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The case of Kuwait Finance House (Baitak)
Kuwait Finance House (Baitak) provides us with a successful internationally recognized banking institution, which has achieved much in satisfying its customers. The credit given to this success is its strategic management. That is, how the institution has been able to incorporate digital technology in its business operations to enhance customer satisfaction (Chaffey, 2015). However, the problem with many upcoming financial institutions is that they employ “digital first” policy, which ends up being "digital only" operations; hence they lose the competitive advantage in the banking sector. 
To counter the challenge of “digital only” operations, the upcoming financial institutions can collaborate with the traditional banks such as the Baitak. They will, therefore, get the traditional ways of operating the institutions and therefore the proper basis to incorporate the digital technology. Alternatively, the institutions can disregard the use of digital technology as the first channel in their strategic management, only to incorporate it later after having experience in traditional management strategies (Buchanan & McCalman, 2018. This way, they will be able to have a smooth transition from traditional to digital strategies, and therefore maintain touch with the operations on both channels; digital and traditional. Lastly, the upcoming institutions can focus on the customers’ experience first. By doing this, the institutions will determine the nature of channels to use in collaboration with digital technology to provide the best customer experience. 
Focus on the customer experience first is the best alternative for the “digital first” problem. The management can focus on serving the customers better rather than on making profits (Buchanan & McCalman, 2018).  For instance, they can offer low interests in loans to encourage them. The institutions can keep elaborate customer earning and borrowing data so that they can understand their financial needs and therefore work towards satisfying these needs. 
In conclusion, the upcoming financial institutions should focus less on modern technology first and employ Omni-channel strategic management, which will enable them to cover much of the customers’ needs. By doing so, they will win the customers’ loyalty and therefore compete effectively in the banking market.
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