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Over the last year, the concept of customer 
experience has gained significant momentum. 
The concept increasingly puts the customer 
at the epicenter of product development 
and delivery, and provides business with the 
opportunity to differentiate by heightening their 
user experience. No less, financial institutions 
are incorporating this trend by re-evaluating the 
entirety of their customer processes. Ensuring 
that it’s meeting customer expectations, every 
step of the way. 

In tandem with this reorientation, the financial 
industry is increasingly moving towards digitization. 
This development is elevating customer interactions 
from the rudimentary sphere of telephone, branch 
visits and paper documents to an enhanced digital 
sphere where interactions take place  primarily via 
the customer’s smartphone. The customer benefit 
of digitization is that it provides unparalleled 
flexibility to perform financial activities and with 
the clarity of having information visually displayed.  
For financial organizations, digitization provides a 
number of powerful, robust channels in which to 
deliver their customer experience journey.

Wherever financial organizations have adopted 
digitization, it has frequently led to automation. 

The ability to interact with a bank digitally means 
that data that has been provided manually once, 
can be saved and automatically populated for 
subsequent interactions. On a more advanced 
level, entire recurring processes can be automated, 
such as KYC and customer onboarding, financial 
transactions, loan approval, and even investment 
activities. Automation effectively diminishes human 
effort to complete operational process, both in terms 
of front-end communication with the customer 
and in terms of back-end communication with 
administrative functions. 

The financial process of the digital era will 
become an ecosystem that can be broken down 
into three parts; Digitization, Automation and 
the Customer Experience.

Digitization enables administrators to create the 
necessary screens, forms, and process flows that 
are used to design and build customer journeys. 
Automation becomes the process of serving 
these process journeys to customers through any 
variety of digital channels. Finally, the Customer 
Experience sits at the canopy supported by 
this infrastructure to enrich the quality of 
engagement, both self-service and collaboration 
sessions with an agent.

Overview - The Digital Ecosystem
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The concept of Customer Experience increasingly puts the customer at the epicenter of product 
development and delivery. The concept provides businesses with the opportunity to differentiate by 
heightening their user experience. Financial institutions are incorporating this trend, re-evaluating 
the entirety of their customer processes to ensure that they’re meeting customer expectations 
every step of the way. 

In tandem with this reorientation, the financial industry is increasingly moving towards digitization. 
This development is elevating customer interactions from the rudimentary sphere of telephone, 
branch visits and paper documents, to an enhanced digital sphere where interactions take place 
primarily via the customer’s smartphone. The customer benefit of digitization is that it provides 
unparalleled flexibility to perform financial activities and with the clarity of having information 
visually displayed.  For financial organizations, digitization provides a number of powerful, robust 
tools to optimize operational efficiency and boost revenue.

Wherever financial organizations have adopted digitization, it has frequently led to automation. 
The ability to interact with a bank digitally, means that data that has been provided manually once 
can be saved and automatically populated for subsequent interactions. On a more advanced level, 
entire recurring processes can be automated, such as KYC and customer onboarding, financial 
transactions, loan approval, and even investment activities. Automation effectively diminishes 
human effort to complete operational processes, both in terms of front-end communication with 
the customer and in terms of back-end communication with administrative functions. 

The financial process of the digital era will become an ecosystem that can be broken down into 
three parts; Digitization, Automation and the Customer Experience.

Digitization enables administrators to create the necessary screens, forms and process flows that 
are used to design and build customer journeys. Automation becomes the process of serving 
these process journeys to customers through any variety of digital channels. Finally, the Customer 
Experience sits at the apex supported by this infrastructure to enrich the quality of engagement.   
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In this whitepaper, we address a variety of use cases that are most common amongst banks, credit unions, 
credit card issuers, and financial firms. Each of the use cases has been distinguished as a self-service or a 
collaboration session with a prescribed digital solution, that aims to not only remedy existing challenges 
but to support growth opportunities.

The Digital Ecosystem

AUTOMATON

DIGITIZATION

CUSTOMER 
EXPERIENCE

Initial discovery

Onboarding

Active customer
Feedback

CUSTOMER JOURNEY
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In this whitepaper, we address a variety of use cases that are most common amongst banks, credit 
unions, credit card issuers, and financial firms. Each of the use cases have been distinguished as 
a self-service or a collaboration session. The self-service sessions are applied to relatively routine 
customer service activities that customers can complete independently. The collaboration sessions 
are applied to more complex activities that require the support of a human agent in order to be 
successfully resolved. 

The following use cases demonstrate that a well designed customer experience platform not 
only remedies existing customer service challenges, but supports growth opportunities through 
imbuing interactions with added value.
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CallVU’s digital engagement solution equips the agent with digital tools that work to nurture and 
support a potential customer’s decision to open a new bank account, an investment portfolio or any 
other financial product. 

Collaboration: 
Client Outreach and Onboarding

1.

Prospective customer 
registers interest in 
a financial product.

Customer is approved to 
open a new account on 
the spot.

Preliminary

Outcome

Engage

Automatic 
Processing

Support 
Conversion

Open 
Account

Share 
Content Collaborate

Agent calls the prospect 
and offers to address their 
request for more information 
about the financial product 
or demonstrate other 
investment options available.

Data is automatically 
received by the agent and 
processed  according to 
preconfigured algorithms.

Agent sends images of 
stock performance charts 
or dynamic Internet pages 
with financial news. To view 
the user clicks on a link sent 
to their phone by SMS.

The agent sends a smart 
digital form to the customer’s 
phone. The agent walks 
the customer through the 
form, supporting them to 
fill in their details, provide 
their signature, ID and 
supporting docs.

Prospect and agent can 
discuss options and 
address questions about 
terms and conditions.

Prospect decides that 
they would like to open 
an investment account.

6.

2.

5. 4.

3.
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CallVU’s digital engagement platform equips the agent with digital tools that work to nurture and 
support a potential customer’s decision to open a new bank account, an investment portfolio or 
any other financial product.

Without the prospect 
needing to download 
any software, the agent 
can indicate the range 
of options and address 
questions.

Agent sends images of 
stock performance charts 
or dynamic Internet pages 
with financial news. To view, 
the user clicks on a link sent 
to their phone by SMS.
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Collaboration - Apply for a loan
In the necessity to address management and 
regulatory requirements, a seemingly constant 
request for information and documentation is 
needed, often including numerous branch visits. 
The ability to apply for a loan digitally, be it for a 
mortgage, a personal or student loan, provides a 
far more convenient and simple way to complete 
the processes.

In a digitized ecosystem, the customer is invited to 
join a digital portal for a collaboration session with 
the agent, where they are able to complete the 
loan process in just one interaction.

Integrated with the bank’s backend systems, the 
loan application can be automatically processed 
on the spot. If approved, the customer is notified 
within moments via a message sent to their phone. 

1.

Customer registers interest 
in applying for a loan.

Customer is approved to 
open a new account on 
the spot.

Engage

SignProcess Submit Support

Collaborate Co-fil

The customer is invited to 
join a portal via a link sent 
to their smartphone

The customer can digitally 
sign the application form 
via their smartphone.

The application form is 
automatically processed 
according to preconfigured 
algorithms.

A digital collaboration 
session with the agent is 
created.

The customer can submit 
required documentation 
such as their ID or 
statements by simply 
scanning and submitting 
them via the portal.

The agent sends the 
customer a digital 
application form and 
helps them to fill it out.

The agent can explain 
anything that’s unclear 
and can draw the 
customer’s attention to 
any part of the form using 
highlighter tools

6.7.

2.

5. 4.

3.

Outcome

Preliminary

*To see how this may be implemented in a hypothetical 
situation, please see Appendix A

Collaboration: Apply for a loan
The Business Case

In the necessity to address management and regulatory requirements, a seemingly constant 
request for information and documentation is needed, often including numerous branch visits. 
The ability to apply for a loan digitally, be it for a mortgage, a personal or student loan, provides a 
far more convenient and simple way to complete the processes.

In a digitized ecosystem, the customer is invited to join a digital portal for a collaboration session 
with the agent, where they are able to complete the loan process in just one interaction.

The customer is invited to 
join a portal via a link sent 
to their smartphone.

The agent can explain 
anything that’s unclear and 
can draw the customer’s 
attention to any part of 
the form using highlighter 
tools.

*To see how this may be implemented in a hypothetical 
situation, please see Appendix A.
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Self Service: View Balances
Currently, the easiest way for customers to check their account balance is by accessing it through their 
banking app, and as effective as this solution is, it remains to be the method for less than 30 percent of 
customers. There is also the option to go online via a PC, however, customers particularly those aged 
above 40, are inclined to call their bank to attempt any activities.

In the non-digital, Interactive Voice Response (IVR) system, if the customer chooses to call, they will 
get audible access to some account information, and the probability of call resolution is low. Customer 
requests for information tend to be specific and highly variable, however, information relayed tends to be 
generalized and brief, leaving a significant gap between information needed and provided. 

Within CallVU’s digital customer engagement platform, once the customer has made a phone call to their 
bank on their smartphone, the relay of information is provided in a visual display. This allows customers 
to quickly search for and locate specific accounts and transactions.

Caller selects “Accounts” 
on the Visual IVR

Bank’s web services 
display all account 
balances

User clicks on a specific 
account and the Visual 
IVR displays recent 
transaction history

Once completed, caller 
can navigate back to 
landing display to address 
additional activities
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Touch ID for MyBank 
To login place your fingertip to verify your security code

Cancel

CallVU’s digital engagement platform utilizes smartphone 
features to help call centers verify customers automatically. 
Replacing the standard pin code and password that is 
vulnerable to being lost, forgotten or stolen, the platform 
can be implemented to incorporate advanced biometric 
authentication such as fingerprint, voice and face 
recognition. 

All of these authentication methods can be collected 
via customer interaction with their smartphone. This 
more sophisticated verification technology removes the 
dependency on human recall and simultaneously provides a 
higher level of security. 

Authentication

Pin Recovery
Consistently appearing as the most prominent issue of call center handling, pin recovery is also one of 
the main blockers to digital customer self-service.  PIN recovery consumes the far majority of agent time, 
compared to all other customer issues, yet is critical to the success of any process implementation. The 
objective is to make it easy for customers to reset pin data and get access on the spot.

MY BANK

Customer arrives on 
the landing page

Customer lost access 
details and isn’t able to 
login to the account

A ‘pin or password 
reset’ option is visibly 
displayed on the 
landing page from 
which callers can 
initiate the reset 
process

Platform leads the 
customer through the 
password reset process 

Customer resets their 
credentials and is 
provided with access 
to their account

MY BANK
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Currently, the easiest way for customers to check their account balance is by accessing it through 
their banking app, and as effective as this solution is, it continues to be the method for less than 
30 percent of customers. There is also the option to go online via a PC, however, studies show that 
customers, particularly those aged above 40, are inclined to call their bank to attempt any activities.

In the non-digital, Interactive Voice Response (IVR) system, if the customer chooses to call, they 
will get audible access to some account information, and the probability of call resolution is low. 
Customer requests for information tend to be specific and highly variable, however, information 
relayed tends to be generalized and brief, leaving a significant gap between information needed 
and provided. 

CallVU’s digital customer platform utilizes CallVU’s Visual IVR. Once the customer has made a phone 
call to their bank on their smartphone, the system triggers a visual session that is augmented on 
the IVR flow to provide a visual representation of the customer journey.
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A link is sent to the caller 
by SMS to commence 
a session
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Account Activity - Transactions
The limitations described above in regards to viewing account balances are all the more acute when it 
comes to conducting financial transactions. Amongst customers who access their bank’s app on a regular 
basis, an even smaller percentage use the app to make transactions. Likewise, the difficulties of making a 
transaction over a telephone-based IVR system are also compounded. 

In a digital engagement session, the user completes the following steps in order to process a financial 
transaction.

The benefit of a Visual IVR session is that it is commenced in the same process as making a call to a 
bank. Furthermore, if the customer wishes to be diverted to an agent, they have that option at any 
stage in the process.

Choose a bill

Select the account 
and provide 
transaction details 

Provide the ability to 
confirm or cancel by 
validating actions

Navigation of the 
journey back to the 
landing page

Select ‘Transfer 
of Funds’ of ‘Bill 
Payments”

Self Service: Transactions
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CallVU’s digital engagement platform utilizes 
smartphone features to help call centers verify 
customers automatically. Replacing the standard pin 
code and password (that is vulnerable to being lost, 
forgotten or stolen) the platform can be implemented 
to incorporate advanced biometric authentication 
such as fingerprint, voice and face recognition.

All of these authentication methods can be collected
via customer interaction with their smartphone. This
more sophisticated verification technology removes 
the dependency on human recall and simultaneously 
provides a higher level of security.

Touch ID for MyBank 
To login place your fingertip 

to verify your security code

Cancel

Touch ID for MyBank 
To login place your fingertip to verify your security code

Cancel

CallVU’s digital engagement platform utilizes smartphone 
features to help call centers verify customers automatically. 
Replacing the standard pin code and password that is 
vulnerable to being lost, forgotten or stolen, the platform 
can be implemented to incorporate advanced biometric 
authentication such as fingerprint, voice and face 
recognition. 

All of these authentication methods can be collected 
via customer interaction with their smartphone. This 
more sophisticated verification technology removes the 
dependency on human recall and simultaneously provides a 
higher level of security. 

Authentication

Pin Recovery
Consistently appearing as the most prominent issue of call center handling, pin recovery is also one of 
the main blockers to digital customer self-service.  PIN recovery consumes the far majority of agent time, 
compared to all other customer issues, yet is critical to the success of any process implementation. The 
objective is to make it easy for customers to reset pin data and get access on the spot.

MY BANK

Customer arrives on 
the landing page

Customer lost access 
details and isn’t able to 
login to the account

A ‘pin or password 
reset’ option is visibly 
displayed on the 
landing page from 
which callers can 
initiate the reset 
process

Platform leads the 
customer through the 
password reset process 

Customer resets their 
credentials and is 
provided with access 
to their account

MY BANK
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Self Service: Pin Recovery

Self Service: Authentication
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Consistently appearing as the most prominent issuehandled by call centers, pin recovery is also one 
of the main blockers to digital customer self-service. PIN recovery consumes the far majority of agent 
time compared to all other customer issues, yet is critical to the success of any process implementation. 
The objective is to make it easy for customers to reset pin data and get access on the spot.
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Self Service: Customer Arrival
The clarity provided to viewers once they arrive on an initial landing screen is critical for preventing 
abandonment by new customers and for supporting self-service for existing customers. The most common 
cause of customer abandonment is not being able to complete processes because they are found to be 
inaccessible, confusing or overly burdensome. 

To enhance this service gap it is imperative to make information on the landing page as simple as possible 
for the customer to understand. The platform’s quick, simple and personalized presentation is critical to its 
successful implementation.
 

Known Client Unknown Client
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Preferred language

Relevant menu options

Options for account 
opening
Options for generic 
information

Contact center help button 
available in both scenarios

Welcome Dan! Personalized landing

Learn more about MyBank

Create an account
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The clarity provided to viewers once they arrive on an initial landing screen is critical for preventing 
abandonment by new customers and for supporting self-service for existing customers. The most 
common cause of customer abandonment is not being able to complete processes because they are 
found to be inaccessible, confusing or overly burdensome. 

To enhance this service gap, it is imperative to make information on the landing page as simple as 
possible for the customer to understand. The platform’s quick, simple and personalized presentation is 
critical to its successful implementation.
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Appendix A
An example of how the loan application process may take place
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STEP

01
The customer is 
invited to join a 
portal via their 
smartphone.

STEP

02
The customer 
provides their 
authentication details 
before commencing 
the collaboration 
session.

STEP

03
The agent supports 
the customer to 
calculate the terms of 
the loan.
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STEP

04
The agent sends the 
customer a digital 
application form with 
the ability to collect 
signatures and helps 
them to fill it out.

STEP

05
All supporting 
documentation can 
be scanned by the 
customer’s phone 
and submitted to the 
agent via the portal.

STEP

06
Once automatically 
assessed, the 
customer receives a 
notification regarding 
the result of their 
application. 



How to Contact
Email: info@callvu.com | Website: callvu.com
US: +1(646)5064915 | UK: +44(20)38073952

CallVU is a leader in digital transformation, 
turning every customer interaction into a digital 
engagement

CallVU addresses the business need of diverting 
calling customers to digital self-service. The Digital 
Engagement Platform reduces the call volume 
placed on contact centers, ensures higher usage 
of digital assets and offers an enhanced customer 
experience. 

CallVU’s advanced Digital Engagement Platform 
comprises a range of various solutions that seek to 
enhance operational efficiency and the technical 

savvy of our clients. Each of our product solutions 
blend rich digital and interactive media with web, 
voice and social channels.

CallVU’s technology supports leading global 
organizations in the financial, insurance and telecom 
sectors to maximize the value of their digital assets 
while improving operational efficiency. CallVU has 
operations in the United-States, the UK and Israel. 
The company was selected as “Cool Vendor in 
CRM and Customer Support, 2016” by Gartner and 
was named one of the “20 Most Promising Digital 
Experience Solution Providers in 2017” by CIO 
Magazine. 
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Conclusion
As consumers take advantage of the wealth of digital tools available that help them address the 
practicalities of daily life, they’re no less looking towards their bank to obtain similar conveniences. To 
meet customers in this evolving trend, the mobile channel must be the cornerstone of every financial 
institution’s service and retail delivery strategy. While the ongoing need for human interaction and 
managerial oversight entails that the physical branch will never entirely disappear, their function and 
purpose will dramatically transform. A transformation to digital self-service will not only serve to reduce 
costs but satisfy customer expectations, as they continue to bank on your future.
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