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Overview
Customer onboarding is one of the most important aspects of business, as this marks the 
very beginning of a new relationship between an organization and a customer. But, to meet 
the ever-changing demands of their existing customers as well, organizations have over-
time created multiple layers of applications which operate in silos. In this scenario manag-
ing different customer-facing processes and creating relevant onboarding experiences can 
be much of a pain. Also, with the rising expectations of customers which is highly driven by 
brand leaders like Amazon, Apple, Google, etc., it becomes highly relevant for organizations 
to focus on a business strategy that simultaneously improves existing processes and 
creates a hassle-free onboarding journey.

Organizations who have already started prioritizing 
their customer’s onboarding journey before any 
other business initiatives are the ones witnessing 
success. Industries like banking, Insurance and utility 
that still rely on paper-intensive processes are 
especially in the need of a digital onboarding 
strategy that can reduce frictions in terms of process 
delays, customer re-veri�cation, tedious form �lling, 
etc.

Remember, an onboarding experience represents 
the �rst interaction that a customer has with an 
organization and it’s your only chance to build 
long-term loyalty. Thus, making a move from the 
traditional paper-based and inconvenient 
onboarding process to a seamless omni-channel 
customer experience journey would be a true game 
changer. 

To unleash the bene�ts of digital onboarding and 
incorporate the hassle-free process, a centralized 
customer communication management software 
can be the best �t for organizations. In this eBook 
we will take you through a stepwise approach to 
transform traditional onboarding process to a digital 
one.
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Consistent and intuitive onboarding processes

Auto-fetched and pre-�lled customer details in 
forms

Reduced KYC due diligence time

Superior customer experience 

An increase in customer digital usage, adoption, 
and loyalty

improved turnaround times
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The word Digital Onboarding is quite relevant in 
today’s world where instant service is the master in 
the customer experience game. Especially in the 
industries like banking, Insurance and utility where 
there is a huge customer base and managing all of 
them is quite a tough task. Digital onboarding is the 
simplest way to welcome a new customer by 
encouraging them to adopt digitally enabled 
platform that encompasses all the digital 
components and intelligence to track the customer 
information. 

Since digital onboarding is the most e�ective and 
less expensive way than paper-based welcome kits, 
the customer satisfaction rates related to this 
process is quite high. By using SMS noti�cation, 
email reminders, quick activation website, etc., 
organizations can save a big deal on their costs. The 
process also helps organizations in establishing the 
account relationship with a legal framework 
incorporated into the CRM and correctly populated 
between the organization and the customer. 

Digital Onboarding
and its Importance!

Though, digital 
onboarding is the 
fastest way to 
onboard any new 
client, it also has 
few of the other 
benefits



The Hyper-connected
Customers and their Onboarding Journey

The hyper-connected customers toady expects 
instant grati�cation and services from businesses. 
Any delay may result in poor user experience which 
might ultimately lead to customers defecting to 
competition. 

What’s more important is the transparency in these 
services. And, as the customer experience is taking 
new form with the improvement in technology, 
relying on outmoded business model can increase 
the chances of failure as these systems lack 
transparency. 

Creating simple, low cost, 
intuitive customer onboarding 
experience can fuel the 
growth of businesses 
exponentially.

Transparency in business is the key to create 
outstanding customer experiences as it eradicates
the doubts that a customer might have pertaining 
to a brand.  Same stands true for the onboarding 
journey of a customer as they get a sneak peek into 
the process and the subsequent bene�ts that they 
will be attaining from a particular service. 

Moreover, onboarding customers via digital 
platform can be an add-on-bene�t for the 
businesses as it does not only provides transparency 
but also saves time spent on composing and 
archiving customer’s documents.
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Safety and security from their service
providers

Convenience of communication

Pre�lled forms and smooth process

Omni-channel availability

Preference of mobile-�rst strategy

Transparency of processes at each 
stage
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Speedy approval and decision making 
process
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Significant opportunity remains for those providers 
who can serve their customers well, utilising new 
technologies across all channels.

-Experian
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What Customers
Expect from their Onboarding Journey?

“
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Digital Onboarding Process
An End-to-end Approach for Onboarding
Customers Successfully

1. The process captures the customer’s consent to share documents; the documents are then generated and 
uploaded for electronic signing and backup.
 
2. Once the customer has signed, the documents are archived. Completed documents are shared with the 
customer, either electronically through customer’s online banking portal or printed depending on their consent 
preference. 

3. The documents are tracked, reconciled, and, where appropriate, extracted for operational reporting. 

The  above �gure illustrates the entire onboarding journey of customers: 

Customer to share consent
 for digital onboarding

Generate pre-�lled documents
 for submission

Deliver digital-ready 
documents

Capture signature on 
digital forms via 

e-signature integraion

Archive esigned documents
 in digital library
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Expectations from their Onboarding Journeyimportant for creating Digital Onboarding Process

3 Factors 

1. Omni-channel Customer Experience: 

Providing customers the option to switch on 
di�erent channels can improve the adoption of a 
digital strategy and at the same time makes the 
onboarding process more convenient. It also means 
providing customers with an omni-channel strategy 
that gives them the option to start from one channel 
and seamlessly migrate to another.

In order todeliver omni-channel onboarding 
experience to customers, organizations must make a 
move from the traditional paper-based and 
inconvenient onboarding process to a seamless 
omni-channel customer experience journey.

Important for Creating a Seamless Digital 
Onboarding Process
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2. Exemplary Business Architecture: 

Organizations need to reconsider their overall 
business architecture since it is one of the most 
important factors when onboarding the customer. 
The kind of process that an organization has while 
onboarding a new customer will represent the 
future relationship that the organization will have 
with the customer. 

Since onboarding encompasses of various processes 
like documentation, data collection, KYC, veri�ca-
tion, etc., it becomes quite necessary for businesses 
to establish a bond that is long-lasting and results in 
higher pro�t margins. Few of the essential technolo-
gies and integrations required at the time of 
onboarding are:
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1. Optical character recognition that veri�es the 
customer identity by extracting text-based data 
from documents.

2. Facial recognition or an anti-impersonation 
solution that recognizes the person applying for an 
account by matching the description provided on 
the documents.

3. The KYC “Know Your Customer” background 
veri�cation to access the potential threat by a 
customer.

4. An electronic signature device to ensure that the 
documents are duly signed.

5. Real-time onboarding status available for the 
customers to track their onboarding journey.

6. CCM Software to ensure seamless onboarding of 
customers by proactively engaging with them and 
sharing timely and relevant communications on the 
channel of their preference.



Improving the identi�cation and veri�cation process 
of the customers via digitally onboarding them is a 
must-have in today’s competitive environment. As, 
digital technologies rule the world; the absence of 
the signi�cant onboarding infrastructure in 
businesses would lead to operational ine�ciency 
and poor customer experience. With a digitally 
enabled onboarding platform, businesses can leap 
ahead in the customer experience race by 
embarking on a digitally intuitive platform that 
solves various challenges like customer’s 
veri�cation, kyc, documentation, etc. Going digital 
does not signify the death of the existing setup, it 
rather enhances and adds new capabilities that 
makes organizations competent to evolve and adapt 

Onboarding in the Omni-connected Society
Relevance of Digital

3. Regulatory Compliance: 

When talking about Digitization of the onboarding 
process, organizations consider IT to be the most 
complex part. But, it’s not the case as regulations 
and compliance are more complex than IT processes 
requiring thorough scrutinization before the launch 
of the new digital onboarding process. As digital 
onboarding is a relatively new process, hence the 
regulations are not speci�cally detailed out about 
the complete process. Thus, these challenges have 
to be considered at the beginning of the digital 
onboarding process and consolidated in the plan.

to necessary changes in the customer experience 
domain. By enhancing the onboarding process 
digitally, organizations get the opportunity to create 
frictionless customer journey’s and at the same time 
eradicate paper-intensive processes. 

Organizations have already started transforming 
their customer facing processes including 
onboarding journey. While the future is uncertain, 
great customer experience will always dominate any 
other business initiative. Thus, making it important 
for organizations to innovate, develop and create 
the best business use case while focusing on 
technologies that help them in delivering 
on-point-services to customers.
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About FCI 
FCI is revolutionizing the customer communications for its clients who are in the consumer-facing business 
by delivering amazing digital experiences to their customers with the help of dynamic, interactive and highly 
personalized communications. FCI help organizations improve operational e�ciency, support regulatory 
compliance, and drive business growth via its customer communication management solutions and services.

FCI is a pioneer in creating impeccable experiences for customers and clients with an onboarding platform 
that o�ers real-time capabilities with mobile engagement, ready-to-use interface, and the �exibility of 
anytime-anywhere access. 

• Digitizing the onboarding journey of customers 

• Enabling brands to future-proof their customer

   experience goals

• Enhancing customer lifetime value

• Improving operations and helping to speed up 

• Simplifying the KYC onboarding process 

• Enhanced user experience with transparency in

  process

FCI’s onboarding platform offers:

Ready to Amplify your 
Customer’s Onboarding Journey?

https://fci-ccm.com/Digital-Onboarding.php
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