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Banks and other financial services firms are looking at ways to grow their business with customers who increasingly 
want to consume products and services outside a brick-and-mortar location. As they expand into new markets,  
financial services firms must pay close attention to country- and state-specific regulations, and leverage new 
technologies to deliver services in an increasingly mobile and social world.

The three leading issues facing the industry today are:

• Identification of growth opportunities for public and private companies, and individual consumers;
• Benchmarking in the areas of profitability, cost structure, working capital, turnover, leverage, cash flow,  

and investment returns; and
• Meeting customers “where they live,” rather than in retail banking locations.

Here are three examples of how proactive communications are transforming the banking experience:

Fraud and alerts. Whether a customer’s debit/credit card or account is showing evidence of suspicious activity,  
or a general data breach has occurred, financial institutions that quickly send fraud alerts asking customers to look  
for unauthorized charges or withdrawals save the institution money and the customer significant headaches. 

Customer engagement. Most customers are not as financially savvy as they would like to be, especially when it 
comes to higher-value services like investments. By sending out timely curated content about new opportunities, 
products, and services, banks deepen loyalty and increase their up-selling and cross-selling returns.

Payment reminders. Firms use outbound communications to help ensure customers make timely payments and 
to confirm receipt. They can include payment options and a suggestion for setting up automatic payments to help 
streamline the process for the customer and the business.

As consumers increasingly make purchasing decisions based on reputation and recommendations, companies must 
proactively manage their brand and the customer relationship by proactively communicating with customers in 
order to keep customers informed, increase satisfaction, and build long term customer relationships. A complete 
outbound engagement solution lets organizations dynamically create, manage, and tune their outbound campaigns 
using self-service tools and offers a deep well of natively integrated channels, including outbound IVR, predictive 
dialer, text messaging, email, and push notifications.

Click to learn how Genesys can help deliver exceptional outbound customer engagement by downloading the  
Frost & Sullivan White Paper – Change the Conversation with Proactive Communications.
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