
15 use cases for improved 
banking collaboration

Empower support, sales and digital adoption
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Who this whitepaper is for

Collaboration: 
Where your service is failing

This whitepaper has been designed to aid management 
in a retail banking environment who wish to improve 
their remote collaboration capabilities in a call center 
context.

The financial services sector has improved its 
customer experience in general. However, there 
are significant gaps still present that are leading to 
customer frustration and affecting an institution’s 
ability to meet internal KPIs.

Customers now demand intuitive, efficient, and 
human-like interactions. The challenge lies in 
balancing automation with personalized service. 
Collaboration tools are the solution to bridging this 
gap, ensuring operational efficiency and a superior 
customer experience.

For contact center management, insufficient 
collaboration capabilities are severely impacting 
their team’s ability to deliver an efficient, high-quality 
service.

The most prominent areas affecting loyalty are due to 
account fees and customer experiences.

Statistics show that customer dissatisfaction is 
impacting loyalty and resulting in increased customer 
churn. 

Banking executives who fail to take the reality of 
customer service experiences into account will 
experience a higher level of churn, especially if the 
internal strategic roadmap includes fee adjustments.

70% 20% 13%
Of businesses are digital 

(impacting customer 
expectations)

Of banking customers are 
lost due to poor 

experiences

Of banking customers are 
likely to switch institutions 

(US focus)

How this whitepaper will aid you

This whitepaper outlines 15 use cases 
where collaboration tools drive measurable 
improvements in customer satisfaction, 
operational efficiency, and revenue 
generation.

For more information about each area, 
contact us to receive a personalized demo.

https://www.unblu.com/en/watch-a-demo/
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Empowering customer support with collaboration tools

Boosting digital sales through collaboration

Use Case 1: 
Reducing Average Handling Time (AHT)

Use Case 4: 
Assisting customers in choosing products

Use Case 3: 
Proactive Customer Education

Use Case 2: 
Increasing First Contact Resolution (FCR)

Use Case 5: 
Closing high-value sales

Co-Browsing reduces the time agents spend 
understanding the customer issues, agents cut AHT by 
up to 40% and leave customers feeling empowered to 
handle similar issues in the future

Through Co-Browsing, agents help customers navigate 
options such as loans or credit cards, explaining 
details and ensuring the best fit. This interactive 
approach increases conversion rates.

Instead of simply resolving issues, agents can use 
tools like Co-Browsing to educate customers. 
By guiding them through processes, such as updating 
account details, agents reduce repeat inquiries and 
build long-term customer confidence.

Visual collaboration tools allow agents to resolve 
inquiries on the first interaction, whether it’s 
troubleshooting login issues or assisting with 
transactions. This boosts customer satisfaction and 
reduces repeat calls.

During support calls, collaboration tools provide 
insights into customer needs. Agents can upsell 
relevant products or services, turning service 
interactions into sales opportunities.
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Enhancing onboarding and adoption

Use Case 8:  
Facilitating e-banking app adoption

Use Case 7: 
Seamless onboarding

Use Case 9: 
Training corporate clients

Use Case 6: 
Facilitating mobile transactions

Mobile Co-Apping addresses common customer pain 
points by providing real-time support within banking 
apps. This approach drives adoption and improves 
user experience.

Co-Browsing ensures a smooth onboarding 
experience for new customers by visually guiding 
them through complex tasks, such as setting up 
accounts or navigating online banking platforms.

Document Collaboration allows financial institutions 
to provide hands-on training for business clients. This 
can include jointly reviewing contracts or explaining 
advanced product features, ensuring clients are 
confident and well-informed.

Mobile Co-Apping allows agents to guide customers 
within mobile banking apps, making it easier for them 
to complete complex actions such as applying for 
loans or setting up recurring payments.
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Crisis management with collaboration

Creating long-term customer loyalty

Use Case 11: 
Regaining customer trust

Use Case 13: 
Reinforcing emotional connections

Use Case 10: 
Handling migration crises

Use Case 12: 
Proactive relationship management

Use Case 14: 
Delivering omni-channel excellence

In crisis situations, empathetic and collaborative 
customer support can be the difference between 
retaining or losing a customer. Tools like Co-Browsing 
foster trust by enabling transparent and efficient 
problem-solving.

High-touch interactions using tools like video 
collaboration or Co-Browsing make digital 
experiences feel personal, ensuring customers feel 
valued.

During IT migrations, customer service channels 
can become overwhelmed. Collaboration tools 
help diffuse pressure by enabling efficient, guided 
interactions that restore trust and streamline 
resolution.

Leveraging insights from collaboration tools, banks 
can anticipate customer needs and proactively offer 
solutions, fostering loyalty and reducing churn.

Unified collaboration tools ensure consistent 
experiences across all touchpoints, from live chat to 
video calls, helping banks maintain a high standard of 
service.
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Use Case 15: 
Ensuring compliance and security

Collaboration tools like Co-Browsing offer advanced 
security features, including data masking and 
compliance logging. This ensures sensitive customer 
data is protected during every interaction.

Customer churn is not an inevitability

As the main contact center responsible, you deserve 
to be recognized for the work that you do. It should 
not be impossible to deliver an efficient, high quality 
service experience in this day and age. 

The quality of your tools do matter and contact 
centers with mediocre collaboration solutions will 
suffer. Regardless of your team’s experience and 
professionalism, customers will complain about bad 
digital channels and services.

In just 15 minutes, one of our in-house experts can 
talk with you to understand your needs. This will 
give them enough information to develop a fully 
personalized demo that can help you stop customers 
leaving and provide a service that you are proud of.

Take the first step in transforming your customer 
collaboration by scheduling a demo today. 
See how these tools can redefine your service 
excellence and drive your institution’s success.

Watch a Demo

https://www.unblu.com/en/watch-a-demo/
https://www.unblu.com/en/watch-a-demo/
https://www.unblu.com/en/watch-a-demo/
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Supplemental materials

Explore case studies

Let this guide be your roadmap to revolutionizing customer collaboration. The time to act is now.

Case studies:
Explore real-world results from leading banks  
like Raiffeisenbank and Crédit Agricole.

https://www.unblu.com/en/resources/case-studies/
https://www.unblu.com/en/resources/case-studies/
https://www.unblu.com/en/resources/case-studies/
https://www.unblu.com/en/videos/
https://www.unblu.com/en/videos/
https://www.unblu.com/en/videos/
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Need more information?

Request a demo today.

General Sales Technical Support

Have a question?  
Please email info@unblu.com

Can Unblu help you deliver an  
outstanding personal experience? 
Please email sales@unblu.com

Already using our products?  
Support
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https://www.unblu.com/en/support/
https://www.unblu.com/en/watch-a-demo/

