mobile onboarding solution employs 100% automated document 
verification and authentication technology that is not reliant on knowledge workers.

•  Mobile ID verification – Organizations can verify the identity document the  
    applicant is using for onboarding is authentic and unaltered. Applicants  
    can open an account within a single mobile session; this not only  
    enhances the customer experience, but also speeds processing and  
    reduces costs, while supporting regulations such as KYC. 

•  Mobile facial recognition – For an extra level of security, facial  
    recognition software determines if a live picture of the applicant (the  
    user takes a selfie) matches the picture on the identity document used  
    for onboarding. This capability helps banks reduce fraud by  
    authenticating the applicant is in possession of, and is the true owner  
    of, the identity document used for onboarding.

CLUE #3
ID VERIFICATION AND AUTHENTICATION:3

70% of financial institutions are worried about the consequences 
of non-compliance, which can include restrictions on business, 
financial penalties, brand damage/reputational risk and loss of 
customer and investor confidence. 
(Thomson Reuters, 2016 Know Your Customer Survey)
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The Clues Are There: 4 Must-Have Mobile Onboarding Capabilities  

You can’t manage and improve what you can’t see. Pre-built analytics 
dashboards can provide real-time insight into mobile user engagement and 
valuable data on performance spikes, drop-offs, bottlenecks, document 
costs per channel (mobile, fax, etc.) and countless other metrics. 

These powerful dashboards can provide valuable information such as:

•  How many IDs did we process as part of our mobile  
    customer onboarding solution this week? 
•  What is the trend over the last three months?
•  What percentage of mobile capture customers have  
    upgraded to the latest version of iOS or Android?

CLUE #4
ACTIONABLE INSIGHT4

Banks are realizing that data analytics can be a valuable 
tool in better understanding their customers’ current 
needs and anticipating future ones. 
(Forrester, The State of Mobile Banking, 2015)
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Looking for Expert Guidance? We Can Help You Find Your Way . 

We can help you optimize the customer experience and enhance 
engagement by leveraging your existing infrastructure to deploy an 
integrated set of mobile solutions that work together to digitally transform 
your business . This includes support for multiple use cases, from pre-built 
frameworks (mobile modules), to custom projects developed by your staff 
and implemented on your schedule .

Onboard more customers faster with application prefill and ID and user 
verification and authentication solutions that engage and delight your 
mobile customers . Our real-time mobile capture and data extraction 
solutions remove friction and optimize the customer experience, while 
helping you meet KYC and AML regulations. With on-device OCR 
technology, smartphones become advanced information capture devices 
that help you meet your customers and prospects “where they are” and 
on their schedule . 

You can get to market faster with modules that power customer 
onboarding, check capture, automated bill pay enrollment, credit card 
balance transfer, account funding, and payments, helping you acquire 
new customers faster and better service and retain existing ones .

By 2018, as many as 70% of siloed digital  
transformation initiatives will ultimately fail.  
(https://enterprisersproject.com/what-is-digital-transformation)
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