ransforming CX

N Financial Services

Rising consumer expectations, access to innovative
fintech services and product choices are driving a radical
transformation of financial services contact centres.
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Why financial services should

Y

OPUS Ffued

embrace diqgital transformation

In this e-book, we explore some of the challenges facing
financial services organisations and their ability to deliver
outstanding customer service. Increasing competition,
rocketing customer expectations and complexity in
Managing ever-increasing communication channels can all
have a negative impact on customer loyalty and retention.

O/ of Gen Z customers are likely to switch
o providers due to poor communication.

O/ of financial services customers say their bank or
0 financial services institution does not frequently
communicate with them on their preferred channel.

To address these challenges, Five9 provides innovative contact centre solutions
that remove silos and eliminate bottlenecks, supporting the transformation of
customer interactions. Established financial services institutions, including banks,
lenders, insurance firms and wealth management organisations, are facing a new
wave of agile competitors: fintechs. These competitors benefit from low overheads
and the latest scalable, adaptable technologies. To avoid losing market share, it's
crucial for traditional institutions to keep pace with the competition.

Why Financial Services Should Care About Fintech
Recent research has found that fintech firms resonate
more with younger generations.

FinTech Traditional Banks

The global fintech market is projected to reach
$917 billion by 2032.
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To succeed in this new environment, financial services need
to cultivate a more connected, personalised and insightful
relationship with their customers.

Businesses must shift from a focus on customer service towards the overall
customer experience. Upgrading the customer experience as it passes through
your contact centres is an essential part of the digital transformation needed
to meet the demands of today’s customers.

To achieve this and get on the right side of these seismic market shifts in user
expectations and competitive dynamics, the organisation needs to question

3 number of fundamental technologies and philosophies in the contact centre.
These centre on a collection of market forces covered over the following pages.

O/ of consumers say the biggest benefit Al &
O Automation would deliver is a faster response.

0/ of customers have ignored an issue with a
0 product or service because they would have
had to interact with customer service.

OPUS  Ffued
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4 challenges facing financial services

In order to provide services that new and existing customers demand, traditional financial services providers must
overcome a number of barriers that currently prevent them from delivering cutting-edge customer experiences.

1. Inflexible on-premises systems

« Many financial services organisations still rely on stable, but inflexible on-
premises systems. While this ensures requlatory compliance and security policies
are met, it fails to provide true omnichannel experiences.

* Rigid scalability makes it costly and time-consuming to adjust to changing

requirements, remove communication and data silos and leverage new technology.

With the rapid pace of change in contact centre technology, greater focus has
been placed on premises-to-cloud migration. In comparison, many fintech
brands were built cloud native from the outset.

2. Lack of Digital Self-Services

» Organisations that lack quality self-service functionality often burden their
physical agents with routine and mundane tasks. While certain enquiries require
human intervention, a significant and increasing number of questions can
be efficiently handled through Al-powered self-service options.

+ By implementing these solutions, companies can enhance their cost-to-income
ratios, reduce agent workload and improve overall customer satisfaction.

Digital banks and lenders have recognised the shift to customer empowerment
and self-service by embracing new technologies like generative Al.

3. The Inability To Deliver Seamless Omnichannel Experiences

+ With the proliferation of new channels and the expectation from customers to
contact your company through their preferred method, delivering a seamless
experience has never been more important.

» However, current channel capabilities frequently operate in complete isolation,
with separate mobile apps, live chat, social, email and phone platforms.

Customers are often left with a fragmented experience that incurs repetition
and delay. Newer providers and fintechs were engineered as omnichannel in
their infancy.

4. Dormant Customer Data
+ Siloed data lakes, integration challenges, strict requlations and a lack of advanced
analytics tools reduce the ability to use customer data effectively.

» Lack of customer personalisation, inaccurate decision-making, missed sales
opportunities and higher costs are all side effects of siloed data. Harnessing
customer information enables improved customer experience, customer lifetime
value and loyalty.

Because of their cloud foundations, many fintechs have had a head start and
applied ML and Al models to their data to be able to achieve their market positions.
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The transformation imperative

Modern Challenges Require Modern Solutions

To be able to address the 4 key challenges outlined
previously, the case for transformation is stronger
than ever. Many contact centres still rely on outdated
infrastructure, such as older IP-PBX systems or
premises-based contact centre platforms.

These technologies struggle to integrate with
modern customer relationship management (CRM) or
unified communications systems, resulting in siloed
communication channels, restricted self-service
options, limited sharing of customer information and
slow deployments of new capabilities.

Cloud Migration Is Essential to Transformation

0/ of customer-facing staff
6 O O now work from home.

Transitioning from on-premises technology to the
cloud enables greater flexibility in staff deployment as
employees can securely work from home.
Cloud-based systems also allow for seamless
scalability in response to fluctuating demand, all
while reducing infrastructure costs and maintenance
requirements. Embracing the cloud not only enhances
operational efficiency but also positions the business
to adapt swiftly to industry changes.

Transform for Journey Intelligence

0/ of customers expect anyone
0 they interact with to have
full context.

Customers expect seamless experiences as they
move across all channels, whether mobile, online,

or in-person. Financial services must integrate these
touchpoints to meet demands. By deploying a true
omnichannel solution, customers can communicate
with businesses safe in the knowledge that their
information is retained and made available to the agent.

Transform to Enable Al-Powered Customer Self-Service

67"

Customers increasingly prefer self-service for quick
and efficient problem resolution. Investing in efficient
self-serve technologies is an easy-win opportunity

to improve the customer experience, all the while

of users prefer
self-service support.

reducing the cost and burden on customer service agents.

Transform for Experience Personalisation

77"

Generative Al is making a notable change in how
financial services businesses leverage their vast
amounts of consumer data. Today, businesses are
using these tools to enrich all aspects of the customer
experience to deliver hyper-personalised engagements
that drive improved loyalty and satisfaction.

of business leaders believe that
deeper personalisation leads to
increased customer retention
and lower acquisition costs.
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Un
of the cloud

The Drivers for Contact Centre Migration

The work from home phenomenon drove a need to rethink existing business IT
infrastructure. On-premises environments quickly became restrictive, costly and
slow to adapt when provisioning for remote working models. Overlay the explosion
of large language models (LLMs) and generative Al tools, and the need to move to
3 more dynamic and flexible platform becomes more important.

With customers demanding superlative experiences and financial services
organisations striving for productivity gains at lower costs, premises-based contact
centre businesses must now consider the following drivers.

Limitations of Remote Working Impacts Business
O/ of employees have the tools they
0 need to work from home or remotely.

Cloud-enabled Al technology should be viewed as an accelerant to employee
performance. Being able to deploy these tools at scale and speed can massively
improve your employee experience and return productivity gains.

OPUS  Fived

ock the benefits

For example, let’s look at Al:
« Intelligent Virtual Agents (IVAs) save cost and alleviate human intervention
for low value tasks.

» Agent assist technology reduces the cognitive load of agents, making their
jobs easier.

+ Al analytics improves supervisor productivity by focusing on areas of
most concern.

Customers Increasingly Expect More

81%

Cloud-based LLMs and generative Al advancements are powerful new tools
that, if used correctly, will allow you to control data and risk management
challenges. The upside is enormous.

of customers prefer companies that
offer a personalised experience.

You will unlock capabilities, including real-time transcriptions, next-best action
suggestions that draw from proprietary data stores, and automated scoring that will
surface new insights to agents, allowing them to provide a more personalised service.
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Unlock the
of the clou

Businesses Understand the Value of CX

(y of CEOs say improvements to
0 CX directly impacts net profit.

As your customer-facing employees are increasingly empowered with more
customer data through cloud integrations, they deliver more personalised service.
End customers, in turn, feel understood and appreciated, increasing brand loyalty
and generating repeat sales. This cycle accelerates as customers engage with you
more frequently. It gives your Al applications more opportunity to deepen their
understanding so that personalisation gets better over time, automatically.

Intelligent Automation is Happening Everywhere

14

Cloud-based solutions enable lower IT operating costs and increase the ability to leverage
existing investment while reducing the associated cost of new hires and training.

Al-assist technology increases
issues resolved by per hour.

Cloud applications allow you to scale with no hardware or professional services
requirements and can augment staff shortages to deliver faster, automated service
to your customers.

OPUS  Ffued

Denefits

Support Work from Home
Enable employees to work
securely from home.

Manage Seasonality Improve Security

Scale operations o .. Rely on the latest
up or down quickly N ’ "9 . security protocols
without IT support. and access to voice

°. biometrics.

Benefits of Cloud
Contact Centre
Migration

ol.0
o’g\o : :

Omnichannel Engagement
Design journeys to move
customers across channels,
and departments and between
virtual agents and live agents.

Greater Compliance
Provide advisors with script,
Al coaching and quality
management to ensure
everyone is compliant.
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-Nable customers through

Al-powered self-service

Intelligent Virtual Agents (IVAs) use artificial intelligence to provide personalised
interactions in a conversational manner that can route customers, answer questions and
take actions. These can be deployed via voice and digital channels to automate and

streamline the customer experience whilst removing the need for human intervention.

What to Consider in an IVA Platform

Google cloud Google text ERP
speech to text to speech
L Customer
Amazon Lex . - Data
NUANCE ' \

A RS
N Lumenvox: @B\ Watson

by capacity

i Vertical Business ;

. “ Applicati
AURAYA ’ Dlalogflow pplications
Choice of underlying Easily interface with customer data
Al engine and capabilities (in between Al and no-code)

IVAs can be used with both on-premises, hybrid, or cloud environments to remove the
burden on your agents and to speed up issue resolution with your customers.

Selecting a provider that is totally Al-agnostic means you can personalise your
Intelligent Virtual Agent and future-proof them as your requirements evolve. With
access to an ecosystem of market-leading Al and speech services, and with the ability
to switch between vendors at anytime, financial services organisations can rapidly scale
their self-service capabilities. Using a single, no-code development platform, businesses
can build, deploy and manage all their voice and digital IVAs from one place.

Virtual

Agent

“"No-code”, drag-and-drop Ul Omnichannel IVAs leveraging
with pre-built task library common resources

+ Support for more than 100 languages

opustech.co.uk
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Benefits of using intelligent

virtual agents

Financial Services Organisations

- Deflects conversations from the contact centre while

securely completing requests at a fraction of the
cost of live agents.

» Extends operations 24x7x365 in multiple languages
and across all channels.

» Enables operations to focus employees on more
critical tasks.

» Pre-built task library and easy updates streamlines
IVA management.

0 of banking executives plan
O to increase investments in Al
within the next 12 months,

while only 12% are not

changing their Al investments.

Live Agents

Removes repetitive requests and mundane tasks
from workload.

Improves job satisfaction and reduces churn.
Frees up time for higher value tasks.

Prepares employees with real-time insight into client
requests before conversations begin.

Customer

24x7x365 availability with a personalised experience
based on existing data.

Provides a consistent self-service experience across
all voice and digital channels.

Improves first-time resolution rates and NPS scores.
Reduces overall customer effort.

OPUS  Ffued
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How Intelligent Virtual Agents
enhance CX

Conversational Routing Outbound Alerts
Skip the IVR. Allow consumers to explain Send fraud alerts, personalised offers
their needs in their own way, and then and customer surveys, while offering
find the best person across any channel, to connect to an IVA or a person for
while delivering all the context. more help.

Account Self-Management

Look up account balance, update
personal info, reset passwords, replace
missing cards, check credit scores and
answer other FAQs.

Streamline Loan Applications

and Pre-Approvals

Streamline processes and workflows
by capturing necessary information
before speaking to an employee.

Automate Collection Reminders

Scale outreach to overdue customers. Use Al to
proactively remind customers about account or
debt issues and then allow borrowers to request
speaking to a representative.

Frictionless Authentication

Verify identity quickly and easily, and not
use valuable employee time. Utilise new
technology like Voice Biometrics.

10 opustech.co.uk
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Build a Detter omnichannel CX

AS customers increasing|y embrace d|g|ta| financial Servicesl With 73% of UK bank account holders using mobile banking, firms need to offer
. . . an omnichannel experience that matches the personalisation and support previously
Organ|Sat|OnS must extend and |ntegrate customer SUpport

. ) provided in-branch. Amid cost-cutting measures and a shift toward virtual customer
beyond brick-and-mortar branches to all available channels,  service, how can financial services institutions achieve this transformation in

including their website and mobile app. customer experience?

A customer browses Chats with IVA IVA transfers prospect The specialist helps the The customer receives  Customer is approved and the
for financial products from the website and key details to prospect apply for the automated updates on  workflow automatically informs
online. or an app. product specialist. right product. the application review. them of the good news.

Breadth of Contact Centre Support
Powered by a rich, cross-channel history with customers.

o i B = =4

Website App Phone Chat Social SMS Email Branch

Technologies Driving World-Class Experience

Self-Service | Inbound & Outbound Voice | Omnichannel Routing | Agent Desktop | Al | Workflow Automation
Analytics & Reporting | Workforce Engagement Management | CRM & UC Integrations | Security & Compliance

Customer Experience = Generating Better Customer Outcomes

opustech.co.uk
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Strateqically design

your Al solutions

Implementing Al technology into your business workflows
can seem like a daunting task. How do you ensure that
these tools deliver on their promise now and into the future?

Five9 Genius Al is 3 comprehensive product suite that enables you to build Al
applications tailored to your use cases. It is designed to deliver personalised self-
service capabilities, automate workflows and work alongside your employees and
agents to augment their abilities.

Five9 Genius Al harnesses the incredible potential of conversational and generative
Al to offer Al-elevated CX. Leverage Al to optimise every touchpoint of the
customer journey and improve experiences across the board for customers, agents,
leaders and admins.

Our Al and Automation product suite:
« Delivers personalised and engaging self-service.

+ Empowers agents, augmenting their abilities.
» Provides CX insights for business leaders.
« Provides a unified low-code/no-code intuitive interface to build a custom Al model.

LD

Listen

Capture & enrich
engagement data

Deliver personalised
experiences

Interaction

/ Knowledge\\
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GeniusAl

by Five9
&

Analyse

Gain insights &
recommendations

Real-time

CX Data

)

&’
Tailor

Configure Al models
with contextual data
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Benefits of Fived
Genius Al

Intelligent Virtual Agents Workflow Automation “Agent Assist helped with our onboarding and
Engaging self-service across Connect and act on customer having the ability to train agents to meet
multiple interaction channels data in real-time and trigger certain skills rather than overwhelming them.”

and over 100 languages. cross-platform workflows.

Ocean First Bank

Agent Assist
Augment agent skills to achieve the
best outcome for every interaction.

Five9 Analytics
Self-service access to data and
insights for custom reporting.

Al Summary
Auto summarise call transcripts
and publish to a CRM or Five9
data source.

Speech Analytics
Analyse conversations
and extract most relevant
information and intents.

000

O/ of Customer Experience leaders say
0 that Al will change CX for the better.
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Opus and Five9: The right
choice for financial services

As the financial landscape evolves, it's crucial for businesses
to embrace diqital transformation and leverage market-
leading technologies like Five9’s contact centre services.

By transitioning to a cloud-based platform and utilising Al-driven tools, financial
institutions can deliver seamless and personalised customer experiences, enriching every
interaction with a unified view of customer data to enhance satisfaction and foster
loyalty. With 20 years of global experience, Five9 offers an Intelligent CX Platform used
by global and local banks, credit unions, lenders, wealth managers and insurers. The
highly scalable and secure Intelligent Cloud Contact Centre provides a comprehensive
suite of applications for managing customer interactions across various channels. This
cloud-native platform enables quick deployment and adjustment of agent seats in any
location. It includes omnichannel engagement, Workforce Engagement Management,
best-in-class Al-driven tools, and is supported by over 1,400 partners to enhance
business outcomes for more than 2,500 organisations worldwide.

Discover how we can help improve your financial service organisation’s customer
engagements by providing a more human service and support experience.

To get started, visit opustech.co.uk or call on 080 0047 3537

© Opus Technology 2024

14 opustech.co.uk


http://opustech.co.uk

Combining unrivalled expertise, a customer-centric approach, and world-class technology to power our clients’ ambitions.
OP' | ; opustech.co.uk
080 0047 3537



