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Setting the Scene
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Swedbank 

Sweden
Population 9.6m
Private customers 4.1m
Corporate customers 270 000
Organizations 66 000
Branches 314
ATMs 0*
Cards 3.9m
Employees 8  482

Estonia
Population 1.3m
Private customers 1.0m
Corporate customers 130 000
Branches 40
ATMs 467
Cards 1.1m
Employees 2 280

Latvia
Population 2.0m
Private customers 1.0m
Corporate customers 87 000
Branches 48
ATMs 409
Cards 1.0m
Employees 1 521

Lithuania

Population 3.0m
Private customers 2.0m
Corporate customers 89 000
Branches 68
ATMs 521
Cards 1.7m
Employees 1 953
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Our business is being disrupted

Technology is driving  changes in customer behaviour that disrupts whole business

The future will be digital

TravelMusicMedia HotelRetail… Bank

Old ways of working are holding back

New technology drives change
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Future banking

ü What can be digitalized will be digitalized = 100% self service

ü Knowledge will be automated (robo advice) 

ü Banks will build relations by differentiating service

ü Bank products will become a commodity

ü Customer experience is crucial. Our customers demand user friendly design 
and seamless processes

5
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This is our reality...

Online channels

350 M

Visits per year and channel

>1000 M

Online channels

20152011
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• In 2016…
– 4,5 million customer interactions.

• 2 million of these calls are 
simple, transactional

– 80% of our customers have logged to a 
digital channel at least once a month

– 39% of our customers are only on Mobile
– 21,4 average logins per month to our Mobile 

Bank

• By 2018…
– Customers will primarily chose to contact us 

via digital channels 
– All banking business can be done via self 

service on digital channels
– Customer interaction focus on sales rather 

than service

In our contact center
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The Nina Web project
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Change of direction
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Statistics

Conversations
On average: 30 817 conversations since January 2015

March: 41 840 conversations

First Contact Resolution
On average: 78 % since January 2015

March: 80 %

Deflected
On average: 

60 % since January 2015
March: 62 %

Channeled
On average: 

18% since January 2015
March: 18 %

Attempted resolution
On average: 22 % since January 2015

March: 20 %

Escalated
On average:

2 % since January 2015
March: 2 %

Abandoned
On average: 

20 % since January 2015
March: 18 %



© Swedbank

Success factors

• Customer driven dialogue and development
• Easy to get results = quick management buy in
• Smooth project – from decision to production in less than 6 months
• Stakeholder management 
• Dedicated team for content management
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• Expansion to Savings Banks is ongoing
• Connecting with live agent through Nina 

Moving Nina into new channels 
– Mobile
– Secure web

• Nina to help customers with common user 
journeys

What’s next?


