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CONTACT CENTERS: 
Personal Touch Is a 
Customer Experience 
Di�erentiator

While the digital experience
has certainly become an 
increasingly key focus of 
financial institutions, 58% of 
customer calls stem from 
poor service in another 
channel.1
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Online or mobile banking conversions 
can cause call volume to spike 300%.2 

81% of consumers want to use 
the phone for complex banking issues.3

Demand for a personal 
touch is on the rise
 75% of companies ultimately 
expect the phone channel to 
maintain or gain significance 
in the years ahead.4

Turn unhappy customers 
into loyal followers
Customers who had a complaint 
handled in <5 minutes 
go on to spend more.8

55% of Millennials prefer 
voice channels to email or chat.5

64% of organizations say AI 
should complement live agents, 
not replace them.6 

Consumers prefer to 
contact companies by phone

Positive impact on 
brand recommendations
Great call center experiences boost brand 
recommendations by up to 163%.7
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