
Solution

Partner with us to give your customers digital-first
communication solutions that deliver results.

Why customer experience matters

Source: Kolsky

How Infobip Helps Banks 
Overcome Digital Transformation 

Challenges

Overcoming digital transformation
pain points

54%

of customers say impersonal 
messages annoy them

Source: Infobip

19%

Increase in NPS

72%

of customers will tell 
6+ people when they have 
a positive experience

Learn More

The pandemic fast forwarded digital transformation for almost every 
industry – including the banking and finance sector. 

Learn how our solutions can help your banking customers 
overcome their CX challenges.

Source: Hubspot

is the maximum 
time millennials 

(ages 24-40) 
will wait for a reply

10 minutes

Our customizable and personalized 
communication solutions lead to...

30%

Increase in internal 
process efficiency

50%

Decrease in delivery costs

Challenge
Improve branch performance and overall 
customer journey.

Implement two-way communication and chatbots 
to minimize calls to a bank's contact center. 
Instantly share information with customers 
including loan details, new offers, as well as ATM 
and branch locations. 

Raiffeisenbank, one of Russia's most trusted banks, used a WhatsApp 
chatbot to reduce costs by 10-fold and increase NPS by 19%.

Cost Optimization

Customer Story

Solution

Challenge
Increase customer engagement and number 
of conversions.

Automate and customize on-demand campaigns 
and reports, improve customer behavior tracking, 
and reach out to customers on their preferred 
channels from a single workspace.

VTB Bank in Belarus managed to reduce customer complaints 
by 80% and increase customer engagement after adding Viber 
as a communication channel with SMS failover.

Cost Optimization

80%

Reduction in complaints

Hi, I’m BankBot! 
How can I help you today?
1. Account options
2. Branch and ATM locations
3. Credit Card options
4. Speak to an agent

Awesome, I can help you out 
with that. Please share your 
location.

Hey, I need assistance
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Hi, Tim! 
Your account balance 
is $4,500.

Balance

Great, thanks!

Solutions

Challenges
Increase number of new clients and ROI.

Improve the onboarding experience by 
using automated, digital communication 
to reengage customers who start filling 
out a form but don’t complete or submit it.

Integrate a platform with advanced analytics 
and options for fine-tuning campaigns to 
improve digital campaign performance.

GTBank, the largest banking group in Nigeria, grew its customer base 
by 160% and achieved an ROI of more than 200% after implementing 
email campaigns through Infobip.

Revenue Generation

Customer Story

Browsed site

Welcome!

Loan approved!

Form submitted

We have a special 
loan for you!

Solutions

Challenges
Improve efficiency and customer satisfaction.

Use over-the-top (OTT) channels, such as 
WhatsApp, Viber, and Messenger, to improve 
responsiveness. Empower agents to handle 
more than one query at a time, enable 
e-banking, and implement a chatbot to answer 
frequently asked questions – all in one place.

Edenred UAE used a cloud contact center and WhatsApp chatbot to 
decrease wait time by 96% and move 69% of chats from agent-serviced to 
self-serviced.

Revenue Generation

Customer Story

96%

Decrease in wait time

69%

of chats moved from
agent-serviced to self-serviced

Solutions

Challenges
Increase market share and reach, and enter 
new markets.

Partner with a global leader in the 
telecommunications industry that has extensive 
direct connections to telecom operators, globally – 
and has experts in each market to help you navigate 
rules and regulations.

Ensure customers receive messages by implementing 
omnichannel communication with a failover approach.

NLB Bank increased sales leads by 30% and sales by 15% after introducing 
Viber as a new communication channel with SMS failover.

Customer Story

15%

Increase in sales

30%

Increase in sales leads

Market Share

10x
Reduction

in costs

Increased 
customer 

engagement

ROI

200% Customer base
growth

160%

Hi, Sam! 
Your account balance is 
$5,000.00

Hey, can you tell me my 
account balance?

Thank you!

Increase in new
accounts

300%

Return 
on investment

220%

70%

Customer engagement

40%

Conversion rate

Customer Story

How can we help you today? 
Reply with a number from 
the options below:
1. My app is blocked
2. Forgot Pay Mobile

password
3. Money transfer issue
4. I want to report fraud
6. I forgot my ATM PIN

number

Hi

2

https://www.infobip.com/customer/raiffeisenbank?utm_source=ebook&utm_medium=pdf&utm_campaign=convert%20--%20pdf%20--%20ebook%20--%20ebook%20how%20infobip%20helps%20banks%20--%20global%20--%20mix&utm_term=ebook%20--%20ebook%20how%20infobip%20helps%20banks%20overcome%20digital%20transformation%20challenges%20%20--%20english%20--%20mix%20--%20readers%20--%20global%20--%20mix&utm_content=link-text%20--%20customer%20story%20--%20english
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https://www.infobip.com/whatsapp-business?utm_source=ebook&utm_medium=pdf&utm_campaign=convert%20--%20pdf%20--%20ebook%20--%20ebook%20how%20infobip%20helps%20banks%20--%20global%20--%20mix&utm_term=ebook%20--%20ebook%20how%20infobip%20helps%20banks%20overcome%20digital%20transformation%20challenges%20%20--%20english%20--%20mix%20--%20readers%20--%20global%20--%20mix&utm_content=link-text%20--%20product%20page%20--%20english
https://www.infobip.com/messenger?utm_source=ebook&utm_medium=pdf&utm_campaign=convert%20--%20pdf%20--%20ebook%20--%20ebook%20how%20infobip%20helps%20banks%20--%20global%20--%20mix&utm_term=ebook%20--%20ebook%20how%20infobip%20helps%20banks%20overcome%20digital%20transformation%20challenges%20%20--%20english%20--%20mix%20--%20readers%20--%20global%20--%20mix&utm_content=link-text%20--%20product%20page%20--%20english
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