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Ten Years Ago, Omnichannel was:
•Branch Office
•ATM / Cajero Automático
•Call Center
•Website (MAYBE with mobile version)
•SMS
•E-Mail
•IVR
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Ten Years Ago, Omnichannel was:
•Branch Office
•ATM / Cajero Automático
•Call Center
•Website (MAYBE with mobile version)
•SMS
•E-Mail
•IVR

Today: All That, Plus…
•Twitter
•Facebook
•Device or OS App – “Esmarfón”
•Web Chat
•Skype, Whatsapp, etc.
•What’s next?



Loren Moss
@CloudCompute809
www.lorenmoss.com
https://co.linkedin.com/in/lorenmoss



Loren Moss
@CloudCompute809
www.lorenmoss.com
https://co.linkedin.com/in/lorenmoss



Loren Moss
@CloudCompute809
www.lorenmoss.com
https://co.linkedin.com/in/lorenmoss

Cindy: I would have to refer you to the Bill pay department for more 
assistance
loren moss: So now you are going to tell me to go to some other 
department in Bank of America and start this process over?
Cindy: The phone number for Bill pay department is 1.800.933.6262 7 
a.m. to 10 p.m. Mon – Fri
loren moss: I am in Colombia South America for the next month. I 
cannot call any toll free numbers
loren moss: hello?
Cindy: I apologize for the inconvenience. They can provide you with 
assistance with bill pay issues. Telephone is the only was they can be 
reached.
loren moss: well I cannot call toll free numbers from outside the US! You 
are my bank, i am your banking customer and I need help. So you are 
saying "just too bad"?
Cindy: I am sorry to hear about the situation you are experiencing. 
However I have access to limited information.
Cindy: If this has been a mistake on behalf of Bank of America. You can 
contact us when the issue has been solve and Bank of America can 
revise any fee that may be apply because of this error.
loren moss: So how can I resolve this? I cannot call an 800 number, and 
at any rate, I feel like you are just abandoning me and having me call 
someone to get rid of me.
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