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Customer trust is weak across financial services firms, reports 

Forrester’s 2022 US Financial Services Trust Index. Just 2% of 

financial brands boast “strong” customer trust, while customers 

express “weak” trust in nearly 6 in 10 brands. Among banks, a 

significant gap has emerged, where leaders in banking boast some 

of the highest trust scores in the industry — but those who have 

fallen behind report some of the worst.1

Financial institutions hoping to bridge this gap must rethink their 

customer experience and find innovative ways to connect to 

customers in a branchless world. From hybrid approaches that 

blend AI with traditional customer service, to technologies that 

allow banks to recreate a tailored “in-person” remotely, digital 

banking solutions can help banks build trust by playing a more 

meaningful role in customers’ lives. 

In the following pages, we’ll discuss three ways institutions can 

leverage technology to add a human touch to customers’ digital 

experiences. You’ll learn how to build trust through a seamless, 

consistent experience, how to deepen relationships with 

customers remotely, and how to offer peace of mind by putting 

data privacy front and center. 

INTRODUCTION

In the wake of the pandemic, legacy 
financial institutions face challenges on 
multiple fronts, including heightened 
competition for talent and challenges 
from disruptors to the industry. However, 
chief among these challenges is eroding 
customer trust.

Just 2% of financial brands in the U.S. 
have built “strong” customer trust, 
according to Forrester’s US Financial 
Services Trust Index.1
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The pandemic accelerated the rush to offer remote and digital 

services to meet the needs of a “stay at home” world. But for 

today’s customers, simply offering digital services is no longer 

enough: digital experiences must be convenient, seamless and 

tailored to customers’ needs. 

When done well, a seamless customer experience offers far more 

than convenience: it’s also critical for nurturing long-lasting 

customer relationships. Predictability — the ability to offer a 

consistent experience and reliably deliver what your institution 

promises — is the most important driver of loyalty. And 75% 

of customers say they want a predictable banking experience 

according to the Schlesinger Group’s 2022 US Banking Industry 

Loyalty Report.2 

Create a seamless CX  
with emerging technologies

“Customers want to be able to interact with brands on the channel of their 

choice, whether solving their own issues through automated tools or receiving 

fast or real-time feedback via live chats or video. Transforming digital customer 

service is the only way to guarantee this level of service experience and 

compete with disruptors to the industry.”

JAVIER PUGA, EXECUTIVE VICE PRESIDENT OF MARKETING AT UNBLU
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Offer predictability and convenience with omnichannel 
support and unified communications 

Creating a seamless customer experience calls for using 

multiple channels — including text, phone and video. As a 

baseline, customers should have options for how they interact 

with your institution, and the ability to get answers quickly no 

matter which option they choose.

Even if your institution offers automated support, it’s essential 

to add a human touch to create the tailored experience 

customers crave, says Puga. “While chatbots do offer value to a 

certain point, they have limitations when the query or decision 

is complex or can impact their life. If customers are facing a 

high-complexity and high-impact decision, such as taking out a 

mortgage, you’ll need to offer human financial advice.”

Implement customer service solutions that offer customers 

choice in how they interact with your agents. Seek out solutions 

that allow agents to address complex cases remotely — for 

example, by co-browsing to discuss the product and contract 

details, as well as video chat for live discussion. And utilize 

digital solutions that integrate communications across multiple 

channels within one platform — called unified communications 

— for customers’ ease and convenience. 

Optimize your AI over time 
 

While AI-driven technologies can’t truly replace human 

interaction, they’re still a central aspect of the customer 

experience today — and they can help banks create the seamless 

experience customers crave.

Banks can get the most from AI by understanding its limitations 

and playing to its strengths, he explains. Use bots to automate 

data collection, for instance, and provide customers the option 

to quickly elevate their query to a human representative. 

Institutions should also look at AI as a longer-term investment — 

one that requires continuous fine-tuning to see results. “Banks 

should think of AI tools as an ongoing project that requires 

actively training the bot to better meet customer needs,” he says.

CREATE A SEAMLESS CX WITH EMERGING TECHNOLOGIES

“AI technology is very good at speeding up routine  
tasks, whether storing information on conversations  
and helping customers find simple answers on their  
own. Done well, it can help banks harness the best of 
technology and human agents to offer a faster, efficient, 
and more personalized experience.”

JAVIER PUGA, EXECUTIVE VICE PRESIDENT OF MARKETING AT UNBLU
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Preparing your staff to succeed when deploying  
digital technologies 

Leveraging digital tools can create a tailored and “always-on” 

experience that builds trust — but staff must use these tools 

effectively in order to reap their benefits. That’s why employee 

training should be at the heart of your digital CX strategy,  

advises Puga. 

Create standard operating procedures (SOPs) and best practices 

for digital tools, and ensure staff are trained on each technology. 

Emphasize the importance of adding a human touch to remote 

and digital service, and highlight how to use higher-touch 

solutions — such as video chatting — to mimic the “in person” 

experience remotely. 

If you face resistance, urge employees to focus on key 

performance metrics, such as meetings held in a week, to gauge 

their success, says Puga. Highlighting how digital technologies 

can save time and improve efficiency without sacrificing 

personalization can encourage better utilization. 

Finally, highlight your commitment to providing digital service 

with a human touch during the recruitment process — for 

example, by discussing the digital solutions deployed at your 

institution during the interview process. You’ll attract like-

minded talent who can help you realize your vision for digital CX.

CREATE A SEAMLESS CX WITH EMERGING TECHNOLOGIES

5
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Digital tools can help you put a human face on customer 

interactions. But banks hoping to build long-lasting trust must  

also look to digital tools to deepen relationships. Today’s customers 

crave an emotional relationship with banks, and they’re looking 

to work with institutions that offer honesty and respect — areas 

where customers say challenger institutions excel while many 

legacy institutions fall short, reports the Schlesinger Group.2

Take a partnership approach 
to meeting customers’ needs

Customers say challenger banks 
are twice as likely to over-deliver 
on Respect and 20% more likely to 
over-deliver on Honesty compared 
to national legacy banks.2

“The days of simply selling products are over.” says Puga. “To be 

seen as a partner, you have to focus your service around helping 

clients achieve their financial goals.” In short, banks must deeply 

understand their customers’ short-, medium- and long-term goals 

and be prepared to offer personalized support.

2X

6
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The importance of data 

Delivering on this personalization is made possible by leveraging 

data, says Puga. Demographic insights and spend patterns can 

help institutions gain awareness of customers’ likely financial 

plans, he says.  Then, institutions can recommend helpful 

content and personalized product recommendations that align 

with those goals. 

Banks should also focus on directing customers to discuss their 

financial goals with customer service representatives via their 

preferred platforms, says Puga — for example, by including a 

call to action to book a phone or video call on product pages 

and in advertising. This goal-centered approach to sales allows 

banks to gather the context needed to suggest the right 

product at the right time.

Adapt as customers’ needs change 

Of course, every successful relationship evolves over time, and, 

and banks must also explore ways to continually add value as 

customers’ needs change. This flexibility is particularly important 

during times of economic uncertainty, when rising interest rates, 

rampant inflation and market volatility prompt customers to 

rethink their financial priorities and re-adjust their goals.

Using digital tools can allow you to check in with customers in 

times of need and play a supportive role as clients set and pursue 

new financial goals. Consider adjusting your communications 

during turbulent times, highlighting issues that may be top 

of mind for customers, such as building emergency savings, 

navigating market volatility or grappling with inflation. By 

demonstrating that you understand clients’ financial concerns 

— and leveraging technology to help — you can continually add 

value and build trust. 

TAKE A PARTNERSHIP APPROACH TO MEETING CUSTOMERS’ NEEDS

Three-quarters of Americans say they 
are making changes to their lifestyle 
in preparation for the downturn, and 
34% are delaying major purchases, like 
a home or car.3

75%
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Data privacy is central to customer trust, and it’s one area where 

legacy institutions have traditionally held an advantage. On 

average, U.S. households say they’re more likely to trust traditional 

financial institutions to safeguard their data than FinTechs or even 

government agencies.4

Yet, many customers have seen that confidence shaken in the 

wake of cyberattacks, fraud, and data breaches, prompting banks 

to put privacy front and center. “Being able to provide a consistent, 

convenient, branded, and secure customer digital experience has 

a significant impact on customer perception,” explains Puga. “It 

can influence every aspect of your company, beginning with your 

services and ultimately your reputation and brand awareness.”

In addition to meeting regulatory standards — for example,  

providing staff with compliant digital solutions and taking steps 

to strengthen their systems and infrastructure from attacks — 

banks must demonstrate and communicate this commitment to 

customers, says Puga. 

Center safety and security in 
your CX for peace of mind

3
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Use customer-facing security features

Customer privacy isn’t simply about protecting customers’ 

data — it’s also about helping your clients feel secure. Deploying 

technologies that offer remote identity verification not only 

helps institutions comply with KYC regulations, but also builds 

trust by putting customers’ security first. 

Prepare staff to answer questions

Even customers eager to use remote financial services may 

have questions about privacy, such as how a recording of a 

video call may be stored. Train customer-facing staff to answer 

simple inquiries about compliance, and designate a point 

person for staff to learn more.  

Be transparent

Honesty builds trust, and banks should make it easy for 

customers to learn more about how their data are protected. 

Create an online hub that invites customers to learn more about 

your privacy policies and the anti-fraud measures implemented 

within your institution to help clients feel at ease.

CENTER SAFETY AND SECURITY IN YOUR CX FOR PEACE OF MIND

9
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The road to building trust may be a long one — but institutions 

who do it well stand to reap significant rewards. Adopting the right 

digital technologies can help banks remain ahead of customer 

expectations, reducing churn, unlocking growth and cultivating 

relationships that can last generations.

But in an era of eroding trust, time is of the essence. “Failure to 

embrace digital trends fast enough is the same as not embracing 

them at all,” says Puga. “Full digital transformation, centered 

around real, human experiences, is the only way to guarantee 

ongoing success in the coming year and beyond.”

Unblu can help. As a leader in digital-to-human CX, Unblu’s 

conversational platform for financial services allows institutions 

to add a personal touch to digital banking and turn self-service 

banking into a meaningful, relationship-building experience. 

Become a leader in 
branchless banking

Visit us online to learn more about how we can help  
you level up your digital customer service, or contact  
a representative today.

CONCLUSION

https://www.unblu.com/
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Unblu is a leading conversational engagement platform 

that’s fine-tuned for the financial services industry. 

Centered around three pillars – texting, video & voice, and 

collaboration – we help retail banks, wealth management 

firms, and insurance companies to provide faster, more 

secure customer service experiences. 

Founded in 2008 in Basel, Switzerland, Unblu has been 

part of the Swiss Post Group since 2022, with subsidiaries 

in Germany, Bulgaria, UK, USA, and Canada. Over the 

years, we’ve served 160+ banks and insurance companies, 

empowering them to lower costs, secure more meetings, 

and increase conversions. 

With seamless integration capabilities and a 90-95% client 

satisfaction rate, Unblu enables the ultimate in-person 

experience for online customer collaboration and advisory. 

Any time. Anywhere. And on any device. 

Learn More

https://www.unblu.com/
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