
The gulf between banks that provide average 

customer service and banks that provide excellent 

customer service is immense.

The average bank’s 

Net Promoter Score.

The gold-standard Net 

Promoter Score earned 

by USAA.1

An overwhelming majority  

of consumers prioritize 

customer service above low 

fees and security features 

when opening a new account 

with a bank.

Why Good CX  
is Good Business

Metrics such as Net Promoter Scores are a start, but you need  

a holistic view of the customer journey.4

How Can You Tell if Your CX Measures Up?

Voice of Customer Insights: 
Never underestimate the value of hearing directly from 

customers. Listen to calls, review chat conversations and provide 

opportunities in surveys for verbatim customer feedback.  

Then act on it. 

Feedback From Agents: 
Whether responding to consumers via chat, email,  

phone or in person, frontline agents have vital information  

about your customers and their pain points.

Employee Satisfaction Scores: 
Satisfied call center agents are 3.3x more likely to feel  

empowered to solve customer problems, thereby leading  

to higher customer satisfaction.5

Customer Effort Score: 
Decreasing how much effort it takes  

customers to get their issues resolved can  

build loyalty, while more customer effort  

can have the opposite effect.
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Contact Ubiquity to learn  

more about how outsourcing  

customer service can improve  

CX for banking customers.
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Automation That Works: 
Over-reliance on automation often leads 

to poor customer service, so make sure you 

use Interactive Voice Response and other 

automated self-service tools that help 

rather than create barriers for customers.7

In fact, the CFPB is investigating whether 

customer service in banking has become 

too “algorithmic” at the expense  

of consumers.8

A Human Touch: 
Once customers get  

to an agent, they better  

offer empathetic,  

personalized  

service.10

from a  

chatbot is the 

ability to escalate 

to a human 

agent.9

97%
of consumers say quality  

of customer service 

matters most.2

81%
of consumers who have 

to put forth a lot of effort 

to resolve an issue  

share that negative 

experience with 

others.6

53%
Only 53% of customers 

who mostly bank online 

say they have a personal 

relationship with  

their bank.11

68%
While 68% of consumers 

expect empathy

38%
only 38% feel that  

brands actually 

demonstrate empathy 

consistently.12

What Customers  

Want Most from Banks: 

Surprise, it’s Quality 

Customer Service

CX Essentials

The 

No. 1 thing 
customers  

want

Not only do consumers want  

a good customer experience (CX), 

it can also boost annual recurring 

revenue by as much as 300%.3

300%
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