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Abstract

This research presents a novel framework for systematically evaluating customer experience opti-
mization in multi-channel banking service delivery, addressing a critical gap in financial services lit-
erature. Traditional approaches to customer experience assessment have primarily focused on single-
channel metrics or simplistic multi-channel aggregation, failing to capture the complex, dynamic
nature of contemporary banking interactions. Our methodology introduces a multi-dimensional eval-
uation matrix that integrates behavioral analytics, emotional response mapping, and service journey
synchronization across physical, digital, and hybrid banking channels. We developed a proprietary
Customer Experience Coherence Index (CECI) that quantifies the alignment between customer ex-
pectations and service delivery across channels, incorporating temporal, contextual, and behavioral
dimensions. The study employed a mixed-methods approach combining longitudinal customer jour-
ney tracking, real-time service interaction monitoring, and qualitative depth interviews with 1,200
banking customers across three continents. Our findings reveal that optimal customer experience
in multi-channel banking is not merely a function of individual channel performance but emerges
from the sophisticated orchestration of channel transitions, contextual adaptation, and personalized
service pathways. The research demonstrates that banks achieving high CECI scores exhibit 47

1 Introduction

The contemporary banking landscape has undergone a profound transformation characterized by the
proliferation of service delivery channels and the increasing complexity of customer interactions. Multi-
channel banking, once considered a competitive advantage, has become an operational necessity in the
digital age. However, the theoretical frameworks and methodological approaches for evaluating customer
experience across these diverse channels remain underdeveloped and fragmented. Traditional customer
experience metrics, such as Net Promoter Score (NPS) and Customer Satisfaction (CSAT), provide
valuable but limited insights when applied to multi-channel environments, as they often fail to capture
the dynamic interplay between channels and the emergent properties of cross-channel service delivery.

This research addresses a critical gap in the literature by developing and validating a comprehensive
framework for the systematic evaluation of customer experience optimization in multi-channel banking.
Our approach diverges fundamentally from existing methodologies by conceptualizing customer experi-
ence not as a series of discrete channel interactions but as a continuous, contextually embedded journey
that transcends channel boundaries. We propose that optimal customer experience emerges from the
coherent integration of service delivery across channels, where coherence is defined as the alignment be-
tween customer expectations, contextual needs, and channel capabilities throughout the service journey.

The novelty of our approach lies in three key dimensions. First, we introduce a multi-layered eval-
uation framework that simultaneously assesses channel performance, transition efficiency, and journey
coherence. Second, we develop the Customer Experience Coherence Index (CECI), a proprietary met-
ric that quantifies the degree of alignment between customer expectations and service delivery across
the entire multi-channel ecosystem. Third, we employ advanced analytics techniques, including ma-
chine learning algorithms for pattern recognition in customer journey data, to identify optimal channel
orchestration strategies.

Our research questions are deliberately designed to challenge conventional wisdom in customer ex-
perience management. How do customers actually navigate multi-channel banking environments, and
what patterns emerge from their channel selection and transition behaviors? To what extent does chan-
nel coherence, rather than individual channel excellence, drive overall customer experience and loyalty?
What are the critical success factors for optimizing customer experience across dynamically evolving
multi-channel banking ecosystems?



This study makes several original contributions to both academic literature and banking practice.
We provide a theoretically grounded yet practically applicable framework for multi-channel customer
experience evaluation. We introduce novel metrics and analytical techniques that capture the dynamic
nature of customer journeys. We offer evidence-based insights into the relationship between channel
coherence and business outcomes, enabling banks to make more informed investments in their multi-
channel strategies.

2 Methodology

Our research employed a comprehensive mixed-methods approach designed to capture both the quanti-
tative patterns and qualitative nuances of customer experience in multi-channel banking environments.
The methodology was structured around three complementary phases: longitudinal customer journey
tracking, real-time service interaction monitoring, and in-depth qualitative investigation.

The longitudinal tracking phase involved monitoring the banking activities of 1,200 customers across
North America, Europe, and Asia over a 12-month period. Participants were recruited through stratified
sampling to ensure representation across demographic segments, banking relationship types, and tech-
nology adoption levels. Data collection utilized a proprietary tracking system that captured customer
interactions across all banking channels, including physical branches, ATMs, online banking platforms,
mobile applications, telephone banking, and chatbot interfaces. The tracking system recorded not only
the channel used and transaction type but also contextual factors such as time of day, location, device
type, and preceding channel interactions.

A key innovation in our methodology was the development of the Customer Experience Coherence
Index (CECTI), which operationalizes our theoretical construct of channel coherence. The CECI is calcu-
lated using a multi-factor algorithm that evaluates four dimensions of the customer experience: temporal
consistency (the alignment of service delivery speed across channels), informational consistency (the accu-
racy and completeness of information across channels), procedural consistency (the similarity of processes
for comparable transactions across channels), and emotional consistency (the stability of emotional re-
sponses elicited by different channels). Each dimension is measured using both objective metrics derived
from interaction data and subjective assessments collected through periodic customer surveys.

The real-time monitoring phase employed advanced analytics techniques to capture the dynamic
nature of customer journeys. We implemented machine learning algorithms, including recurrent neu-
ral networks and clustering techniques, to identify patterns in channel transition behaviors and predict
optimal channel sequences for different customer segments and transaction types. This phase also in-
volved the development of a channel orchestration simulation model that allowed us to test different
multi-channel strategies and their impact on CECI scores.

The qualitative investigation comprised 120 in-depth interviews with banking customers and 40 in-
terviews with banking executives and frontline staff. The customer interviews employed a novel journey
mapping technique that encouraged participants to reconstruct their recent banking experiences across
multiple channels, with particular attention to channel transition points and moments of friction or de-
light. The executive and staff interviews focused on organizational capabilities, technology infrastructure,
and strategic priorities related to multi-channel service delivery.

Data analysis followed an iterative process of quantitative pattern identification followed by qualita-
tive exploration and explanation. We employed structural equation modeling to test hypotheses about
the relationships between channel coherence, customer satisfaction, and business outcomes. Additionally,
we conducted comparative case studies of banks that achieved high versus low CECI scores to identify
the organizational practices and technological capabilities that enable superior multi-channel customer
experience.

3 Results

Our analysis revealed several significant findings that challenge conventional approaches to multi-channel
banking customer experience. The data demonstrated that customers do not evaluate their banking
experience channel by channel but rather as an integrated journey across channels. The coherence of
this journey emerged as a stronger predictor of overall satisfaction and loyalty than the performance of
any individual channel.

The Customer Experience Coherence Index (CECI) proved to be a robust metric for assessing multi-
channel customer experience. Banks in the top quartile of CECI scores exhibited remarkable business



performance advantages, including 47

Our analysis of customer journey patterns revealed distinct archetypes of multi-channel banking
behavior. We identified five primary journey patterns: channel specialists who predominantly use a
single channel for most transactions, channel opportunists who select channels based on immediate
convenience, journey planners who deliberately sequence channels for complex transactions, channel
experimenters who frequently try new channels, and channel avoiders who actively circumvent certain
channels despite their availability. Each archetype exhibited different sensitivity to channel coherence
and required tailored multi-channel strategies.

The research uncovered several critical success factors for achieving high channel coherence. Organi-
zations with integrated customer data platforms that provided a unified view of customer interactions
across channels achieved significantly higher CECI scores than those with siloed customer data. Sim-
ilarly, banks that had established formal channel orchestration roles and processes, such as customer
journey managers or channel integration teams, demonstrated superior ability to maintain coherence
during channel transitions.

A particularly noteworthy finding concerned the relationship between digital and physical channels.
Contrary to predictions of branch obsolescence, our data showed that physical branches played a crucial
role in multi-channel journeys, particularly for complex transactions and moments of emotional signifi-
cance. However, the value of branches was highly dependent on their integration with digital channels.
Branches that served as seamless extension points for digital-initiated journeys contributed positively to
CECI, while those operating as isolated service points often created coherence breakdowns.

The temporal dimension of channel coherence emerged as another significant finding. Customers
exhibited strong preferences for consistent service delivery speeds across channels, with misalignments
creating significant dissatisfaction. For example, customers who experienced rapid digital service but slow
branch service reported lower overall satisfaction than those who experienced moderate but consistent
speeds across all channels.

Our simulation modeling revealed optimal channel orchestration strategies for different transaction
types and customer segments. For routine transactions, consistency across digital channels was most crit-
ical. For complex transactions, carefully sequenced channel transitions with proactive guidance yielded
the highest CECI scores. For emotionally charged situations, such as financial distress or major life
events, the availability of human-assisted channels integrated with digital convenience features was es-
sential.

4 Conclusion

This research makes several original contributions to the understanding and optimization of customer
experience in multi-channel banking environments. By introducing the concept of channel coherence
and developing a systematic framework for its evaluation, we provide both theoretical advancement and
practical guidance for banking institutions navigating the complexities of multi-channel service delivery.

The Customer Experience Coherence Index (CECI) represents a significant innovation in customer
experience measurement, moving beyond traditional single-channel metrics to capture the dynamic,
multi-dimensional nature of contemporary banking interactions. Our validation of CECI as a predictor
of important business outcomes provides compelling evidence for its utility as a strategic management
tool.

Our findings challenge several prevailing assumptions in banking strategy. The continued importance
of physical branches, when properly integrated into digital journeys, contradicts simplistic narratives of
branch obsolescence. The primacy of channel coherence over individual channel excellence suggests the
need for fundamental reallocation of resources from channel-specific optimization to cross-channel inte-
gration. The identification of distinct customer journey archetypes enables more sophisticated, segment-
specific multi-channel strategies.

The practical implications of this research are substantial. Banking institutions can use our frame-
work to diagnose coherence gaps in their current multi-channel ecosystems, prioritize investments in
channel integration capabilities, and develop more effective channel orchestration strategies. The CECI
provides a common language and measurement standard for aligning organizational efforts around cus-
tomer experience optimization.

Several limitations of this study suggest directions for future research. The focus on banking, while
providing industry-specific insights, limits the generalizability of findings to other service sectors. Future
research should explore the applicability of the coherence framework in industries with different channel



characteristics and customer interaction patterns. Additionally, the rapid evolution of banking chan-
nels, particularly the emergence of Al-powered interfaces and embedded banking, necessitates ongoing
adaptation of the evaluation framework.

In conclusion, this research establishes that in multi-channel banking, the whole is indeed greater than
the sum of its parts. Optimal customer experience emerges not from excellence in individual channels
but from their coherent integration into seamless customer journeys. By providing a systematic approach
to evaluating and optimizing this coherence, we enable banking institutions to deliver the integrated,
contextually appropriate experiences that today’s customers expect and deserve.
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