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The most successful financial institutions of the next 
decade won’t be defined by the products they offer—
they’ll be defined by how seamlessly and intelligently they 
connect every customer touchpoint to unlock growth 
opportunities.

In an era of rapid change, financial institutions need 
flexible platforms that enable instant expansion into 
new lending verticals, seamless customer experiences, 
and the agility to capture emerging opportunities before 
competitors even recognise them. Lenders that integrate 
their operations on a unified platform can capture 
cross-selling opportunities, reduce operational friction, 
position themselves for AI-driven growth, and capitalise on 
customer loyalty for long-term success. 
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FROM FRAGMENTED TO UNIFIED

Where the Industry Stands Today: Current Market Reality

The Expansion Challenge

Traditional financial institutions are under pressure to find 
new revenue streams, but adding a new product shouldn’t 
mean a complete system overhaul. 

Lending pressures continue to weigh on institutions, with 
higher rates, inflation, and decreasing household finances 
adding strain to loan books. Australia’s major lenders are 
beginning to shift focus from residential home loans and are 
looking instead into other business lines such as commercial 
loans as their path to growth.1 

Disconnected Systems 

Many lenders run home and business lending as two 
different businesses, utilising separate systems for each type 
of loan. With 55% of banks agreeing that legacy systems 
create data silos and roadblocks to growth,2 financial 
institutions face increased operational inefficiencies and 
cost. These systems could ultimately cost financial institutions 
up to $90.3 billion (US$57 billion) by 2028 if left unchanged. 

Frustrated Customers

Today’s customers find themselves filling out the same 
information multiple times, jumping through hoops across 
different departments, and questioning why their lender can’t 
deliver the seamless experience they’ve come to expect from 
other service providers.

With over half (53%) of customers likely to switch brands 
due to poor digital experiences,2 financial institutions must 
respond to shifting expectations by providing personalised 
services and intuitive, customised user interfaces and 
artificial intelligence (AI) tools that make completing tasks 
effortless rather than exhausting.

Over half (53%) of 
customers likely to switch 

brands due to poor 
digital experiences2

The Opportunity Cost

Small business owners regularly use their personal assets as collateral for business loans, creating natural opportunities 
for comprehensive financial relationships. Yet most financial institutions make it unnecessarily difficult to serve these 
customers holistically due to legacy and siloed systems that fragment what should be seamless experiences. This 
disconnect creates critical inefficiencies:

Wasted Intelligence 

Valuable customer insights 
remain trapped in separate 
systems, inaccessible when 

needed most.

Duplicate Processes 

Lenders run duplicate 
compliance checks and request 

the same documents  
multiple times.

Missed Opportunities

While agile lenders launch  
new products within weeks,  
traditional institutions miss 
market windows entirely.

https://ncino.com/


4 4 © nCino   |   ncino.com

FROM FRAGMENTED TO UNIFIED

What Successful Lenders Are Doing Differently

The Big Picture Approach

Instead of asking, “What can we sell this customer?” smart 
lenders ask, “How can we support this customer’s entire 
financial journey?” This shift in mindset represents a broader 
industry transformation. 

According to a Publicis Sapient Global Banking Benchmark 
Survey, enhancing the customer experience emerged as 
the foremost digital transformation objective for Australian 
banks, with 38% of the surveyed banks actively working to 
integrate customer data from various systems as a strategy 
to enhance customer experiences.3  This integration enables 
several key capabilities:

Unified Customer Intelligence: Everything the lender 
knows about a customer lives in one centralised location, 
providing a complete picture of the relationship across both 
personal and business contexts.

Smarter Lending Decisions: Access to a customer’s 
complete financial picture allows financial institutions 
to make more informed and faster lending decisions, 
proactively identifying needs and offering solutions at the 
right moment.

Seamless Data Integration: Customer data moves 
seamlessly between business and personal lending 
through an integrated platform powered by a unified data 
model and APIs. Integrated platforms spot patterns and 
opportunities that siloed systems can’t.

Customer Experience Payoff 

Customers demand sophisticated digital experiences, with 
76% of retail banking customers actively seeking intuitive, 
customised user interfaces and tools that make task 
completion more efficient.2 

A unified platform delivers these expectations by creating a 
seamless experience where customers can express interest 
in several products through a single, straightforward process. 
Rather than forcing customers to start from scratch, the 
system intelligently reuses their information, transforming 
traditionally fragmented processes like KYC and AML into a 
streamlined experience. 

76% of retail banking 
customers are actively seeking 

intuitive, customised user 
interfaces

Real-World Application:  A platform with a unified 
data model across personal and business loans 
provides a 360-degree view of the customer’s full credit 
relationship. When coupled with APIs that connect 
other relevant systems containing customer data, 
financial institutions create an integrated ecosystem 
ready to provide personalised service and actionable 
insights to customers.

Real-World Application: With a fully omni-channel 
digital front end and integrated data on the back 
end, the customer or broker can receive immediate 
feedback while completing their application. This 
transparency keeps applicants informed about exactly 
what’s needed from them at each stage. Customers 
can begin applications online, speak to their broker or 
relationship manager, then return to their application 
without having to re-enter information they’ve already 
provided.

https://ncino.com/
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The AI-Powered Future: What’s Next?

AI isn’t just a trending topic—it’s a trillion-dollar opportunity reshaping the financial services industry. With 75% of banks already 
experimenting with AI deployment4 and 77% of bankers believing AI will determine their institution’s success or failure,5 the 
question for lenders is no longer whether to adopt AI, but how quickly they can implement it effectively.

AI delivers value across multiple key areas:

Operational Efficiency: Automated tasks and reduced 
operational costs free teams to focus on relationship 
building instead of manual data entry.

Intelligent Decision Making: AI-powered insights analyse 
complete customer relationships, enabling smarter lending 
decisions and pricing.

Enhanced Risk Management: Predictive analytics 
identify potential risks early while ensuring compliance with 
regulatory requirements.

Personalised Customer Experiences: Deliver services 
based on individual customer behaviours and preferences, 
recognising life events that trigger their new financial needs.

Making Data Work for You

Instead of working for their data, AI makes data work for 
financial institutions by automatically surfacing insights and 
opportunities. Through complete customer intelligence, 
AI reveals hidden patterns across entire customer bases, 
spotting cross-selling opportunities and predicting needs 
before customers even express them. These systems 
continuously evolve, getting smarter over time by learning 
from every interaction.

77% of bankers believing 
AI will determine their 
institution’s success or 

failure5

Real-World Application: AI transforms the 
lending process by intelligently managing banker, 
customer, and broker journeys, ensuring that extra 
review or information is only flagged when needed. 
AI continuously monitors lender policies against 
uploaded customer and product information, 
automatically identifying missing or inaccurate data 
and flagging additional document requirements. This 
intelligent oversight ensures that bankers are brought 
into the process for human review at precisely the 
right moments, streamlining the overall experience 
while maintaining quality control and regulatory 
compliance.
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How Flexible, Unified Platforms Power Growth

Despite having access to more comprehensive customer 
data than most other industries, banks lag significantly 
behind other consumer-facing sectors in delivering 
personalised experiences at scale.6  This disconnect creates 
a frustrating experience where customers must repeatedly 
provide and reverify their information.

With an intelligent platform, bankers can finally unlock 
this data advantage. For example, with home lending on 
a platform that also supports retail and small business 
banking, home loans can be evaluated in the context of 
other banking products and services like small business 
loans, bank accounts, insurance policies, and term deposits.

When financial institutions serve customers’ complete 
financial lives seamlessly, they become much harder for 
competitors to steal, especially single-product competitors. 
This integrated approach delivers multiple strategic 
advantages that compound over time:

Rapid Product Development: Build and launch new 
lending products quickly instead of starting months-long 
development projects.

Future-Ready Architecture: Platform architecture adapts 
to new technologies and regulatory requirements without 
major system overhauls.

Scalable Growth: Cloud-native systems handle volume 
growth without performance issues or costly infrastructure 
upgrades.

Diverse Revenue Streams: Multiple product streams 
protect lenders when specific markets struggle. 

Maximised ROI: Every technology investment supports 
multiple growth initiatives instead of just one product line.

With an intelligent 
platform, bankers can 

finally unlock this data 
advantage

https://ncino.com/


7 7 © nCino   |   ncino.com

FROM FRAGMENTED TO UNIFIED

Customer relationships represent a financial 
institution’s most valuable asset, but its true power 
emerges only when it’s unified and accessible 
across the entire organisation. However, 
before institutions can effectively leverage AI 
or advanced analytics, they must first establish 
systems that communicate seamlessly and share 
real-time customer data.

Financial institutions that successfully connect 
their lending operations unlock exponential 
cross-selling opportunities that siloed competitors 
simply cannot access. When intelligent systems 
are layered on top of these integrated operations, 
the combined effect becomes exponentially 
more powerful, transforming how institutions 
understand, serve, and grow their customer 
relationships.

Conclusion
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