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THE ULTIMATE CUSTOMER SERVICE TOOL
FOR THE FINANCIAL INDUSTRY
Prepared by:

As a financial business, you encounter more obstacles in serving your online customers
than most businesses. Your customers need to learn how to find specific forms and
complete long, complicated processes online. Moreover, these processes can be very
emotional and stressful in and of themselves, not to mention the added stress and
frustration that comes if a customer can’t navigate your site to find the information
they need.
Customers can do a certain amount of research alone. However, there comes a time
when they will need assistance to make tough decisions and complete online processes.
When this happens, what is the best way to help them? Do you call each of your
customers as they attempt to go through your site? While the phone might be a good
place to start, it is often too difficult to talk your customers through the appropriate
steps without causing more confusion. So, what then?
Visual engagement solutions provide the perfect hybrid between self-serve and
personalized assistance. Visual engagement solutions empower you and your customers
to see the same thing at the same time, online. You can communicate everything you
need to, just as if you were sitting next to one another in an office.
In addition, visual engagement software provides privacy and security to your
customers. A robust visual engagement solution masks passwords, bank account
numbers, and other sensitive information so customers don’t have to worry about
sharing their screens with their financial institution. With visual engagement, you can
instantly create an atmosphere of trust and collaboration while still respecting your
customers’ privacy and decisions.
Ready to learn more? This guide provides an in-depth explanation of how visual
engagement software can launch your financial company into the future by offering the
best online support to your customers.
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Easy Ways to Visually Improve

CUSTOMER COMMUNICATION
Imagine you are talking on the phone to a friend. You are trying to describe a beautiful piece of
art, or you are trying to guide him or her to a restaurant. Maybe you are trying to convince your
friend to buy an outfit that you think would be just right for him or her.
Not so easy using only words, right?
Now imagine you are in the same room together. You can show your friend the artwork and
point out its various features. You can guide your friend using a map so he or she can see which
roads are dead ends, and which will lead to the restaurant. You can demonstrate to your friend
why this outfit perfectly suits his or her taste.
Are you getting the picture?

Communicate Visually with Customers
When working with online customers, agents can encounter issues similar to the ones mentioned
above. Agents may clearly see or understand one thing, but the customer sees something else or
struggles to understand the concept. It’s hard to guide customers through processes or collaborate
with them when you’re never sure if you’re looking at the same thing.
That’s where visual engagement comes in. Visual engagement solutions integrate cobrowse,
screen share, agent video and more to provide you with the means to instantly collaborate with
customers. With visual engagement, users can immediately understand otherwise challenging
online situations, expanding the power of your agents to communicate with your clients.
Below are four examples showing how visual engagement software eliminates
miscommunication and solves problems.
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CREATE A PERSONAL CONNECTION
THROUGH COLLABORATION
The best banks offer friendly and personal service. They remember your name, ask about your kids, and try to get you the best
interest rate they can. However, with more and more financial transactions occurring online, this personal touch is often lost. If
you’re a bank or a financial institution, visual engagement software can help you to create a personal connection with customers
even when they’re online.

For example, today 61% of Americans conduct their banking online, according to Pew Research.

61%

If these customers have a problem with a charge on their credit card or are trying to decide which checking account to open, then
visual engagement software can help you to add that personal touch while you assist them online.
These online customers will still feel like you know them by name and that you care about them as individuals when they can talk
and interact with a real person. Visual engagement software allows financial representatives to really listen to and see what your
customers are talking about. When your representatives understand your customers’ situations better, they will be better able to
help or offer alternative solutions.
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Help Customers Find Exactly What They’re Looking For
As a business in the financial industry, your online processes are most likely long and complicated. There are so many options
to choose from that it’s easy for your customers to feel overwhelmed. With visual engagement solutions you can quickly show
customers the options available, instantly cutting through option overload.
For example, if you’re a financial advisor, you’ve likely had customers who are struggling to understand the differences between
two stock portfolios. By the time they call you, they’re already confused, frustrated, and upset.
Without visual engagement, you have to verbally describe exactly where customers should look to see the differences between
the portfolios. You can’t confirm if they are looking at the right spot. It may just look like a bunch of numbers, forms, or data
to your customers and they can quickly get lost, even with an agent on the phone assisting them. Often your clients’ frustration
continues to mount and sometimes they even hang up before you can help them.
However, you can easily point to, circle, and highlight the areas you’re talking about, and confirm your customers’ correct
navigation with visual engagement software. Customers are put at ease because they know you and they are looking at the
same things. Visual engagement software can mean the difference between customers exploding with frustration or customers
who are satisfied and grateful for your help.

3

Show Charts, Spreadsheets, and More
Need to show charts, spreadsheets, or other visual pieces in order to clarify an investment or process? If so, visual engagement
is the solution for you.
Financial businesses can utilize visual engagement software to show their clients charts comparing different investment options
or the growth of a particular investment. As a banking institution, visual engagement solutions can be used to show charts
comparing various types of savings accounts and their interest rates. Showing charts and spreadsheets will help financial
companies better explain concepts to their clients and they will be better able to address their clients’ concerns.
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Inspire Confidence with Security and Privacy
Visual engagement software is especially useful for financial institutions because it protects your customers’ privacy
and security. Most customers are hesitant to share their screens with their financial institution because there is often
very sensitive information on the screen.
For example, let’s say customers call their bank because they can’t find their monthly statement online. First,
customers have to log on using their username and password. Once they’re logged on, they’re directed to a landing
page that lists all of their bank account numbers. They click on the bank account they’re looking for and then the
representative directs them to where they can find their monthly statement.
In this scenario, the customers reveal their username, password, bank account numbers, and possibly a number of
other information like their social security number or bank account balances. No customer wants to reveal all of this
information to another person, even if it’s their bank accountant. Visual engagement software completely eliminates
this concern because it hides (i.e., does not transmit) customers’ sensitive information.
Ensuring privacy and security is especially important as more financial transactions occur over mobile devices. While
more and more people are using their phones or tablets to manage their finances, most people are still unsure of
how secure their personal information is on these mobile devices.
In addition, since visual engagement software works with mobile devices, you can help your customers feel more
secure about conducting their financial transactions on their mobile devices. A study conducted March 17th, 2015 by
Pew Research Center found that more are more individuals are using their phones and mobile banking apps to fulfill
their banking needs.

According to the Federal Reserve, only
15% of mobile banking users feel that
their personal information is very secure.
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MOBILE BANKING ACTIONS TAKEN BY MOBILE PHONE
USERS IN THE LAST 12 MONTHS
Checked an account balance or recent transaction 90%
Downloaded their bank’s mobile banking application 48%
Transferred money between two accounts 42%
Received a text message alert from their bank 33%
Made a bill payment using their bank’s website or application 26%
Located the closest in-network ATM for their bank 21%
Deposited a check to their account using their phone’s camera 11%

However, despite this rise in mobile banking trends, many individuals are holding back because they do not trust the security of
mobile banking. Pew Research Center found that three of the main concerns holding customers back from using mobile banking
technology are things that integrating visual engagement software into your online banking app would help solve.

WHAT ARE THE MAIN REASONS YOU HAVE DECIDED NOT TO USE MOBILE BANKING
I’M CONCERNED ABOUT THE SECURITY OF MOBILE BANKING 48%
I DON’T TRUST THE TECHNOLOGY TO PROPERLY PROCESS MY BANGING TRANSATIONS 22%
IT’S DIFFICULT AND TIME CONSUMING TO SET UP MOBILE BANKING 10%
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Financial Services Customer Engagement:

SEEING MATTERS
Now that we’ve talked about how visual engagement software theoretically
helps financial industries, especially insurance companies, let’s take a look
at a real life situation where visual engagement software has helped the
financial industry.

THE CRITICAL HUMAN TOUCH—ONLINE
It was like sitting down at a table together– except they were
both online. With a live agent walking him through the process,
the client immediately began to calm down and felt assured his
issue would be resolved.

VISUAL ENGAGEMENT IN FINANCIAL SERVICES
Here’s an experience one agent had when working in a customer
engagement capacity at a large financial service institution.

The broker quickly electronically gestured (circled) where the
client could locate his latest stock purchase. The customer was
relieved to note that he actually had made the purchases he
remembered. Moreover, while he had the broker working directly
with him, the customer asked for assistance on guiding him
through the process of making some additional stock purchases.

A customer was reviewing his portfolio, but his latest stock purchase wasn’t
showing. He started to panic as he reviewed all the paperwork he could get
his hands on. He hunted around for a while on his own, but he couldn’t find
any helpful documentation. Tension rising, he decided to contact his broker.
The broker immediately understood the frustration and concerned mindset
his customer was experiencing. It was clear that a simple conversation on
the phone wasn’t going to be enough. Therefore, he started a cobrowse
session to view and guide the customer within the customer’s account.

				

The agent walked his customer through the process of reviewing
and selecting his new investments. Ultimately, the customer
ended the conversation on a very positive note.
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A CUSTOMER SERVICE WIN-WIN
Note that in this situation, not only was the customer’s anxiety relieved, but
additional purchases were made that otherwise might not have been considered.
Having that live, human touch makes all the difference. Not to mention the fact
that being on the same page (literally) immediately cuts through any confusion and
streamlines the ability of the broker to help his client.

VISUAL ENGAGEMENT FOR FINANCIAL
COMPANIES
While this real-life situation occurred at an investment
company, it shows how useful visual engagement
software is for the entire financial industry. Imagine all
of the different situations where visual engagement
software would help you to solve your customer’s
problems quickly.
For instance, what if customers pay a bill online, but
they can’t find the confirmation for their payment?
They’ll usually panic, just like the customer of the
investment company. If you can quickly jump online with
customers and share a browser view, you can show them
exactly where to look to assuage their fears.
After providing such excellent assistance, customers
may even feel comfortable enough to ask you a few
questions about their bank accounts that they’ve always
wondered about, but never took the time to ask. By
answering their questions, you can better understand
their situation and you can offer a better solution to
their problems. They may even open a new checking or
savings account based on your recommendations.
Visual engagement—It’s not just a “nice to have”
customer experience enhancement. It’s a solid win for
everyone, customers and businesses alike.
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You now know how visual engagement software helps the financial industry. We’ve looked at
theoretical examples, and we’ve looked at a real life situation to see how visual engagement
software has helped the financial industry. The next step is to find a company that can provide you
with reliable visual engagement software.
At Glance our goal is simple—to build solutions that are fast, easy to use, and just work every
time. We understand how important customer service is and we are here to help you provide the
best experience for your clients.
What are you waiting for? The time to invest in an integrated visual engagement solution is today!

Sources:
-http://ww2.glance.net/solutions/glance-for-finance/
-http://www.federalreserve.gov/econresdata/consumers-and-mobile-financial-services-report-201403.pdf

www.glance.net
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