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Can You Hear Me?

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

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

• Telephone: +1 646 558 8656

Webinar ID: 848 6973 8565                                                                                    

Passcode: 447914
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Slide Link

Today’s slides can be found online at:

http://bit.ly/2022-4-20-engageware

http://bit.ly/2022-4-20-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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Today’s Speakers

DJ Haskins, MarketingAl Rosenbaum, VP of 

Customer Success 
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Engageware customer engagement solutions help

mid-tier banks and credit unions optimize their digital and

employee-assisted channels

400+
financial institution 

customers

222%
higher loan growth

15-30%
lower call volumes

1-2 
minute

reduction in 
handle time

30%
improvement  in 

efficiency
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Staffing Challenges 

Member Self-Service

Employee Knowledge 
Management
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Staffing Challenges in 2022

“Never in my 40 plus years in banking have I 

seen labor shortages at the level they’re at 

now. The job openings exceed the supply.”
Steve Steinour

Huntington Bancshares CEO
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The Quadruple Whammy
The Impact of Staffing Issues

Attrition,

Hiring & Training

Increasing

Workloads

Rising Employee 

Costs

1 2 3 4

Poor Member 

Experiences
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Staffing Challenges

12%

28%

60%

No

Yes, but no different 

than pre-COVID
Yes, it's worse 

than pre-COVID

Engageware survey results from 500+ 

banking leaders in December of 2021

Is your bank or credit experiencing staffing issues?
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Challenges Facing Contact Centers

60% 28%

12%

2022 Challenges and Priorities 

Survey, January 2022

Frontline Staff

Workload and Performance

Technology14.8%

15.3%

15.3%

16.8%

17.4%

17.9%

18.5%

18.9%

Increase focus on coaching/development

Improve knowledge management access, content, processes

Improve training to support current processes & technologies

Implement/improve self-service (IVR, web, mobile)

Implement changes to attract desirable recruits (e.g., higher pay, greater
flexibility, work-from-home, etc.)

Redesign/improve/automate processes

Improve employee engagement and empowerment

Staff properly to match workload (i.e.,gain budget approval for additional staff)

What are your top priorities to work on in 2022?
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Staffing Challenges in 2022

Rising labor costs

11%
increase in non-interest 

expenses in the fourth 

quarter last year, largely due to 

higher staff compensation.

$500M
increase expected in wage and 

benefits-related costs in 2022 

beyond the normal level of 

merit and pay increases.

$36B
in wages and benefits last year, 

up 10% from a year earlier due 

to higher salary costs as they 

compete for talent.

10.5%
increase in employee compensation since 2020 as credit unions push to attract

new staff to compensate for workload challenges, spending $8,400 more per employee.



Confidential and Proprietary. Copyright ©2022 Engageware. All Rights Reserved. 15

The Impact on Member Experience

“Due to COVID related staffing shortages, 

you may experience longer than normal wait 

times and some branch lobbies may be 

closed, but drive-up ATM, may be available.”

Welcome message calling into a Credit Union today:
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The Banking Customer Journey: Support

70% 
start digitally (Gartner 2021) 

9% 25% 15% 6% 15%

30% 
start in branch or call center

Self-Serve
1

Interaction

2

Interactions

3

Interactions

4+

Interactions

30%

Agent-Assisted Interactions
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Optimize Both Digital and Employee-assisted Channels

9% 25% 15%

6% 15%

I want helpI want to do it myself

Self-Service Assistance
General Support

Technology Support

Product Support

Transactions

BranchVideo BankingCall Center Live Chat

Deflect 

50% of 

emails & 

live chats

Deflect 

25% of 

calls

Improve 

self-service 

rates

Employee Self-Service Knowledge Base

Consistent

& accurate

answers

Reduce

handle times

by 1-2 mins 

Ramp Up in 

weeks Vs. 

months

1st

call 

resolution
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Two Ways to Leverage Self-Service
Work smarter and do more with less

Member Self-Service Employee Empowerment

Reduce the number of calls by 25%

Reduce the number of emails and live chats by 50%

Improve staff efficiency by 30%

New hire ramp up weeks vs. months
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#1: Member Self-Service
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Technology Solutions

Live Chat Video Banking Digital Assistants

Online AppsITMsIVR

To improve the digital experience and staffing considerations
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Digital Support & Self-Service

Live Chat

Digital Service Director

$1.4 Billion Credit Union

Are they hurting or helping?

“We installed Glia, and we realized demand for 

live chat is more than we anticipated.

We’re staffing it with 2 full time people, with 4 

more needed, and we are seeing some long wait times.

We need to put in a gatekeeper that can help 

with some of that volume, that is quick and easy 

for members to use.”



Confidential and Proprietary. Copyright ©2022 Engageware. All Rights Reserved. 22

Sometimes the best solution is the most obvious   

Step 1

Digital Support Answers

Provide access to answers to 

the most common questions 

flooding your contact centers 

(calls, emails & live chats)
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Key Takeaway:

Provide answers to the most 

common questions:

• Easy to find answers

• Accessible everywhere

*Data from 500,000+ digital banking questions 

answered from 2/15/22 – 3/15/22

Top Banking 
Digital Queries

Rank Query Type

1 Routing Number Support

2 Zelle Technology

3 Loans Product

4 Transfer Technology

5 Rates Product

6 Turbo Tax Technology

7 CD Rates Product

8 ATM Support

9 Order Checks Support

10 Credit Card Product

11 Tax Forms / 1099 Support

12 Login Technology

13 Mortgage Product

14 Fees Support

15 Direct Deposit Support

16 Hours Support

17 Notary Support

18 Online Banking Technology

19 Debit Card Product

20 Account Number Support
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Technology Questions

High Volume & Lengthy Support Calls 

25%
• What are your rates?

• How do I sign up for direct deposit?

• How do I apply for a credit card?

• How do I open an account?

• How do I reset my password?

• How do I deposit checks online?

• How do I transfer funds?

• How do I set up bill pay?

• How do I register for online banking?

35%

• What is my routing number?

• How do I change my name or 

address?

• How do I order a new debit card?

• How do I order new checks? 40%

General Support Product Questions
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It’s All About the Content & Journey

Answers the question 

Additional information

Actionable
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Surround Your Members with Access
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Average Monthly Usage

Asset Size

Average 

Questions 

Answered

Product Related 

Questions (25%)

Technology 

Related 

Questions (35%)

Support Related 

Questions (40%)

Less than $500M 3,664 916 1,282 1,466

$500M - $1B 4,050 1,012 1,418 1,620

$1B - $2B 11,332 2,833 3,966 4,533

$2B – $5B 12,233 3,056 4,278 4,889
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Franklin Mint Federal Credit Union

“Adding good support content 

to our digital channels has 

saved us hundreds of calls to 

our service center every day 

since launching. It was an 

obvious value-add to our 

member engagement 

strategy.”

$1.6 billion 
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Top Impacts & Initiatives:
Member Channels

1 Call Centers - Service Level goals 

2 Member Experience  (NPS/Survey’s) 

3 Wallet-share (PFI)

4 Efficiency Ratio

5 Account cancelations 

6
Technology adoption (i.e. mobile, 

online account/loan opening, etc.)

7 “Run-around”

8 Grow without adding headcount

9
“Flying blind” – what is the member is 

trying to do?
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To get members 
to self-serve

Technology alone doesn’t 
guarantee self-service

The member journey and 
needs have to be considered

Placement for self-service 
prompts are critical
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ROI Calculator – 100 Employee Credit Union
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70% of Banking Consumers Want to Self Serve

70% 
start digitally (Gartner 2021) 

9% 25% 15% 6% 15%

30% 
start in branch or call center

Self-Serve
1

Interaction

2

Interactions

3

Interactions

4+

Interactions

30%

Agent-Assisted Interactions
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#2: Employee 
Empowerment
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Marketing Call Center Branch Ops Training Compliance Deposit Ops

Consumer Front Line Management CEO

• Lack of confidence

• Frustration

• Turnover

• Multiple Versions of Truth

• Inconsistency

Experience

• Exceptions

• Risk/Accuracy

• Train/Retrain

• Delayed Initiatives

Execution

• Growth

• Efficiency

• Experience

Strategy

“I think it’s…”

Univ. of MSU

“Can you hold?”
30 - 40% 

of day

spent 

answering 

questions

2x
with a

merger or 

conversion
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What Percentage of your key staff’s day is spent 
supporting frontline questions?

Under 10%

11-20%

21-30%

31-40%

Over 40%

10% 20% 30% 40%

T
im

e
 S

p
e
n

t

Of key staff spend more 

than 30% of their day 

answering staff questions

63%
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Staff is overwhelmed…

The #1 Problem: 
Overload

Too much to know

Too much to train on

Not enough staff 

Technology Policies

Procedures

FAQ’s

Security

Products

5,000

Things

To Know
(and growing)
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The Digital Era Mindset: Search vs. Retain

Technology has changed the way we 
think about information:

• Google mindset: search over retain

Training for retention is a losing game:

• Forgetting curve: 50% forgotten within 1 
hour, 70% within 24 hours, 90% within a 
week



Confidential and Proprietary. Copyright ©2022 Engageware. All Rights Reserved. 

Empower your 
staff with easy 
to find, follow 
and use with a 
consumer in 
front of them

Training alone won’t work

Technology alone won’t work

It requires a combination of 
training, technology, and 
content management
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Typical Employee Search for

“Open a New Account”



Confidential and Proprietary. Copyright ©2022 Engageware. All Rights Reserved. 40

Typical "Knowledge Management" Within Banking Today
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Account Opening

Best time to add products when 

opening an account

Issues:

Steps for opening accounts are often 

difficult to find and follow

Employees don’t feel comfortable 

asking the additional questions that 

make you the institution of choice when 

they’re fumbling through the process

1

2

Focus on the “Magic 3” (Debit, Bill Pay & Direct Deposit - 4x more likely to 
be the institution of choice.  $212 more profitable each year
Source: Javelin Strategy and Research
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Multiple Versions of the Truth

• Can’t find, follow or use in 

the moment

• Ask 3 people, get 3 different 

answers

Tribal Knowledge Old versions

still “live”

Lack of version 

control 
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From Silo’s To Centralized 
Content Assembly Line 

Department

Raw Content

Coordinator
Department

Raw Content

Department

Raw Content

Knowledge

Base

Frontline

Staff

Usage Analytics

• Searchability

• Step by Step

• Titles & Flow

• One Version

• Formatting

• Approval

Coordinator
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Top Impacts – Can’t find and follow

Consistency

Long handle times

NPS/Experience

Wallet-share (PFI)

Universal Banker Never Achieved

Employee Confidence

Front Line Turnover

Employee Ramp Up (6 months)

Consumer gets ”the run-around”

SME and Manager Productivity 

(30-40% of day)

Multiple Versions of the Truth –

exceptions and compliance 
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Jefferson Financial Federal Credit Union

"Knowledge management has saved a lot 

of time on the front end. Staff no longer 

have to research multiple platforms, nor 

call various departments to get the 

answers they need. This also improves 

our member experience. The faster the 

frontline is able to access a resource that 

will help them assist the member, the 

faster and smoother that transaction will 

be for the member.”

Kristin Morrison, Chief Operating Officer
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ROI Calculator
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Marketing Call Center Branch Ops Training Compliance Deposit Ops

Consumer Front Line Management CEO

• Lack of confidence

• Frustration

• Turnover

• Multiple Versions of Truth

• Inconsistency

Experience

• Exceptions

• Risk/Accuracy

• Train/Retrain

• Delayed Initiatives

Execution

• Growth

• Efficiency

• Experience

Strategy

“I think it’s…”

Univ. of MSU

“Can you hold?”
30 - 40% 

of day

spent 

answering 

questions

2x
with a

merger or 

conversion
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Poll / Offers Complimentary Digital Self-
Service Assessment

Complimentary Employee 
Empowerment Assessment

Learning more about 
Engageware
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Offers

Complimentary Employee 

Empowerment Assessment

Complimentary Digital 

Self-Service Assessment

• Assessment of current pain 

points, including visuals

• Analysis of current 

consumer experience 

• Best practices for success 

from a technology and 

content perspective

• Business impact 

assessment with ROI 

calculator

• Assessment of current pain 

points, including visuals

• Analysis of current 

employee experience and 

impacts on productivity/CX

• Best practices for success 

from a technology and 

content perspective

• Business impact 

assessment with ROI 

calculator 
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Questions?

DJ Haskins, MarketingAl Rosenbaum, VP of 

Customer Success 
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Thank you.

Sample Content Slide 2

978.654.6800

engageware.com

sales@engageware.com

CONNECT WITH US


