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What this guide gives you

 

 

You can read end to end, or jump  
straight to the sections most relevant  
to your priorities.
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Why payments are now 
customer experience
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Payments have become the 
strategic lever for winning CX

ISVs are judged on outcomes they don’t  
fully control
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Section 2

Payments
contribution

CX, cost and
confidence

Digital is 
default

Digital-first 
behaviour the 

norm with zero 
toleration for friction

Flexibility
is expected

Multiple methods 
and channels – and it 
must feel connected

Experience 
shapes trust

Payment issues 
equal platform issues
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Partnerships Manager, Fred IT Group

Payments aren’t just a step in the journey — 
they are the moment your customer decides 
whether to trust you or churn
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Commercial / Finance
Multiple providers = 
duplicated fees, split revenue 
shares, unpredictable payouts

Dev / Product
Many integrations and 
roadmaps, create version 
drift and increase 
maintenance costs

CX
Inconsistent flows raise 
drop-offs and acquisition costs

CX
One familiar flow across 
channels improves version 
and protects revenue

Support
One queue, local team, 
clear SLAs, faster 
resolutions as lower cost

Dev / Product
One integration and roadmap, 
API/SDK (software development 
kit), and single audit trail 
reduce build and cost run

Commercial / Finance
Single provider economics = 
consolidated volume pricing, 
protected share rates

Support
Multiple support models, 
timezone drag, vendor 
hand-offs, longer MTTR 
(mean time to repair)

Before: 
Fragmented
Roadmap drag, 
maintenance overhead, 
support drag, trust erosion

After: 
Unified
Fewer failures, smooth 
settlement, simpler 
reconciliation, unified data 
for actionable insights

Where fragmented stacks 
quietly tax growth
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Security shows up as  
customer experience

Unified payments

• Reduced PCI DSS scope; centralised 
compliance oversight

• End-to-end encryption and tokenisation

• Real-time risk screening; step-up (3DS2) 
only when needed

• Single payment flow; single audit trail and owner

• Local, on-shore support and clear SLAs

Partially integrated systems

• Some payment steps occur off-platform

• Multiple reporting tools; fragmented monitoring

• Mixed/unclear compliance responsibilities

• More handoffs; more exposure points 
for error and fraud

Fragmented payments

• Multiple providers; manual processes

• Reconciliation outside the core system

• Inconsistent controls; visibility gaps

• Most handoffs; highest exposure to 
error and fraud

What customers experience

• Familiar, uninterrupted checkout

• Saved details work across channels

• Predictable settlement timing

• Clear dispute ownership and outcomes

What customers experience

• Mostly smooth payments, 
occasional friction

• Inconsistent authentication or redirects

• Variable settlement and support responses

What customers experience

• Frequent payment challenges

• Re-entering details and failed retries

• Confusing disputes and delayed outcomes

• Reduced confidence in the platform

Lowest risk/
strongest CX

Mixed risk/
inconsistent CX

Highest risk/
weakest CX
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fragmentation. Pressure ultimately  

 

ISV priorities for a safe consolidation path
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A safer path from 
fragmentation to consolidation

Guided migration 

Sandbox 
development, 
parallel run, support 
phased cutover

Automated 
workflows

Invoicing,
automatic retries, 
recurring
/subscriptions, 
reconciliation

Unified 
multi-channel flows

Cards, wallets, 
recurring, web, 
mobile, in-app, 
in person

Real-time insights

Unified reporting, 
single audit trail 
and owner

Security and 
compliance

Reduced PCI scope, 
end-to-end 
encryption and 
tokenisation, 
fraud tools + 3DS

One local 
support channel

Clear SLAs across 
migration, risk, 
disputes, and 
compliance

Removes downtime 
fear and customer 
disruption risk

Removes 
operational 
burden and manual 
workarounds

Removes 
compliance 
ambiguity and 
risk exposure

Removes channel 
inconsistency and 
CX variance

Removes visibility 
gaps and 
reconciliation 
uncertainty

Removes escalation 
delays, timezone 
issues and 
accountability gaps

Current state: Fragmented

• Multiple providers

• Mixed PCI scope; 
inconsistent controls

• Reconciliation outside core 
system; mismatched reports

• No single owner; offshore/
fragmented support

Desired state: Unified 

• One provider, one workflow, 
one audit trail

• Centralised PCI and 
tokenised data

• Fewer failure points; 
higher conversion

• Local, accountable support

The gap
Downtime fear

Technical uncertainty

Compliance ambiguity

Engineering bandwidth

Fragmented, slow support
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Shared and scalable 
revenue model

Branded omnichannel checkout

Payment embedded in daily operations

Managed payments infrastructure

Embedded 
pricing

Transparent 
revenue share

Volume aligned 
growth

Consistent branded 
experience

Local and alternative 
payment methods

Online, recurring, 
and in-person

Local support 
and settlement

Bill and 
subscriptions/recurring

Reconciliation 
and settlements

Refunds and 
disputes

Reporting and 
payouts

Tokenised 
vault

PCI DSS 
management

Fraud tools 
and 3DS

Regulation and 
compliance coverage

Predictable 
revenue 
stream

Differentiation

Embedded 
stickiness

Trust and risk 
management

Faster innovation

Build once and extend everywhere – 
add payment methods, channels, 
and regions through a single 
integration for a shorter launch cycle.

 

 

 
CEO & MD Jetts Fitness
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A practical roadmap  
for ISVs

How Ezidebit helps

• 

• 

• 

•  

 

Measure what matters

• 

• 

What good looks like in 90 days

•  

• 

• 

•  
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What to do next

 
 

 

Align on outcomes

Map and simplify journeys

Design and de-risk in-product

 

Partner and build

Pilot, prove, scale



Let’s simplify payments, together.

 

Visit Ezidebit to learn more and take the next step toward a stronger, more 


