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Client	  Experience	  of	  the	  Future?	  
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Wealth	  and	  Investment	  Management	  
Wealth	  Management	  

�  Bespoke	  banking	  and	  investment	  soluJons	  
for	  High	  net	  worth	  individuals	  

�  Comprehensive	  range	  of	  investment	  advice	  
across	  all	  asset	  classes,	  wealth	  structuring	  
advice	  and	  banking	  services.	  	  

�  Onshore	  and	  offshore	  markets	  

Interna<onal	  –	  Intermediaries	  -‐	  Direct	  

�  Offers	  offshore	  internaJonal	  banking	  and	  
investment	  soluJons	  	  

�  Individual	  and	  intermediary	  clients	  	  

�  Mass	  affluent	  banking	  and	  investment	  
soluJons	  for	  	  net	  worth	  individuals	  
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Background	  
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Security	   Convenience	  

Voice of the Client 
International Annual Client Survey & Post Call Surveys - 2010 
•  When asked “What is the one thing you would change about the telephone service?”, the highest response was on security processes 

–  5% of client dissatisfaction attributed to length and complexity of security processes as the reason 
–  8% of requests not completed during the call attributed to the complexity and length of the security processes  

 

 
 
 
 
 
 
 

 
 
 
 
 
 
 

“Maybe	  they	  could	  ask	  me	  my	  name	  next	  
time”

“Impossible	  to	  get	  through	  your	  phone	  
security”

“Substantially	  reduce	  redundant	  security	  
checks	  it’s	  liudicrous” “stop	  the	  tortuous	  verification	  Q&A”

“if	  Barclays	  calls	  me	  to	  offer	  advice	  please	  
go	  ahead	  and	  do	  so	  without	  going	  
through	  the	  security	  rig	  marole”

“Long	  period	  taken	  for	  security	  verification	  
costing	  me	  international	  call	  charges”

Transforming The Client Experience 

Design principle: Make it easy for clients who contact us, often with a request that is emotional, complex or urgent 
 Design	  

•  A	  telephone	  security	  experience	  that	  will	  reduce	  client	  effort	  
•  A	  colleague	  journey	  that	  will	  provide	  our	  people	  to	  personalise	  every	  call	  
•  A	  soluJon	  that	  allows	  us	  to	  manage	  our	  risk	  profile	  on	  a	  more	  informed	  basis	  
	  
Business	  Case	  
•  Improve	  Client	  Advocacy	  &	  SaJsfacJon	  
•  Reduce	  the	  Average	  Call	  Time	  
•  Improve	  our	  Employee	  Engagement	  scores	  
•  Improve	  our	  risk	  profile	  
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The	  Client	  Experience	  -‐	  Before	  Voice	  Biometrics	  
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Through	  a	  Consumer	  Lens	  
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Currently	  prefer	  to	  
call	  for	  Customer	  

Service	  

Say	  they	  are	  
irritated	  at	  having	  

to	  repeat	  
informaJon	  to	  
different	  people	  

63%	  
54%	   51%	  

*	  Source:	  UK	  Customer	  Contact	  AssociaJon	  

Want	  to	  interact	  
with	  a	  real	  person	  
when	  interacJng	  
with	  a	  brand	  	  

Say	  they	  want	  to	  
be	  treated	  as	  an	  

individual	  

49%	  
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Becoming	  Go-‐To	  
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Success	  will	  be	  defined	  by	  how	  our	  
stakeholders	  think	  and	  feel	  	  
about	  Barclays.	  It’s	  about	  	  
crea:ng	  an	  emo:onal	  as	  	  

well	  as	  intellectual	  	  
connec:on	  with	  them.	  

“ 

” - Anthony Jenkins 
Barclays Group CEO 
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The	  Client	  Experience	  -‐	  ANer	  Voice	  Biometrics	  
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Timeline	  
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Build & Test Friends and Family 
Service Centres 

International 
(50% of client base) 

Service Centres 
International 

(remaining client base) 

Build & Test Service Centres 
Intermediaries 

Service Centres 
WM UK (20% of client 

base) 

I&I Relationship 
Managers  

Glasgow & IoM 

Client Relations 
I & I  

Service Centres 
(WM UK & PCS) 

Client Relations 
(WM UK) 

I & I Relationship 
Managers  

London 
Wealth Asia 

Q1 Q2 Q4 Q1 2015 

2012 

2013 

2014+ 
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Client	  UpliN	  -‐	  Reducing	  Client	  Effort	  
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Voice Security is now the most common authentication method in our service centres  
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Improved	  Client	  Advocacy	  
&	  SaJsfacJon?	  
Before	  -‐	  40%	  
ANer	  -‐70%	  

ReducJon	  in	  Average	  Call	  
Time?	  
Before	  -‐	  6m	  30s	  	  
ANer	  -‐	  15%	  Reduc<on	   	  	  

Improved	  employee	  
engagement	  scores?	  
Before	  -‐	  80%	  
ANer	  -‐	  95%	  

Improved	  risk	  profile?	  
Yes	  

Evalua<on	  
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How	  have	  others	  responded?	  
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And	  to	  sum	  it	  all	  up……	  
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Ques<ons?	  

14 



YOU 
THANK 


