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Reversing the
decline in trust

Only

29%

of consumers trust their
bank to look after their
long-term financial wellbeing,

compared to 43% two years ago.
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Among those customers

who feel valued by their bank,
71% plan to stay with that bank,
87% will advocate for it, and
82% will spend more money.
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Mobile & Online Banking

In the first few months of COVID-19
alone, the use of online and
mobile banking channels
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50%

of banking customers interact
with their bank via a mobile device
or website at least once a week,
compared to 32% before

the pandemic.
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anywhere anytime customer service.
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Self-Service

70%

of consumers are using self-service
channels to report problems, only 9%
of users are managing to fully resolve
their issues without being forced to
speak to an agent.

Source link
Gartner

Omnichannel Experience
Source link

76% ===
89%

of fin
will u

O

Source link
Mckinsey

47%

opt to open a bank
account online.

Source link
NTT DATA

of customers expect an
omnichannel experience.

ancial services companies
se chat in 2025, up from

47% today.

Download link
ContactBabel “UK Contact Centre

Verticals: Finance”

chatbots will save banks

862 Billion working hours.

By 2023
Chatbots for customer
service in banks can
cut costs by £0.60

per interaction.
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Personalised Communication

7/10

welcome a digital experience
that includes human advice
on simple (72%) and complex
banking products (68%).
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Personalisation
at scale can drive

"“15%

revenue growth for
financial services
companies.
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Al and Automation
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712%

of customers rate
personalisation as “highly
important” in financial
services today.
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of work across bank

functions in the next few

years,

increasing capacity and

freeing employees to focus on
higher-value tasks and projects.
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Becoming customer-centri
will pave the way to
future growth
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