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Can You Hear Me?

ÅWe are audio broadcasting so please plug in your headphones or 
computer speakers to listen in.

ÅIf your audio is choppy or slow, you may wish to dial into the 
teleconference:

ÅTelephone: +1 646 558 8656

Webinar ID: 860 7677 6283                                                                               

Passcode: 111187
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Slide Link

TodayɅs slides can be found online at:

http://bit.ly/ 2022-9-14-Engageware

http://bit.ly /2022 -9-14-Engageware

http://bit.ly/2022-9-14-Engageware
http://bit.ly/2022-9-14-Engageware
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We Encourage Questions

Use the 

Questions Box
located on the bottom of your screen to 
type your comments or questions.
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Tell Us What You Think!

Please take our post-event survey. We 
value your feedback!
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Engageware customer engagement solutions help

mid-tier banks and credit unions optimize their digital and

employee-assisted channels

Expertise

350+
financial institution 

customers

Insights

1.3B
interactions

Growth

222%
higher loan growth

Efficiency

15ï50%
Reduction in calls, 

and live chat

Experience

2X
higher NPS than 
industry average
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In partnership with Infosurv Research

Infosurv Research is an industry-leading market research firm specializing in 
quantitative methodologies. With hundreds of clients worldwide, Infosurv has 
deep expertise in research design, data collection, and analysis along with 

substantial experience in the financial services industry.
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Background / Objectives / Methodology

ÅSecond annual Customer Engagement in Banking thought leadership survey 
conducted Aug 10, 2022 ïAug 25, 2022 

ÅExploring trends and perceptions of customer engagement in financial services 
among industry professionals 

ÅUncover the priorities and strategies for financial institutions in building customer 
engagement going into 2023 

ÅBanking consumers were surveyed regarding their satisfaction and expectations

Target Profile Responses

Financial Services 

Professionals

US Bank or Credit Union Employee 

(Manager and higher)

114

Banking Consumers U.S. banking customers (18-65) that use 

online banking for checking or savings

451
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Agenda

Setting the Stage: (Then & Now)01

Defining MX vs. Engagement02

03

04 Survey Results: Financial 
Institutions

Survey Results: Banking 
Consumers

Preparing for 2023: Key 
Considerations
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Quick Poll:

Where is your CU in the 
strategic and budgetary 
planning process for 2023?
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Where we've been and 
where we're headed in 2023
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First Annual Survey of Banking Professionals

Inaugural survey: August 2021

First annual: August 2022

Differences: 

Å3rd party market research vendor

ÅBest practices in survey design

ÅQuestion refinement

ÅIntroduced consumer banking POV

Objectives:

ÅProvide benchmarking

ÅYoY Trending

ÅProvide planning guidanceNEW Report coming 

soon: Q4 ó22
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COVID

Return to ñnormalcyò

New variants

Vaccination status

ECONOMIC

Booming housing market

Consumer skepticism

LABOR AND WORK

Great Resignation

Hybrid work

COVID

OMICRON

Endemic

ECONOMIC

Inflation

Rising interest rates

Cooling housing market

Recessioné?

GEOPOLITICAL

War in Europe

Midterm elections

Extreme weather

Last yearé Nowé

Whatôs Different?

15
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What's different?

ñItôs the economy, stupid.ò


