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BUYER'S GUIDE FOR DIGITAL CUSTOMER INTERACTION SOLUTIONS

For financial services organizations, choosing the Before making a decision, it is important to

right Digital Customer Interaction Solution has understand how the platform you choose would
long-term implications on the service quality your work in your organization’s context. To that end,
customers or clients receive. there are a number of relevant considerations that

need to be taken into account.
Digital Customer Interaction Solutions are

indispensable in ensuring you develop trusting and In this document, we have broken down the key

value-generating relationships in a compliant, areas that financial services organizations need to

authentic, and meaningful way. investigate to ensure they have the right Digital
Customer Interaction Solution for their needs.

Sample Industry
Common Use Case Common Goals

(not exclusive)

Wealth management Remote advisory - Scaling AUM growth
or private banking - Increased client-advisor collaboration

- Minimizing advisors’ non-core activities

Retail banking or Remote customer - Greater self-service adoption
credit unions service - Increased customer satisfaction
» Improved operational efficiency

- Generation of additional revenue

Retail banking or In person customer » Remaining at the heart of your local
credit unions service community
- Developing a branch network that is cost-
effective and profitable

- Providing customers with a broader service

offering at any location.
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Functionalities and user experience

The Digital Customer Interaction Solution you What's more, this needs to be assessed from
choose must perform the necessary functions the customer/client side as well as the agent/
according to your organization’s needs. As advisor one.

discussed, this may be in a digital customer service,
remote advisory, or in-person context.

Impact on the end user (client/customer side)

What are the most important features depending on  While these are not the only relevant features or

each use case? Below, we highlight the top three channels, they are the ones that we believe are

features that are most important for the end user. indispensable for each given use case. For a more
detailed breakdown of needs and functionalities,
please refer to the complementary excel document.

Priority channels

Key Feature 1 Key Feature 2 Key Feature 3
for your needs

Advisory A secure and Easy document High-level - Secure Messenger
convenient channel exchange collaboration
for messaging

* Document
Collaboration
- Co-Browsing

- Video & Voice

Customer Robust self-service Broad channel High-level - Conversational Al
Service (with the option for options across collaboration for . Co-Browsing
human support) touchpoints complex needs .
« Co-Apping
In-Person A broader service Longer opening Easier access to - Digital reception
offering at their hours expertise . Remote branch
local branch

capabilities
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Impact on the end user (agent/advisor side)

The experience on the agent or advisor side needs
to be similarly convenient and user friendly.

Key Feature 1

While these are not the only relevant features or
channels, they are the ones that we believe are

indispensable for each given use case. For a more

detailed breakdown of needs and functionalities,

please refer to the complementary excel document.

Key Feature 2

Key Feature 3

Priority channels

for your needs

Advisory

Customer
Service

In-Person

A convenient and
secure channel
for messaging

Tools to increase
efficiency

Enabling one
agent to serve
multiple locations

A single place to
view all interactions
(including access
control and labeling)

A centralized
location to view
and organize all
interactions

The ability to
control a physical
space remotely (ID
verification, opening
doors, etc.)
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In-built security
measures and
compliance

for messaging
recording

Easy escalation
options to
resolve issues
more effectively

Ensuring the

setup is cost-
effective and
profitable

- Interaction
Management Hub

- Co-Browsing with
digital signature
capabilities

+ Secure Messenger

« Conversational Al
« Interaction
Management Hub
+ Video & Voice

« Co-Browsing

- Digital reception
» Remote branch

capabilities
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Channel/feature breakdown

We have made priority channel/feature Below is a breakdown of each channel and feature

recommendations based on individual use cases. to help you understand what each does.

Conversational Al

A mix of Chatbot and

Live Chat channels that
promote self-service
uptake and boost
efficiency during live
interactions. This includes
an Al Co-Pilot to reduce
repetitive tasks and
improve productivity.

Secure Messenger

Like popular messaging
apps (WhatsApp etc.) but
fully secure, compliant,
and operational behind
authenticated areas.

Video & Voice

Video and voice calls
that are easy to launch
from any channel or via
scheduled meetings.

Co-Apping

Co-Browsingin a
mobile format to offer
unprecedented in-app
support.

Co-Browsing

A more secure and
collaborative alternative
to screen sharing, allowing
each party to view,
highlight, or edit a shared
document, browser, etc.

Remote branch
capabilities

Beyond the reception,

the agent must be able to
control physical branches
remotely, whether that is
verifying ID, using a private
meeting room, or more.

Logistics and ecosystem fit

For a Digital Customer Interaction Solution to
perform, it cannot exist in isolation. There are a
number of logistical considerations that you should
consider before making a decision.
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- Integrations

Interaction
Management Hub

A single place to view,
organize, label, and store
all interactions across
touchpoints and channels.

Document
Collaboration

High-level collaboration
capabilities on any
document type including
customer remote
signature capabilities
without navigating away.

Digital reception

A screenin a physical
location that connects
with an advisorin a
separate location, allowing
one individual to service
multiple branches.

Find out what you need to consider before making a
decision by visiting the following sections on the
accompanying excel document:

» Technical & Security

- Implementation



About Us

Unblu helps to develop trusting and value-generating

relationships through hybrid engagement solutions.

With us, financial organizations are better able to

connect with customers in a compliant, authentic, and

meaningful way.

The product portfolio offers a mix of advanced Al

capabilities, collaborative digital tools, and innovative

in-branch experiences.

For information on pricing or a personalized demo,

please contact a member of our sales team.

Global HQ Offices
Switzerland USA Czech Republic Bulgaria
Centralbahnplatz 10 New York Sumavska 1081/10, 31 Alexander Malinov

4051 Basel, Switzerland
Phone: +41 615111150

80, State Street
Albany, NY 12207-2543

Germany

Neue Mainzer Strasse 66-68
Eurotheum, 60311

Frankfurt am Main

120 00 Prague (Praha) 2,
Ceska republika
Phone: +420 603 588 809

UK and Ireland

55 Baker Street,
London W1U 7EU

Boulevard, Sofia 1729
Phone: +359 2408 42 00

Canada

1100-1055
West Georgia Street
V6E 3P3 Vancouver B.C.
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