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Will chatbots 
revolutionise
customer 
experience 
KP�Ƃ�PCPEKCN�
services?
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We asked 1,000 consumers about their 
attitudes to customer service, data security, 
communications and complaints handling in 
w�>�V�>��ÃiÀÛ�ViÃ°���V�Õ`i`�Ü�Ì����Ì�i�ÃÕÀÛiÞ�
ÜiÀi�Ã��i�µÕiÃÌ���Ã�>À�Õ�`�V��ÃÕ�iÀÃ½�
>ÌÌ�ÌÕ`iÃ�Ì�Ü>À̀ Ã�Ì�i�ÕÃi��v�Û�ÀÌÕ>��
assistants, automated chat, and online chat 
�«iÀ>Ìi`�LÞ��Õ�>�Ã°

What are chatbots?

As technology evolves, and consumer 
demands escalate, companies are 
 racing to get ahead in a competitive 
�>À�iÌ«�>Vi]�>�`���Ü�iÀi��Ã�Ì��Ã���Ài�
«ÀiÛ>�i�Ì�Ì�>�����w�>�V�>��ÃiÀÛ�ViÃ°�ƂÃ�
Üi���>Ã�Ì�i�V��ÃÌÀ>��ÌÃ��v���VÀi>Ã��}�
Ài}Õ�>Ì����>�`�Ì�i�vi>À��v�>��Õ�ViÀÌ>���
vÕÌÕÀi]�ÌÀ>`�Ì���>��w�>�V�>��ÃiÀÛ�ViÃ�
V��«>��iÃ�>Ài�v>V��}�>�Ü���i�À>vÌ� 
�v��iÜ�i�ÌÀ>�ÌÃ�Ì��Ì�i��>À�iÌ]�Ì�i�
Ã��V>��i`�V�>��i�}iÀ�L>��Ã°��Ì½Ã�Ì�i�Ì�Ài>Ì�
«�Ãi`�LÞ�Ì�iÃi�L>��Ã]�vÕi��i`�LÞ�Ì�i�
latest technology, that is prompting even 
Ì�i���ÃÌ�ÌÀ>`�Ì���>���v�«À�Û�`iÀÃ�Ì��Ì>�i�
��Ìi]�>�`�>VÌ°

ƂÕÌ��>Ì�����Ã�½Ì��iÜ°�/�i�ÌiV�����}Þ�
�ÌÃi�v��>Ã�Lii��>À�Õ�`�v�À�`iV>`iÃ°�7�>Ì�
�Ã��iÜ��Ã�Ì�i�>L���ÌÞ�Ì��>`>«Ì�ÃÕV��Ì���Ã�
>�`�ÌiV���µÕiÃ�Ì���iÜ�i�Û�À���i�ÌÃ]�
>�`�Ì��`��Ã��µÕ�V��Þ�>�`�>Ì�ÃV>�i°�	>��Ã�
are typically restricted by their sheer size, 
���ÌiÀ�Ã��v�VÕÃÌ��iÀÃ�>�`�Ì�i�À�`>Ì>Æ�>�
vi>ÌÕÀi�Ì�>Ì�Ì�i�V�>��i�}iÀ�L>��Ã��>Ûi�
ÕÃi`�Ì��Ì�i�À�>`Û>�Ì>}i°

-iÀÛ��}��������Ã��v�VÕÃÌ��iÀÃ�>VÀ�ÃÃ� 
>��Õ�Ì�ÌÕ`i��v�V��«�iÝ�«À�`ÕVÌÃ]�
throughout their entire customer journey 
is certainly a challenge, and one that is 
�vÌi���ÕÌÃ�ÕÀVi`°��Ì½Ã�ÌÀ>`�Ì���>��Þ�ÛiÀÞ�
V�ÃÌ�Þ�Ì��«À�Û�`i�>�v>V���ÌÞ�Ì�>Ì�V>��
>�ÃÜiÀ�>����v�Ì�i�VÕÃÌ��iÀ½Ã�µÕiÀ�iÃ]�
Ài}>À`�iÃÃ��v�V�>��i�]������i�«�>Vi°�
/�À�Ü����Ì�i�Þ�Õ�}iÃÌ�}i�iÀ>Ì���Ã½��ii`�
Ì��}iÌ�Ì�i�À�>�ÃÜiÀÃ���ÃÌ>�Ì�Þ]�Ó{ÉÇ]�>�`�
even the largest, best-established 
«À�Û�`iÀÃ�V>��Li��ÛiÀÜ�i��i`°�

/��Ã��Ã�Ü�iÀi�>�ÌiÀ�>Ì�Ûi�V�>��i���«Ì���Ã�
like virtual assistants have stepped in to 
take the strain - an automated chat 
ÃiÀÛ�Vi]�`iÃ�}�i`�Ì��>�ÃÜiÀ�V��ÃÕ�iÀ�
µÕiÃÌ���Ã���ÃÌ>�Ì�Þ]�Ü�Ì��«Ài�`iÌiÀ���i`�
ÀiÃ«��ÃiÃ]�«iÀÃ��>��Ãi`�v�À�Ì�i�VÕÃÌ��iÀ°

	ÕÌ�Ì��Ü�>Ì�iÝÌi�Ì��Ã�Ì��Ã�Ì�i�>�ÃÜiÀ�Ì�>Ì�
Ì�i�V��ÃÕ�iÀ��Ã�������}�v�À¶��iÌ½Ã�
iÝ«��Ài°�

Summary
Chatbot, virtual assistant, virtual agent, whatever you call it, these tools are 
«À��iVÌi`�Ì��Ì>�i�VÕÃÌ��iÀ�ÃiÀÛ�Vi����Ì�i�w�>�V�>��ÃiVÌ�À�LÞ�ÃÌ�À�°� 
But what exactly does the marketplace think? 

ƂÕÌ��>Ì�����Ã�½Ì��iÜ°�/�i�ÌiV�����}Þ��ÌÃi�v��>Ã�Lii��
>À�Õ�`�v�À�`iV>`iÃ°�7�>Ì��Ã��iÜ��Ã�Ì�i�>L���ÌÞ�Ì��>`>«Ì�ÃÕV��
Ì���Ã�>�`�ÌiV���µÕiÃ�Ì���iÜ�i�Û�À���i�ÌÃ]�>�`�Ì��`��Ã��
µÕ�V��Þ�>�`�>Ì�ÃV>�i°
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While there is some resistance to 
automated chat services amongst the  
	>LÞ�	���iÀ�}i�iÀ>Ì����x�¯�Ü�Õ�`� 
�>Ûi�Ã��i�V��ViÀ�Ã��À�Ü�Õ�`����Þ�Ü>�Ì� 
Ì��V���Õ��V>Ìi�Ü�Ì���Õ�>��Li��}Ã®]�
younger generations are much more 
>VVi«Ì��}��v�Ì�i�ÌiV�����}Þ°�{Î¯��v�
�i�iÀ>Ì����<�Ü�Õ�`�Li��«i��Ì��
V���Õ��V>Ì��}�Ü�Ì��Ì�i�À�w�>�V�>��ÃiÀÛ�ViÃ�
«À�Û�`iÀ�Ì�À�Õ}��>�Û�ÀÌÕ>��>ÃÃ�ÃÌ>�Ì]�>Ã�Üi���
>Ã�xä¯��v�����i���>�Ã]�>�`�{�¯��v�
�i�iÀ>Ì����8°�

Ƃ���}Ã�`i�Ì�i�V��ÃÕ�iÀÃ�Ü���ÜiÀi��«i��
Ì��Ì�i�ÕÃi��v�>�Û�ÀÌÕ>��>ÃÃ�ÃÌ>�Ì]�Ì�iÀi��Ã�>�
Ã�}��wV>�Ì�V���ÀÌ��v�V��ÃÕ�iÀÃ�Ü���>Ài�
��`�vviÀi�Ì�Ì��Ì�i�ÌiV�����}Þ]�ÃÕ}}iÃÌ��}�
that some consumers have not been 
exposed to such a service, or at least not 
i��Õ}��Ì��v�À��>�ÃÌÀ��}��«�����°�

Ƃ�Ã�]�Ü�i��>Ã�i`�Ü��V��V�>��i��Ì�i�
V��ÃÕ�iÀÃ�«ÀiviÀ�Ì��ÕÃi�Ì��V��«�iÌi�
various account management tasks, 
automated or human-operated online chat 
ÃiÀÛ�ViÃ�ÜiÀi�>VÌÕ>��Þ�Ì�i�V�>��i�Ã��v�
V���Vi�v�À�Ã��i�V��ÃÕ�iÀÃ]�Ü�Ì��Ã����>À�
Ãi�Ì��i�Ì�>VÀ�ÃÃ�>���>}i�}À�Õ«Ã°�"��
>ÛiÀ>}i]�Î¯��v�V��ÃÕ�iÀÃ�Ü�Õ�`�«ÀiviÀ�Ì��
�>�>}i�Ì�i�À�w�>�ViÃ�Ü�Ì��>��Õ�>��
�«iÀ>Ìi`�V�>Ì�ÃiÀÛ�Vi]�>�`�{¯�Ü�Õ�`�
«ÀiviÀ�Ì���>�>}i�Ì�i�À�w�>�ViÃ������i�
using an automated chat service, over 
more traditional channels such as a 
ÜiLÃ�Ìi]�«���i�V>����À����LÀ>�V�°

ƂÃ�iÝ«iVÌi`]�Ì�iÀi��Ã���Ài��v�>��
>VVi«Ì>�Vi�>�`�>��>««iÌ�Ìi�v�À�>ÕÌ��>Ìi`�
ÜiL�V�>Ì�ÃiÀÛ�ViÃ�vÀ���Þ�Õ�}iÀ�
}i�iÀ>Ì���Ã]�Ü���>Ài����i�Þ���Ài�ÌiV��
Ã>ÛÛÞ]�Ü�Ì��>�`�}�Ì>��wÀÃÌ����`ÃiÌ°�{Î¯� 
�v��i�iÀ>Ì����<]�xä¯��v�����i���>�Ã]�{�¯�
�v��i�iÀ>Ì����8]�LÕÌ��ÕÃÌ�Ón¯��v�	>LÞ�
	���iÀÃ�Ü�Õ�̀ �Li��«i��Ì��V���Õ��V>Ì��}�
Ü�Ì��Ì�i�À�w�>�V�>��ÃiÀÛ�ViÃ�«À�Û�`iÀ�
Ì�À�Õ}��>�Û�ÀÌÕ>��>ÃÃ�ÃÌ>�Ì°

/�i�À�Ãi��v�V���iÀV�>��Þ�>Û>��>L�i�Û��Vi�
V��ÌÀ���i`�Ƃ���i�«iÀÃ�ÃÕV��>Ã�Ƃ««�i½Ã�-�À�]�
��VÀ�Ã�vÌ½Ã�
�ÀÌ>�>�>�`�Ƃ�>â��½Ã�Ƃ�iÝ>�
has introduced such customer service 
innovations to the mainstream, although 
voice assistants are not yet the “go-to” 
V�>��i�Ã�v�À�V��ÃÕ�iÀÃ�`Õi�Ì��vi>ÀÃ�
>À�Õ�`�ÃiVÕÀ�ÌÞ�>�`�`>Ì>�«À�Û>VÞ°�/��Ã�
being said, the above stats portray an 
�«i��iÃÃ�Ì��ÕÃ��}�ÃÕV��>�v>V���ÌÞ�v�À� 
>��>À}i�«À�«�ÀÌ�����v�Ì�i�«�«Õ�>Ì���]�>�`�
Ü�Ì��ÃiÛiÀ>��	À�Ì�Ã��L>��Ã��>Û��}�>�Ài>`Þ�
Ài�i>Ãi`�Ƃ�iÝ>�-����Ã�v�À����iÞ�
�>�>}i�i�Ì��Ì��Ã����i�Þ�Ì�>Ì]�Liv�Ài����}]�
Ì��Ã�Ü����LiV��i�>��i}�Ì��>Ìi��iÜ���L�Õ�`�
V��Ì>VÌ�V�>��i��v�À�1��w�>�V�>��ÃiÀÛ�ViÃ�
wÀ�Ã°

We asked our 1,000 consumers if they would be open to communicating with 
Ì�i�À�w�>�V�>��ÃiÀÛ�ViÃ�«À�Û�`iÀ�Ì�À�Õ}��>�Û�ÀÌÕ>��>ÃÃ�ÃÌ>�Ì�>L�ÕÌ�Ì�i�À�>VV�Õ�Ì�
�>��Ìi�>�Vi�Ì>Ã�Ã�>�`�}i�iÀ>��µÕiÀ�iÃ°

> 43% of Generation Z  > 50% Millennials  > 49% of Generation X  

43% 49% 50% 

*iÀVi�Ì>}i��v�V��ÃÕ�iÀÃ�>Ã�i`�Ü���Ü�Õ�̀ �Li��«i��Ì��V���Õ��V>Ì��}�Ü�Ì��Ì�i�À�w�>�V�>��ÃiÀÛ�ViÃ�
«À�Û�̀ iÀ�Ì�À�Õ}��>�Û�ÀÌÕ>��>ÃÃ�ÃÌ>�Ì

Appetite for  
automation
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Ƃ���n�ÃÕ}}iÃÌi`�V�>��i�Ã����Ì�i�ÃÕÀÛiÞ�
ÜiÀi�V��Ãi��LÞ�>Ì��i>ÃÌ�Ã��i�V��ÃÕ�iÀÃ�
>Ã�Ì�i�À�V�>��i���v�V���Vi]�vÀ���Ì�i���Ài�
ÌÀ>`�Ì���>��Ü��Ìi��>��]�LÀ>�V��Û�Ã�ÌÃ�>�`�
phone calls, to the more tech-driven 
Û�ÀÌÕ>��>ÃÃ�ÃÌ>�ÌÃ]�>««Ã]�Ãi�v�ÃiÀÛ�Vi�«�ÀÌ>�Ã�
>�`��Õ�>���«iÀ>Ìi`�ÜiL�V�>Ì°�

/�i�À�V���Vi��v�V�>��i��Û>À�iÃ�Ã�}��wV>�Ì�Þ�
depending on the product involved, and 
Ì�i�ÃÌ>}i��v�Ì�i�À���ÕÀ�iÞ�Ü�Ì��Ì�>Ì�«À�`ÕVÌ°�
"����i�ÃiÀÛ�ViÃ�>Ài�Ãii��>Ã�v>Û�ÕÀ>L�i]����
Ì�i��>��]�Ü�i��ÕÃi`�Ì��Ãi�iVÌ�«À�`ÕVÌÃ�
Ì�>Ì�ÀiµÕ�Ài�>���ÜiÀ�w�>�V�>��V����Ì�i�Ì�
vÀ���Ì�i�V��ÃÕ�iÀ]��À�Ü�iÀi�Ì�i�«À�`ÕVÌ�
�Ã�>�Ài>`Þ�iÃÌ>L��Ã�i`°�

Ƃ�v>Vi�Ì��v>Vi���ÌiÀ>VÌ����ÃÌ����Ài�>��Ã�
��Ài�«�«Õ�>À]�Õ�ÃÕÀ«À�Ã��}�Þ]�Ü�i��ÃiÌÌ��}�
Õ«�>��iÜ�«À�`ÕVÌ��À�ÃiÀÛ�Vi]�>�`���`ii`�
Ü�i��«ÕÀV�>Ã��}�>��>À}i��À�V��«�iÝ�
«À�`ÕVÌ°

��À�iÝ>�«�i]�Ü�i��>««�Þ��}�v�À�>���>��
ÓÇ¯®]���ÀÌ}>}i�{Ó¯®��À�->Û��}Ã�
ƂVV�Õ�Ì�ÎÎ¯®]�Û�Ã�Ì��}�>�LÀ>�V��Ü>Ã�Ì�i�
«ÀiviÀÀi`��À�ÃiV��`�V���Vi��v�V�>��i�°�
	ÕÌ�Ü�i��«>Þ��}�L���Ã]��À��>�>}��}�Ì�i�À�
VÕÀÀi�Ì�>VV�Õ�Ì]�ÕÃi��v�>��>««�Ón¯�
>ÛiÀ>}i®��À�>�ÜiLÃ�Ìi�Î�¯�>ÛiÀ>}i®�ÜiÀi�
LÞ�v>À���Ài�«�«Õ�>À�V��«>Ài`�Ì��Û�Ã�Ì��}�
>�LÀ>�V��£Ó¯®°

27%
42%
33%

LOAN

MORTGAGE

SAVINGS ACCOUNT

Visiting a branch was the preferred or second choice 
of channel when applying for a:

From our survey it seems that all generations desire an omni-channel approach 
to some extent, offering choice to consumers as to how they communicate with 
Ì�i�À�«À�Û�`iÀ�>�`�>���Ü��}�v�À�Ãi>��iÃÃ�V�>��i��Ã��vÌ��}°

Onmi channel

/�i�À�V���Vi��v�V�>��i��Û>À�iÃ�Ã�}��wV>�Ì�Þ�`i«i�`��}����
Ì�i�«À�`ÕVÌ���Û��Ûi`]�>�`�Ì�i�ÃÌ>}i��v�Ì�i�À���ÕÀ�iÞ�Ü�Ì��
Ì�>Ì�«À�`ÕVÌ°
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{Ó¯��v�>���V��ÃÕ�iÀÃ�ÃÕÀÛiÞi`�Û�Ìi`�v�À�
Ì�i�>Û>��>L���ÌÞ��v�>�Ó{ÉÇ�ÃiÀÛ�Vi�>Ã�>�
VÀ�Ì�V>��v>VÌ�À�v�À�Ì�i�����V���Ã��}�Ì��ÃÌ>Þ�
Ü�Ì��>�w�>�V�>��ÃiÀÛ�ViÃ�«À�Û�`iÀ°�

�ÕÀÌ�iÀ�Ì��Ì��Ã]���Ài�Ì�>���>�v�xÓ¯®��v�
V��ÃÕ�iÀÃ�Ãi�iVÌi`�º/�i�ÃiÀÛ�ViÃ�
>Û>��>L�i������i»�>Ã���i��v�Ì�i�À�Ì�«�Î�
Ài>Ã��Ã�Ì��V���Ãi�>�w�>�V�>��ÃiÀÛ�ViÃ�
«À�Û�`iÀ°�/��Ã�v>VÌ�À�Ü>Ã����Þ�Li>Ìi��LÞ�
º��ÌiÀiÃÌ�À>ÌiÃ�>�`�V�>À}iÃ»�xÇ¯®�
>���}ÃÌ�Ì�i�Ì�«�Î�Ài>Ã��Ã�v�À�V���Ã��}�
>�w�>�V�>��ÃiÀÛ�ViÃ�«À�Û�`iÀ°�-�]�>�Ì��Õ}��
price is still important in decision-making, 
providing an online service, and one that 
�Ã�>Û>��>L�i�Ó{ÉÇ]��Ã�VÀÕV�>��Þ���«�ÀÌ>�Ì�Ì��
V��ÃÕ�iÀÃ°

 

7�Ì����ÃÌ��v��i�iÀ>Ì����<�«ÀiviÀÀ��}�Ì��
ÕÃi�Ì�i�À���L��i�`iÛ�Vi�xn¯®�Ü�i��
�>�>}��}�Ì�i�À�w�>�ViÃ������i]��Ì½Ã�
unsurprising that they are open to the 
ÕÃi��v�>ÕÌ��>Ìi`��À��Õ�>���«iÀ>Ìi`�
V�>Ì�ÃiÀÛ�ViÃ]�Ü��V��>Ài�`iÃ�}�i`�Ü�Ì��
ÃÕV��`iÛ�ViÃ�������`°�

7�Ì��>�À�LÕÃÌ���vÀ>ÃÌÀÕVÌÕÀi]�>ÕÌ��>Ìi`�
�����i�ÃiÀÛ�ViÃ�>Ài�>L�i�Ì��«À�Û�`i�Ó{ÉÇ�
V�ÛiÀ>}i�Ài}>À`�iÃÃ��v�Üii�i�`Ã]�
holiday periods and sickness levels, 
ÃV>���}�Ü�Ì��i>Ãi�Ì��V�«i�Ü�Ì��`i�>�`�
>Ì�«i>���iÛi�Ã°�Ƃ��>}i�Ì��«iÀ>Ìi`�
ÜiLV�>Ì�V>��iÛi��Li�Ì>�i���ÛiÀ�LÞ�>�
Û�ÀÌÕ>��>ÃÃ�ÃÌ>�Ì�Ü�i��Ì�i�>}i�ÌÃ�w��Ã��

Ü�À��v�À�Ì�i�`>Þ]�«À�Û�`��}���Ìi���}i�Ì�
FAQ-based responses throughout the 
��}�Ì�>�`�L�����}�V>���L>V�Ã�v�À�Ì�i�
v����Ü��}�̀ >Þ°

One thing that was clear from the survey results is the desire for 24/7 
ÃiÀÛ�Vi�«À�Û�Ã���]�Ü��V��Ü>Ã��LÃiÀÛi`�>VÀ�ÃÃ�>���>}i�}À�Õ«Ã°�

>  42% stated 24/7 service is critical in 
EJQQUKPI�VQ�UVC[�YKVJ�C�ƂPCPEKCN�
services provider 

>   52% selected online services  
as one of their top 3 reasons

>  57% opted for Interest rates and 
charges as one of their top 3 reasons

42% 57% 52% 

Reasons to choose a financial services provider:

Always  
on service

Although price is still important in decision-making,  
providing an online service, and one that is available  
Ó{ÉÇ]��Ã�VÀÕV�>��Þ���«�ÀÌ>�Ì�Ì��V��ÃÕ�iÀÃ°



www.targetgroup.com 7����V�>ÌL�ÌÃ�ÀiÛ��ÕÌ����Ãi�VÕÃÌ��iÀ�iÝ«iÀ�i�Vi����w��>�V�>��ÃiÀÛ�ViÃ¶

������}�>Ì�Ì�i�ÜiLÃ�ÌiÃ��v�Ì�i�Ì�«�£ä�
L>��Ã����Ì�i�1�]���ÃÌ�>`ÛiÀÌ�Ãi�v�ÕÀ�
V�>��i�Ã�v�À�V��ÃÕ�iÀÃ�Ì��ÕÃi�v�À�
V��«�>��ÌÃ°�Ƃ���LÕÌ���i���ÃÌ�º	À>�V�»�>Ã�
��i��v�Ì�i�À�Ì�«�v�ÕÀ�V�>��i�Ã�v�À��>���}�
>�V��«�>��Ì°�

And although Email is selected as the 
��ÃÌ�«�«Õ�>À�V�>��i��Ì�À�Õ}��Ü��V��
Ì���>�i�>�V��«�>��Ì]����Þ�ÌÜ���v�Ì�i�
Ì�«�ÀiÌ>���L>��Ã��vviÀ�Ì��Ã�>Ã�>���«Ì����
>�Ì��Õ}��Ì��Ã��>Þ�Li����ÀiÃ«��Ãi�Ì��
V��ViÀ�Ã�>L�ÕÌ�Ì�i�ÃiVÕÀ�ÌÞ��v��>��]�
iÃ«iV�>��Þ�Ü�i��V���Õ��V>Ì��}�
V��w�`i�Ì�>��«iÀÃ��>����v�À�>Ì���®°�Ƃ���Ì�i�
Ì�«�ÀiÌ>���L>��Ã��vviÀ�>�������i�v�À��>Ã�
��i��v�Ì�i�À�

Ì�«�v�ÕÀ�V�>��i���«Ì���Ã�v�À��>���}�
>�V��«�>��Ì]�`iÃVÀ�L��}�Ì�i�v�À��>Ã�
ºÃiVÕÀi»°�/��Ã�ÃiVÕÀi������i�v�À��
>««À�>V���vviÀÃ�Ã����>À�vÕ�VÌ���>��ÌÞ�
Ì��>��i�>��]�LÕÌ�Ü�Ì��>``i`�ÃiVÕÀ�ÌÞ�
measures in place, and there has been 
a great endeavour to develop virtual 
assistants as onboarding support, 
>ÃÃ�ÃÌ��}�Ì�i�VÕÃÌ��iÀ�Ü�Ì��v�À��w�����}�
>�`�>ÕÌ��>Ì�V>��Þ�«�«Õ�>Ì��}�w�i�`Ã�
Ü�iÀi�«�ÃÃ�L�i°

/�i�V��ÃÕ�iÀÃ½�V���Vi��v�V�>��i��
Ì�À�Õ}��Ü��V��Ì��V��«�>����Ã����i�Þ�Ì��Li�
`À�Ûi��LÞ�Ì�i�«iÀVi�Ûi`�ÕÀ}i�VÞ��v�Ì�i�
V��«�>��Ì°�

>  of consumers said it 
was Very or Fairly 
important for their 
w��>�V�>��ÃiÀÛ�ViÃ�«À�Û�`iÀ�
to respond quickly to 
Ì�i�À�V��«�>��Ì°

85%

While our survey says that 37% of consumers would be comfortable using a 
human-operated online chat service for making a complaint, and 22% would be 
comfortable using an automated chat service to make a complaint, many UK 
ÀiÌ>���L>��Ã�LÕÃ��iÃÃiÃ�`��½Ì��vviÀ�Ì��Ã�>Ã�>���«Ì���°�

Complaints 
handling

Ƃ���Ì�i�Ì�«�ÀiÌ>���L>��Ã��vviÀ�>�������i�v�À��>Ã���i��v�
Ì�i�À�Ì�«�v�ÕÀ�V�>��i���«Ì���Ã�v�À��>���}�>�V��«�>��Ì]�
`iÃVÀ�L��}�Ì�i�v�À��>Ã�ºÃiVÕÀi»°�
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/��Ã�ÃÕ}}iÃÌÃ�Ì�>Ì�Ì�i���ÌÀ�`ÕVÌ���� 
�v�Ì�iÃi�Ã��ÕÌ���Ã�Ü����LÀ��}�>L�ÕÌ� 
a positive impact on customer 
iÝ«iÀ�i�Vi����Ì�i�w�>�V�>��ÃiÀÛ�ViÃ�
ÃiVÌ�À]�LÕÌ�Ü�>Ì��Ì�iÀ���«>VÌ�V�Õ�`�
ÃÕV��ÌiV�����}Þ��>Ûi¶

7���i���i��v�Ì�i�`À�ÛiÀÃ�Li���`�Ì�i�
`iÛi��«�i�Ì��v�>ÕÌ��>Ìi`�V�>Ì�
services is inevitably cost reduction, 
ÃÕV��Ì���Ã�V�Õ�`�LÀ��}��ÕV��Ü�`iÀ�
Li�iwÌÃ���V�Õ`��}\

•   A reduction in the level of risk 
�Õ�>�Ã��>�i���ÃÌ>�iÃ°�,i��Û��}�Ì�i�
�Õ�>��i�i�i�Ì�vÀ���Ã��i�VÕÃÌ��iÀ�
services activities removes those 
��ÃÌ>�iÃ°��Õ�>�Ã�Ü������iÛ�Ì>L�Þ�v>������
�VV>Ã����Ü�i���Ì�V��iÃ�Ì���>�>}��}�
compliance, but an automated system 
«À�Û�`iÃ�>���Ài�Ài��>L�i��«Ì���°

 •  Revenue generation  
��ÌÀ�`ÕV��}�>ÕÌ��>Ìi`�V�>Ì�ÃiÀÛ�ViÃ�
can help businesses to capitalise on 
cross sell and upsell opportunities 
Ü��V��>Ài�}i�iÀ>Ìi`�vÀ���ÃÕV��
��ÌiÀ>VÌ���Ã°�/�i�ÕÃi��v�`>Ì>�`À�Ûi��
`iV�Ã�����>���}]�Ü��V���Ã��>`i�
«�ÃÃ�L�i�LÞ�Ƃ�]�V>���>�i�V��«��>�Ì�
product and service suggestions to 
consumers, based on previous and 
«Ài`�VÌi`�Li�>Û��ÕÀÃ°

With data security being the most important factor 
��yÕi�V��}�V��ÃÕ�iÀ���Þ>�ÌÞ�È�¯��v�ÀiÃ«��`i�ÌÃ�
selected data security in their top 3 reasons to remain 
Ü�Ì��Ì�i�À�w�>�V�>��ÃiÀÛ�ViÃ�«À�Û�`iÀ®]���Ü�`�iÃ�Ì��Ã�
impact on consumer demand for online chat? 
/�iÃi�Ã��ÕÌ���Ã]�L�Ì��>ÕÌ��>Ìi`�>�`��Õ�>���«iÀ>Ìi`]��ii`�Ì��Li�}�ÛiÀ�i`�LÞ�Ì�i�
Ã>�i�`>Ì>�ÃiVÕÀ�ÌÞ�vi>ÌÕÀiÃ�ÕÃi`����>����Ì�iÀ�V���Õ��V>Ì����V�>��i�Ã]�>�`�Ì�i�Ã>�i�
>ÕÌ�i�Ì�V>Ì����>�`�>ÕÌ��À�Ã>Ì����V�iV�Ã��ii`�Ì��Li��>`i�v�À�Ài}Õ�>Ì�ÀÞ�«ÕÀ«�ÃiÃ°

69% 

What impact could chat solutions  
JCXG�QP�ƂPCPEKCN�UGTXKEGU!
The introduction of automated or human-operated chat services to a bank’s 
communication strategy appears to be welcomed by the market, with large portions 
�v�Ì�i�V��ÃÕ�iÀ�«�«Õ�>Ì����i�LÀ>V��}�Ì�i�ÕÃi��v�ÃÕV��ÌiV�����}Þ°�

Reduction in  
the level of risk

Revenue 
generation 

Customer  
retention 

Consistency  Continuous 
improvement  

Data security

7



www.targetgroup.com 7����V�>ÌL�ÌÃ�ÀiÛ��ÕÌ����Ãi�VÕÃÌ��iÀ�iÝ«iÀ�i�Vi����w�>�V�>��ÃiÀÛ�ViÃ¶

•  Customer retention  
	Þ�}�Û��}�V��ÃÕ�iÀÃ�Ü�>Ì�Ì�iÞ½Ài�
>Ã���}�v�À�i°}°�>�«iÀÃ��>��Ãi`� 
Ó{ÉÇ�ÃiÀÛ�Vi]�µÕ�V��ÀiÃ«��ÃiÃ�Ì��
V��«�>��ÌÃ®]�L>��Ã�Ü����Li�>L�i�Ì��
«À�Û�`i�iÝVi��i�Ì��iÛi�Ã��v�VÕÃÌ��iÀ�
ÃiÀÛ�Vi]�Ü��V�����`Ã�Ã�}��wV>�Ì���yÕi�Vi�
�ÛiÀ�VÕÃÌ��iÀ�ÀiÌi�Ì���°

•  Consistency   
With an automated service compared 
to a human-operated chat system, there 
Ü����Li���Ài�V��Ã�ÃÌi�VÞ�����iÃÃ>}��}�
and brand alignment, as scripts and 
��Ìi�ÌÃ�Ü����Li�«Ài�`iÌiÀ���i`� 
>�`�v����Üi`�`���}i�Ì�Þ°

•  Continuous improvement   
	Þ�ÕÃ��}�>��>ÕÌ��>Ìi`�V�>Ì�ÃiÀÛ�Vi]�
providers are able to easily capture 
detailed usage data and consumer 
vii`L>V�°� �Ì����Þ�V>��Ì��Ã�Li�ÕÃi`�v�À�
monitoring activity levels and customer 
Ã>Ì�Ãv>VÌ���]��Ì�>�Ã��i�>L�iÃ�Ài>��Ì��i�
Ài«�ÀÌ��}°�-ÕV��`>Ì>�Ã��Õ�`�Ì�i��Li�
ÕÌ���Ãi`�vÕ��Þ�Ì��i�>L�i�vÕÀÌ�iÀ�
Àiw�i�i�Ì�>�`�`iÛi��«�i�Ì��v�Ì�i�
ÃiÀÛ�Vi°

The human impact 
�>ÀÌ�iÀ�Ã>ÞÃ�Ì�>Ì�LÞ�ÓäÓä]�nx¯� 
�v�VÕÃÌ��iÀ���ÌiÀ>VÌ���Ã�Ü����Li�
�>�>}i`�Ü�Ì��ÕÌ�>�Þ��Õ�>��
��ÌiÀÛi�Ì���°�

Ƃ�Ì��Õ}����i��v�Ì�i�>��Ã�>�`�Li�iwÌÃ� 
�v�Ì�i���ÌÀ�`ÕVÌ�����v�>ÕÌ��>Ìi`�V�>Ì�
ÃiÀÛ�ViÃ��Ã�Ì�i�Ài��Û>���v�v>���L�i��Õ�>�Ã�
vÀ���Ì�i�«À�ViÃÃ]�Ì�iÀi�`�iÃ��ii`�Ì�� 
Li�>�V��Ã�`iÀ>Ì����v�À�Ì�i���«>VÌ�ÃÕV�� 
>�ÃiÀÛ�Vi�Ü�����>Ûi����V��«>�Þ�
i�«��ÞiiÃ]�>Ã�Üi���>Ã����V��ÃÕ�iÀÃ°


ÕÀÀi�Ì�Þ�Ƃ��`iÛi��«iÀÃ�Ãii��Ì��Li�
retaining some human elements in 
Ƃ��i�>L�i`�ÃiÀÛ�ViÃ]�ÃÕV��>Ã�}�Û��}�>�
L�Ì�>��>�i]�v>Vi�>�`�Û��ViÆ�Ì�i���`ÕÃÌÀÞ�
�Ã�V>ÕÌ��ÕÃ�Þ�ÌÀ>�Ã�Ì�����}�Ì��Ƃ��`À�Ûi��
services and intends to ease the 
V��ÃÕ�iÀ���Ì��Li��}�V��v�ÀÌ>L�i�Ü�Ì��
>ÕÌ��>Ì����LÞ�ÀiÌ>����}�Ã��i��v�Ì��Ãi�
i�i�i�ÌÃ�Ì��«À�Û�`i�v>����>À�ÌÞ°�

"v�V�ÕÀÃi]�>ÕÌ��>Ìi`�V�>Ì�ÃiÀÛ�ViÃ�Ü����
ÃÌ����ÀiµÕ�Ài��Õ�>����«ÕÌ�Ì�À�Õ}��ÕÌ�
concept, development, deployment  
and maintenance, including a deep 
Õ�`iÀÃÌ>�`��}��v�V��ÃÕ�iÀ��ii`Ã�>�`�
«À�`ÕVÌ�Ã«iV�wVÃ°�

�Õ��«iÀ�,iÃi>ÀV��ÃÌ>ÌiÃ�Ì�>Ì�V�>ÌL�ÌÃ�
are projected to help global banks to 
Ã>Ûi����iÝViÃÃ��v�fnL��>��Õ>��Þ�LÞ�ÓäÓÓ°�

Such an outcome is likely to do more 
Ì�>���ÕÃÌ����i�Ì�i�«�V�iÌÃ��v�Ì�iÃi�
V��«>��iÃ°���ÛiÃÌ�i�Ì��v�Ì��Ã����iÞ�
��Ì���Ì�iÀ�>Ài>Ã��v�Ì�i�LÕÃ��iÃÃ��Ã���Ài�
���i�Þ]���V�Õ`��}�vÕÀÌ�iÀ�`iÛi��«�i�Ì��v�
ÌiV�����}Þ�>�`��iÜ�«À�`ÕVÌÃ�Ì��vÕi��
vÕÀÌ�iÀ�LÕÃ��iÃÃ�}À�ÜÌ�°�

/�iÀi�>Ài]��v�V�ÕÀÃi]�V��ViÀ�Ã�Ì�>Ì�Ì�i�
��ÌÀ�`ÕVÌ�����v�>ÕÌ��>Ìi`�V�>Ì�ÃiÀÛ�ViÃ�
>�`��Ì�iÀ�>ÕÌ��>Ì�������Ì�>Ì�ÛiÃ�Ü����
Ài��Ûi���LÃ�vÀ���Ì�i�1��iV����Þ���
v�À�iÀ�
�Ì�}À�Õ«�
��iv�6��À>��*>À`�Ì�
«Ài`�VÌi`����Óä£n�Ì�>Ì�Îä¯��v�L>����}�
��LÃ�V�Õ�`�Li�Ü�«i`��ÕÌ�LÞ�Ƃ�����x�
Þi>ÀÃ°�/�i�w�>�V�>��ÃiÀÛ�ViÃ���`ÕÃÌÀÞ]�>Ã�
Ü�Ì���Ì�iÀ�ÃiVÌ�ÀÃ]�Ài�ÌiÀ>ÌiÃ�Ì�>Ì���LÃ�
Ü����Li�VÀi>Ìi`�����Ì�iÀ�>Ài>Ã]�>�`�Ì�>Ì�
although some administrative and 
�i��>��Ì>Ã�Ã�Ü����Li�Ài«�>Vi`�LÞ�Ƃ�]�Ì��Ã�
Ü����>���Ü�>�`ii«iÀ�«iÀÃ��>��VÕÃÌ��iÀ�
ÃiÀÛ�Vi�v�À�Ì��Ãi�Ì��iÃ�Ü�i��Ƃ��V>�½Ì�
«iÀv�À��Ì��Ì�i�Ã>�i��iÛi��>Ã�>��Õ�>�°

Automated chat services can only 
ÃÕ««�ÀÌ�V��ÃÕ�iÀ��ii`Ã�Ã��v>À°�/�iÀi�
Ü����Li�Ì��iÃ�Ü�i��>��Ì�iÀ�V�>��i�]�
«�Ìi�Ì�>��Þ��Õ�>���«iÀ>Ìi`]�Ü�����ii`�
Ì��ÃÌi«����>�`�V��Ì��Õi�Ì�i�V��ÃÕ�iÀ½Ã�
��ÕÀ�iÞ°�"ÕÀ�ÃÕÀÛiÞ�Ã��ÜÃ�V�i>À�Þ�Ì�>Ì�
consumers are already using multiple 
V�>��i�Ã]�ÃÜ�ÌV���}�Ài}Õ�>À�Þ�LiÌÜii��
Ì�i�]�>�`�V���Ã��}�`�vviÀi�Ì�V�>��i��
options depending on the product and 
V��«�iÝ�ÌÞ���Û��Ûi`°�

�>ÀÌ�iÀ�Ã>ÞÃ�Ì�>Ì�LÞ�ÓäÓä]�nx¯��v�VÕÃÌ��iÀ���ÌiÀ>VÌ���Ã�
Ü����Li��>�>}i`�Ü�Ì��ÕÌ�>�Þ��Õ�>����ÌiÀÛi�Ì���°


