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Microsoft Teams Empowers Frontline Workers and
Improves Service for Banking Organizations

Banking organizations have long focused on digital
transformation efforts to improve customer
experiences. However, the key to delivering impactful
customer experiences lies in supporting the
employees that service them. Forrester research
states that employee experience (EX) drives
customer experience (CX), which drives business
results so the current pandemic-influenced period will
widen the gap between leaders and laggards if
employee support doesn’t match customer support?.

In banking, frontline workers are the conduit between
retail customers and the personal financial
information that they seek. With such a complex and
often sensitive topic as money, it is ever more critical
to support frontline workers by serving up necessary
information from across banking operations, quickly.
By implementing technologies that target the
activities and needs of these employees, banking
organizations can design an elevated workforce
experience for their frontline workers to deliver better
customer experiences and produce business value.

Microsoft Teams for frontline workers, with its
customizable range of apps to improve engagement,
efficiency, and productivity, serves as a modern,
intuitive, and security-enhancing solution for frontline
employees at banking organizations. Employees can
access Teams on a wide range of devices, including
smartphones, tablets, and other mobile devices,
facilitating collaborative work within frontline teams as
well as between frontline employees and the rest of
the organization. Teams helps to close the long-
standing technology gap that often separates
frontline workers from the tools, resources, and
expertise they need to do their best work.
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To better understand the benefits, costs, and risks
associated with Microsoft Teams, Microsoft
commissioned Forrester Consulting to interview
decision-makers from seven organizations and
conduct a Total Economic Impact™ (TEI) study. ?

This abstract will focus on one interview with an
executive director of digital transformation in the
banking industry and the value Microsoft Teams has
brought to the organization and its frontline workers.

INVESTMENT DRIVERS

The interviewee’s organization adopted Microsoft
Teams to optimize the workforce experience for their
frontline. Their organization struggled with several
challenges in their legacy environment, including:



https://www.microsoft.com/en-us/microsoft-teams/frontline-workforce
https://go.forrester.com/

« Lack of an efficient solution for real-time
communciation. When customers entered the
bank, they expected efficient and accurate
service. To provide that service, frontline workers
needed access to both information and their
network of peers. Prior tools for real-time
communication were limited and not easy to use,
forcing frontline workers to rely heavily on email
communications instead. Using these methods
did not deliver the timely responses frontline
workers required to meet customer expectations.

those tools. Low engagement rates meant that
the organization could not benefit from
efficiencies or improved collaboration

“If you have a customer and you get
their question answered quickly, you
move on so the next customer can be
serviced. We measure value in terms
of how many customers a teller can
service in a day. With Teams we see a

. . H ”
« Limited access to knowledgeable sources to clear improvement.

deliver optimal customer experience (CX).
Frontline workers in the banking industry serviced
many customers with unique, complex, and often
sensitive requests and questions. Interactions
that were fielded by a teller in a local branch
could require specialized knowledge from any of
the various parts of the organization to fulfil
customer needs. Frontline workers needed
access to knowledge sources dispersed across
bank operations and physical locations, quickly. .

Executive director of digital transformation,
banking

SOLUTION REQUIREMENTS

The interviewees’ organization chose to invest in
Teams for the following reasons:

One tool, multiple capabilities. Teams serves

The interviewee stated, “When a customer walks
in, the bank teller that services them may have to
get approval from or find the answers from
someone else, such as a manager or a specialist.
These roles often cover many locations and are
not physically in the branch to help.”

Difficulty relaying information from shift to
shift. Frontline workers strove to provide
consistent and effective customer experiences
despite external factors such as shift changes,
employee turnover and perforated physical
locations. They lacked a reliable method of
relaying information such as instructions
regarding unfinished tasks or changes in
priorities to surmount these challenges.

Poor user experience and employee
engagement. Prior tools for real-time
communication were limited and not easy to use.
As a result, many employees chose not to utilize
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as an all-in-one solution for fostering productivity,
collaboration, and communication across frontline
workers, that houses tools such as Walkie Talkie,
Tasks, and Shifts. Users also have access to
multiple communication channels including
secure chat messaging, voice calling, video calls,
and online meetings. Additionally, Teams plugins
and integrations can be used to further promote
business efficiency. The interviewee stated,
“Teams is much more integrated [than our prior
chat solution] because we can invite people for
video calls or host webinars all with one click.
Teams is also integrated with LinkedIn. When
you send a meeting through Microsoft Teams,
the invitation will find participant profiles on
LinkedIn and provide background information
prior to the meeting.”

« Consistency across all users. Teams could
support the business and technical needs of
store associates, managers, and back-office



employees, and serve as a platform for real-time
interaction and data sharing among all its users.

KEY RESULTS

The composite organization, which is representative
of the seven decision-makers’ organizations,
experiences the following benefits:

Time savings of 43 hours per year per manager
from enhanced productivity. Teams enabled
frontline workers and supervisors to communicate
and relay instructions or requests in real time, without
interrupting their work in progress. Additionally, the
interviewee cited employees felt empowered by the
access to information that Teams provided and could
confidently make decisions for themselves. A more
autonomous workforce freed up more manager time
as well. The interviewee stated, “Frontline workers
have more information at their fingertips. In some
ways, they are also more autonomous when it comes
to decision making because, when they reach out
and ask a policy question for example, they know the
correct answer for those situations going forward,
and they don’t have to reach out to me the next time
it comes up — it’s freed up my time.”

The interviewee also cited that the Walkie-Talkie
functionality enabled better communication between
managers and frontline workers across their large
retail presence. The bank was not centralized and
had many offices and branches globally. Walkie-
Talkie facilitated rapid communications between key
relationships despite sprawling operations.
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A 25% reduction in errors due to misinformation.
For banking organizations, Teams simplified the
process of running meetings while boosting the
frontline worker engagement seen on those
meetings. This resulted in a better, more universal
understanding of complicated topics.

Teams enabled the organization to track attendance
for meetings, which also encouraged employee
participation. Higher participation rates meant a more
informed workforce that was more motivated to
maintain an active presence and provide effective
customer service. The interviewee provided the
following example: “For instance, for Wealth
Managers, if they miss an all-hands training meeting,
they could miss the latest about ETFs or
cryptocurrencies. So, if a customer comes along and
wants to augment their portfolio with either of those
items, the Wealth Manager will not be armed with the
appropriate information to assist that customer.”

Additionally, frontline workers had real-time access to
information so that they delivered accurate answers
to customers with confidence. The interviewee
shared, “If a customer brings in a torn bill, for
example, the manager may not be physically present
in the retail bank or store to approve the acceptance
of the bill. In this case, the teller can send the
manager a picture of the bill over Teams and get the
necessary approvals.” The interviewee also indicated
that policy decisions in the industry were often
dynamic and, although they were logged in a system,
the system information was often dated. With Teams,
frontline workers had the means to verify policies
against fluctuating data, such as exchange rates.

Increased revenue from a 30% improvement in
customer experience. Providing frontline workers
with access to the right information fast, allowed
organizations to provide better service and protect
brand reputation in a competitive market.

The interviewee explained how frontline worker
efficiencies impacted more than just the individual
tellers providing service. They stated, “If servicing



customers is taking too long, it's wasting everybody’s
time. We always look at the total cost of this whole
situation which is, what’s the cost of paying the teller
for just that one dollar and what’s the cost of
everybody’s time? What'’s the cost of brand? You
lose brand value because customers are getting
frustrated and the next time you’re thinking about the
bank or investing whatever, you will just have a
negative perception.” Negative brand perception
could impact revenue through customer retention.

An improvement in internal meeting productivity.
Teams enabled organizations to deliver an intuitive
and consistent meeting experience across all workers
from one central solution. Employees could now meet
from anywhere—an especially important facet for
during the COVID-19 pandemic—while staying
engaged by seeing meeting materials, reading the
faces and expressions of other participants, and
asking questions. Additionally, joining and running
virtual meetings was now a smooth process, saving
the composite organization several minutes of
wasted time per meeting.

Team empowerment. According to the interviewee,
employees valued Teams’ support for data
democratization throughout their organizations. They
were able to understand shifting policies and collect
information from various knowledge centers, giving
them more control over the service experience. The
interviewee referred to the value as the
“decentralization of information which has made
information more transparent, easy to access, and
quick to provide to our customers.”
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Appendix A: Endnotes

1 Forrester Research. “It's Time For CMOs To Pay More Attention To Employees.” July 27t 2020.

2 Total Economic Impact is a methodology developed by Forrester Research that enhances a company’s
technology decision-making processes and assists vendors in communicating the value proposition of their
products and services to clients. The TEI methodology helps companies demonstrate, justify, and realize the
tangible value of IT initiatives to both senior management and other key business stakeholders.

DISCLOSURES

The reader should be aware of the following:

The study is commissioned by Microsoft and delivered by Forrester Consulting. It is not meant to be a competitive analysis.

Forrester makes no assumptions as to the potential ROI that other organizations will receive. Forrester strongly advises that readers use
their own estimates within the framework provided in the report to determine the appropriateness of an investment in Microsoft Teams.

Microsoft reviewed and provided feedback to Forrester. Forrester maintains editorial control over the study and its findings and does not
accept changes to the study that contradict Forrester’s findings or obscure the meaning.

Microsoft provided the customer names for the interview(s) but did not participate in the interviews.

ABOUT TEI

Total Economic Impact™ (TEI) is a methodology developed by Forrester Research that enhances a company’s technology decision-making
processes and assists vendors in communicating the value proposition of their products and services to clients. The TEI methodology helps
companies demonstrate, justify, and realize the tangible value of IT initiatives to both senior management and other key business stakeholders. The
TEI methodology consists of four components to evaluate investment value: benefits, costs, risks, and flexibility.

© Forrester Research, Inc. All rights reserved. Forrester is a registered trademark of Forrester Research, Inc.
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