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A PERFECT DAY

Digital Communications  
in Financial Services 

An inside look at the customer and  
advisor experience when optimized  
with programmable communications.
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Customers expect seamless, intuitive, and personalized 
interactions when it comes to managing their money. It’s the 
overall exchange that counts, and that exchange needs to work 
for all players involved—customers and service providers—across 
every channel and step of the journey.

Financial services companies of all kinds are using programmable 
communications to build outstanding customer journeys that 
drive loyalty. Whether for performing a routine activity, offering a 
high-touch service, or sharing customer data effectively across 
the organization, programmable communications can make every 
interaction unique and effortless.

But what can a day in the life of customers and financial services 
workers actually look like when optimized with programmable 
communications? Follow the scenarios in this infographic to 
see how experiences are being reimagined across the financial 
services industry.

One Day. One Advisor. 
Several Customers.
Dozens of Complex Interactions Made Simple 
With Programmable Communications

Authentication

Video

Voice

Messaging

https://www.vonage.com/communications-apis/voice/
https://www.vonage.com/communications-apis/verify/
https://www.vonage.com/communications-apis/video/
https://www.vonage.com/communications-apis/messages/


vonage.com  -  3 

Customer

Advisor

Michelle and her partner are ready to buy their first 
home. There are dozens of banks promising an easy 
online application, but for such a big commitment, 
Michelle and her partner want to deal with a real 
person. Too busy to drop into a branch, Michelle 

calls her bank.

Mortgage 
Applications

Jason is an advisor. His bank now offers online 
mortgage advice and applications via live video 

chat. This helps Jason efficiently resolve customer 
questions, while creating the personal experience of 

an in-branch visit, at scale.
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9:00 am 9:01 am

4:00 pm

6:00 pm

7:00 pm

Michelle and her partner receive a WhatsApp 
message from the bank. It has all the details of 
their appointment with a link to the video chat.

A secure link to the recording is automatically 
available. Jason can refer back to it and so can the 
customers, while his managers may review it for 
quality and training purposes.

Jason follows-up with a message in the app. 
Michelle and her partner are decided, and she 
replies to confirm their mortgage application with 
the added home insurance.

Reminders Received

Recording Reviewed

Application Confirmed

9:20 am

Michelle is greeted by a voice assistant and 
explains her request. Using speech recognition, 
the system identifies she is looking for mortgage 
advice and quickly connects Michelle to a support 
agent.

Jason gets a notification that he has been 
matched with a customer for a live video mortgage 
consultation for later that day.

Query Identified Video Appointment Received

5:00 pm

5:00 pm

Michelle and her partner are ready. To start, they 
enter a one-time verification code sent to each of 
their devices. Michelle joins through the mobile 
banking app, while her partner—who is on the 
move—calls in instead.

Jason joins from his desk in the branch. The video 
call is encrypted and securely recorded so he can 
focus entirely on the customers.

Meeting Joined

Video Meeting Initiated

Account Verified
Michelle reads out a one-time code sent by SMS 
to verify her identity. The agent suggests Michelle 
should video chat with a mortgage advisor. She 
agrees and schedules it for when her partner can 
also join.

4:15 pm

5:15 pm

Jason sees that Michelle and her partner have 
read the WhatsApp reminder messages, so he 
is confident they will join the call. He has the 
customers’ key financial data at hand, so he is well 
prepared.

Jason listens to Michelle and her partner’s needs 
and walks them through the entire process. He also 
gets the opportunity to cross-sell the bank’s new 
home insurance product.

Confirmation Received

Mortgage Explained

Mortgage Applications

Ongoing

Michelle and her partner are kept in the loop with 
automated messages throughout the application 
process. This never leaves them guessing and 
saves calls to the bank.

Real-Time Updates Delivered

https://www.vonage.com/communications-apis/video/
https://www.vonage.com/communications-apis/video/
https://www.vonage.com/communications-apis/video/
https://www.vonage.com/communications-apis/video/
https://www.vonage.com/communications-apis/voice/
https://www.vonage.com/communications-apis/voice/
https://www.vonage.com/communications-apis/messages/
https://www.vonage.com/communications-apis/messages/
https://www.vonage.com/communications-apis/messages/
https://www.vonage.com/communications-apis/messages/
https://www.vonage.com/communications-apis/messages/
https://www.vonage.com/communications-apis/verify/
https://www.vonage.com/communications-apis/voice/
https://www.vonage.com/communications-apis/voice/
https://www.vonage.com/communications-apis/verify/
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Customer

Advisor

Mark has entrusted his investments with an advisor. 
But when it comes to his first portfolio review, he 

is on a business trip. Mark remembers he can now 
video call through the online wealth management 

platform. It’s reassuring to know he can always 
reach his advisor.

Wealth 
Management

Jason advises several investment clients. When 
they can’t attend in-person meetings, his institution 
now offers secure live video chat. This helps Jason 
maintain strong client relationships and deliver the 

high-touch service of a face-to-face interaction,  
at a fraction of the cost.
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10:00 am 10:05 am

10:31 am

11:30 am

11:35 am

Jason answers Mark’s video call. Mark’s data 
automatically appears on the screen, so he is well 
prepared. Before discussing large transaction 
amounts, Jason asks Mark to show photo ID for 
compliance purposes.

Jason follows up with Mark through the in-app 
messaging to make sure he satisfied. Jason 
often exchanges in-app messages with clients in 
between reviews.

Mark has another question but he is now on the 
move, so taps to call Jason in the mobile app. 
Mark’s questions are resolved quickly. He can now 
relax on his trip knowing his investments are in 
good hands.

Video Chat Received

Advisor and Customer Stay 
Connected

Follow-Up Voice Call Connected

10:30 am

Mark receives an SMS reminder that his investment 
portfolio is ready for review. It prompts him to log 
in to his bank’s wealth management mobile app.

Mark reviews his portfolio. He would normally 
discuss performance with his advisor in the branch, 
but there is an option to video or voice call. He sees 
that his advisor is free now, so Mark taps to start a 
video chat in the mobile app.

Alert Received Video Chat Requested

10:45 am

10:50 am

The video chat is automatically encrypted and 
securely recorded for compliance. Mark wishes 
to explore new investments, so Jason needs to 
consult a specialist advisor.

Jason adds the expert advisor to the discussion 
who also joins by video. He listens to Mark’s 
investment goals and shares his screen to explain a 
few options.

Call Encrypted and Recorded

Expert Added

Account Authenticated
Mark usually logs in using a one-time push 
notification code. However, the system identifies an 
unusual IP address. As an extra layer of security, an 
automated voice call asks Mark to read out his PIN, 
and he logs in using speech recognition.

10:31 am

11:15 am

Mark can see and hear Jason clearly, even when 
using a mobile connection. If the connection 
weakens, he can always fall back to a voice call.

Mark wants to move forward with the adjusted 
investment plan. He acknowledges the new 
agreement within the app and they finish the 
discussion.

Client Connected

Contract Updated

Wealth Management

Ongoing

Mark receives regular personalized updates on 
news and trends relating to his portfolio, sent to his 
WhatsApp account. This keeps him engaged and 
informed.

Investment Content Delivered

https://www.vonage.com/communications-apis/video/
https://www.vonage.com/communications-apis/video/
https://www.vonage.com/communications-apis/video/
https://www.vonage.com/communications-apis/video/
https://www.vonage.com/communications-apis/video/
https://www.vonage.com/communications-apis/messages/
https://www.vonage.com/communications-apis/messages/
https://www.vonage.com/communications-apis/messages/
https://www.vonage.com/communications-apis/verify/
https://www.vonage.com/communications-apis/voice/
https://www.vonage.com/communications-apis/voice/
https://www.vonage.com/communications-apis/voice/
https://www.vonage.com/communications-apis/voice/


Start Building With Programmable 
Communication APIs From Vonage
With our APIs, global platform, and expert support, it’s now 
easier than ever to optimize the customer experience—and 
your financial services business—with digital communications. 

Adding programmable communications to your banking or 
finance service can drive customer engagement, promote 
loyalty, and empower advisors to provide outstanding 
customer experiences, all while lowering costs.

From growing startups to established institutions, financial 
services businesses such as Remitly, Auka, and Unblu 
rely on Vonage to power seamless, secure, and innovative 
interactions between customers, banking advisors, and 
providers.

How will you use programmable communications to create 
the perfect day in financial services? 

Reimagine Your Own 
Financial Services 
Experience

Building Blocks

Voice - Build powerful voice products and 
engaging in-app voice experiences with the 
easy-to-use Vonage Voice API and Client SDK.

Authentication - Verify any phone—
anywhere—with the Vonage Verify API. Let us 
do the heavy lifting. You pay only for the results.

Video - Integrate video directly into your 
website or mobile applications with the Vonage 
Video API. 

Messages - Integrate multi-channel 
messaging—including SMS, MMS, and popular 
social chat apps—into your applications with the 
Vonage Messages API. Build engaging in-app 
messaging experiences as well with the Vonage 
Client SDK.

Here are some of the communications 
building blocks featured in the scenarios 
you’ve just seen:

Learn more. Contact us at:
+1-844-365-9460 
vonage.com/contact-apis

©2020 VONAGE.

GET STARTED

Speak to an expert about implementation and best 
practices in financial services.

https://www.vonage.com/resources/customers/remitly/
https://www.vonage.com/resources/customers/auka/
https://www.vonage.com/resources/customers/unblu/
https://www.vonage.com/communications-apis/voice/
https://www.vonage.com/communications-apis/verify/
https://www.vonage.com/communications-apis/video/
https://www.vonage.com/communications-apis/messages/
https://www.vonage.com/communications-apis/contact-api/

