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Empowering frontline
trust builders

How modern banks are reimagining
support to drive loyalty
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Retail banks have never been more connected to their There is still a significant gap that banks need to bridge
customers. But this isn’t necessarily resulting in better in order to better connect with their customers and offer
a holistic service experience that increases customer
loyalty and boosts trust.

experiences.

“In the relentless pursuit of efficiency, Drawing on cutting-edge research and first-hand
something vital has been lost: the human customer insights, we have identified the four pain points
connection.”(Accenture) that are holding retail banks back - and proven ways to

overcome these obstacles.

Only 24% of customers report satisfactory
content center experiences. (Capgemini)

“Today’s customers expect seamless,
personalized digital experiences and demand
value at every touchpoint.” (Capgemini)

PAIN POINT #1

Internal inefficiencies

“70% of bank employee time is allocated to At the 2025 Web Summit in Lisbon, Portugal, Microsoft

operational activities and only 30% President Brad Smith said that:
to customer interactions, leaving substantial
opportunities for Al” (Capgemini) “we must turn employees into super-humans;

don’t eliminate them” (Web Summit).

If support agents are faced with high query volumes
di ted tools, it's i ible to al t .
across disconnecte oo? it’s impossible 'o a so.expec This is exactly what banks need to do.
them to offer an outstanding, human-centric service.
Instead, you are left with slow responses, frequent
errors, and high levels of stress. Serving your customers
means first serving your agents. And that requires
tackling the legacy systems and internal efficiencies that
are holding you back.
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Give agents an all-in-one
interaction workspace

Solving this issue requires uniting every channel and
workflow into one intelligent workspace.

This ensures that agents have the tools and visibility

to deliver fast, compliant, and personalized support.

Key Features

Centralized queue

Manage all chat, voice, and video conversations -
including those from third-party connectors like
WhatsApp or SMS - in one interface.

360° customer view

Access full interaction history, shared documents,
and notes.

Conversation summary

Automatically generate concise summaries
for quick review and handover.
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% Summarizing ---

Al Summary

© Visible participation

® Hidden participation
7

Cancel Invite -
L~

Al-powered assistance

Leverage existing content repositories and
knowledge bases to surface relevant information,
suggest responses, and support faster resolution.

Hidden/visible participants

Bring in specialists or supervisors discreetly
for real-time support, escalation, or compliance
oversight.



Taking the path of least resistance

Even in 2026, retail banks are struggling to get on top
of their legacy systems and sometimes the fight seems
to be a losing one.

Well, what if it shouldn’t be a fight at all?

Today'’s platforms seamlessly integrate with leading
CRMs, e-banking or web banking front ends and portals,
as well as contact center platforms. You should take the
path of least resistance when empowering agents to
provide faster, more contextual, and compliant customer
support across every channel.
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Unblu integrations
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PAIN POINT #2

Slow and frustrating support

“Few today meet with their bank manager,
and when they do get to speak to a human
being, it’s often after enduring a frustrating
navigation of the bank’s digital telephonic
maze” (Accenture).

Empowering your agents will go a long way to improving
customer experiences. Provided it is done correctly.

Yes, it is essential to embrace the power of Generative
Al and to implement it into our service workflows, but it
must be done intelligently and intuitively.

< Too much automation

Frequent service dead ends

In other words:

“As customers conduct a growing share

of their daily transactions through digital
channels, they are becoming accustomed
to the ease, speed, and personalized
service offered by digital natives - and their

expectations of banks are rising”
(McKinsey & Co).

As shown below, leaning too heavily in either direction
leads to very different (but equally frustrating) customer
outcomes.

Too much human effort -

Long wait times

) Balanced
Hard to resolve complex issues . Context lost between channels
service
Lack of trust experience Repeating information
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The augmented agent

The key to overcoming this issue involves enhanced
technology and a mindset shift. Agents no longer function
as mere “ticket responders.” Instead, empowered by
contextual collaborative tools, they become frontline
trust builders, specializing in high-level support to enable
real-time, humanized, digital service.

The emphasis here is on using technology to facilitate
communication and ensure uniquely human elements
have a chance to shine. This shift allows for more
authentic connections and better service outcomes.

2

Empathy

45

Reassurance

R

Proactive
support

Key collaboration features

@ Instant, multilingual support

Real-time, secure chat with live translation
for fast, personalized client assistance.

@ Secure Messenger continuity

Enables ongoing, asynchronous conversations
embedded in e-banking or mobile apps.
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@ Bot Sidekick

Automates triage and guides agents with smart
suggestions for faster, more accurate customer
experience.

@ Compliant omnichannel messaging

Integrated with WhatsApp and SMS, maintaining
full audit trails and data security.



PAIN POINT #3

Outdated mobile experiences

"72% of U.S. adults use mobile banking apps
as of 2025... Europe leads with 76% mobile
banking usage; high performers include
Scandinavia with over 87% adoption.”

(SQ Magazine).

Let’s face it. You need to be where your customers

are - and your customers are on mobile. No retail
banking call center will be truly customer centric unless
you are able to serve customers compliantly on mobile

apps.

Mobile-first service

Overcoming this issue requires having the ability to serve
in a mobile environment exactly as you would on desktop

or in person.

This can involve real-time, side-by-side mobile
collaboration, empowering agents to visually assist
customers and resolve issues faster - and take
advantage of new upsell opportunities.

But it also means being able to securely send outbound
messages to keep the conversation alive or add any
relevant information.

Key technologies

@ Mobile Co-Apping

Extend the same visual guidance within the bank’s
mobile app for a seamless, on-the-go experience.

@ Document collaboration & e-Signature

Review, edit, and sign forms or agreements together
securely.
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As Accenture says:

“Although the mobile banking app is the
go-to channel for most users, many
traditional banks have become ‘functionally
correct but emotionally devoid’” (Accenture).

The problem is that customers often get stuck
completing tasks online, while agents can’t effectively
guide them.

?%2%

@ Outbound messaging

Send secure follow-ups post resolution, offering
product updates or personalized offers within chat.

@ In-app calling

Native calling experience inside the banking app,
complete with familiar notifications for ease of use.



PAIN POINT #4

Low trust and poor transparency

“Banks today face a paradox. Digitization elements such as security and transparency around data
has transformed banking - making it faster, use. Trust en.hancers are the value add-ons that go above
simpler, and more convenient than ever and beyond in the customers’ eyes.

f?
before. But at what cost? ... Customers see If the trust baselines aren’t met, the customer simply

no difference between financial brands .. won't remain with you. This is a prerequisite. But the trust
and no reason to stay loyal.” (Accenture). enhancers act as the differentiators, offering excellence
to develop long-term loyalty.
What is at the heart of low trust? Unfortunately, it’s not
just one issue. In fact, it can be approached from two
points of view: trust baselines and trust enhancers.

Trust baselines refer to the minimum requirements that
financial institutions must have in place. This involves

® Data @ Strong communication
compliance (around security and compliance)

® Security @ Personalization

@ Ethical practices © Overall experience
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Trust by design

Retail banks and financial institutions need to take a
“trust by design” approach that builds security and
transparency into the technology they use. But not only
must they do this - they must be seen to do this.

Any time a secure customer interaction takes place, it
should be visibly secure. This can be achieved through
clear in-session security cues, verifiable message
delivery, and transparent logging of shared documents.

Beyond this, to ensure the trust enhancers are present,
features such as live translation, flexible recording, and
personalized messaging can help set institutions apart.

Key technologies

@ Instant chat-to-call transitions

Move from messaging to Video & Voice with one tap.

© Appointment scheduling

Let customers schedule calls directly from your
website, mobile app, or via the Al Agent.

@ In-app calling

Native calling experience inside the banking app,
complete with familiar notifications for ease of use.
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@ Live translation and captions

Communicate clearly across languages.

@ Flexible recording options

Remain compliant with full records.
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TATRA BANKA
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CASE STUDY

Tatra banka — Reinforcing client trust
through modern engagement

Tatra banka, Slovakia’s most awarded financial Insights point to broad benefits: smoother interactions,
institution and a leader within the Raiffeisen Bank stronger relationships, and a modern engagement
International Group, began a strategic effort to experience that reinforces Tatra banka’s position as an
modernize client communication while strengthening innovation leader.

the trust that defines its brand. Facing rising
expectations around digital service, the bank set out
to create a more intuitive and secure way for clients
and bankers to connect.

Kontakty

For Product Owner Eva Fedorov3, the goal wasn’t to ' —— ///
replace human interaction but to enhance it. ’ banking

By introducing Unblu’s Co-Apping technology into the

mobile app, Tatra banka is building a communication .

space that aligns with its innovation strategy - offering

secure messaging, seamless transitions to calls, and
clearer, more efficient exchanges between clients and

Vazena pani Krasna,

Moje meno je

advisors. Meno Priezvisko2 a som tu pre Vés
The initiative addresses common industry challenges: .% \
outdated mobile experiences, slow or fragmented S s O
support channels, limited visibility into conversations, sl \

. . . . /4
and increasing demands for privacy and compliance. gp—

Early pilots with affluent clients demonstrated strong
adoption and measurable efficiency gains, along with
highly positive feedback from bankers and customers.

Kontakt

meno_priezvisko2@tatrabanka.sk

94 NPS score from clients
with Mobile Co-Apping

Read the case study



STRATEGIC ROADMAP

Promoting trust in banking

e R T =

Map support journeys Identify channel gaps Assess internal inefficiencies

and agent workload

Phase 1: Diagnose & benchmark

< < Q

Enable secure, Centralize chat, voice, and Integrate Al assistance and
compliant messaging video in one workspace CRM data for full context

Phase 2: Build the unified support layer

a0 - (]

@)
- - S
[~ i
Deploy augmented- Activate mobile-first

agent tools

Introduce seamless chat-

collaboration to-call transitions

Train agents to
use new tools

Phase 3: Humanize digital engagement
O I [ E

Resolution time

Engagement and
improvements

Advisor productivity
continuity rates

Customer trust and
satisfaction scores

Phase 4: Quantify & optimize trust outcomes
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The future of customer engagement in banking

In 2026 and beyond, customer engagement is entering a
new era shaped by embedded Al, hyper-personalization,
and increasingly collaborative digital ecosystems.

Industry analyses point to a future where technology
is not just an enabler but a core driver of trust,
differentiation, and long-term customer value.

Banking apps will evolve
into “trust hubs.”

Rather than simply serving as service channels, apps will
become intelligent guardians of financial wellbeing. They
will proactively detect risks, guide financial decisions,
and unify all relevant services - from payments and
lending to identity and fraud protection. Customers will
rely on them not just for transactions, but for confidence
and control.

Human + Al collaboration will define
premium service.

The strongest customer relationships will come from
seamless orchestration between automated intelligence
and human expertise. Al will handle analysis, prediction,
and routine tasks, while human advisors step in for
judgment-driven, emotionally complex moments. This
hybrid approach will set the standard for high-value,
high-trust interactions.
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Over the next five years, three shifts will redefine how
banks connect with their customers:

Visual engagement will become the
new digital standard.

As remote banking continues to grow, visual tools -
Co-Browsing, screen sharing, video calls, and interactive
guidance - will move from optional to expected. They will
enable banks to recreate the clarity and connection of in-
branch experiences directly within digital channels.

Together, these trends point to a future where
engagement is smarter, more human, and profoundly
more connected.
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Delivering trust at scale in retail banking

Retail banks face a clear operational reality: customer
expectations continue to rise, while legacy systems,
fragmented channels, and overloaded agents make
consistent service increasingly difficult to deliver.

Today, trust is built through execution. It is created when
customers can move seamlessly between channels, when
agents have full context at hand, and when issues are
resolved quickly, accurately, and transparently. Digital
engagement is no longer a supporting layer - it is the
operational backbone of modern retail banking.

Every disconnected tool, repeated explanation, or
slow handover introduces friction. And at scale, that

Explore our customer engagement (u'-‘*

solutions or contact our team
for a personalized demo.

Request a demo

friction compounds - impacting resolution times, agent
productivity, compliance confidence, and ultimately
customer trust.

The banks that will lead are those that simplify. By
unifying chat, voice, video, and mobile interactions into

a single engagement layer, they equip agents to act
decisively and empathetically in real time. By embedding
compliance, security, and visibility directly into
interactions, they make trust measurable and repeatable
- not dependent on individual effort.

This is how retail banks move from fragmented support
to consistent, human-centric service at scale.
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