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Augmenting the Human Experience
Rather than replacing financial services jobs, next-generation technology is revolutionizing the way employees work and 
how they engage with customers. Significant advances in the areas of mobility and appointment setting are providing new 
opportunities to differentiate by enhancing the human experience. With the right technologies in place, financial services 
institutions can make employees more effective and better serve customers for improved business results. 

Mobility solutions for today’s on-the-go workforce
The 21st-century workforce expects instant access and constant connection in both their 
personal and professional lives. Among younger employees, these expectations are even 
higher. In a PwC survey, 66 percent of millennials said that state-of-the-art technology was an 
important consideration when choosing an employer.1 Investing in innovative mobile tools can 
help organizations attract and retain top talent — especially for salaried positions. 

How does mobile workforce management technology augment the human experience? It 
empowers employees and managers to stay connected and productive — any-where, anytime 
— for greater productivity and engagement. Imagine if a senior risk and insurance analyst 
could conveniently enter and track project time on her mobile device from any location instead 
of waiting until she returns to the office (see Figure 3). Similarly, think about how much more 
productive a regional branch manager could be with the ability to approve time-off requests, 
manage exceptions, update schedules, and view reports via mobile app from any location — at 
corporate headquarters, at a branch, or while traveling between branches.

Appointment setting for financial services customers
Today’s busy financial services consumers expect personalized service delivered promptly 
and efficiently. Next-generation appointment-setting solutions enable customers to book 
appointments in seconds using geolocation technology right from their smartphones, tablets, or 
computers. Automated calendar invites and email or text appointments engage the customer 
and reduce “no-shows.” On the back end, managers can use the appointment data to match 
the customer’s needs with the most-qualified available employees based on their skills and 
experience. Leveraging this technology, a wealth management group manager can examine 
upcoming phone appointments and assign the calls to the right wealth advisors — those with 
best-fit experience and expertise — to optimize service and sales. Similarly, a retail bank manager 
can use appointment-setting technology to reduce lobby abandons and wait times while ensuring 
customers speak to the right employee the first time.

Rather than replacing financial services jobs, next-generation technology is revolutionizing 
the way employees work and how they engage with customers.

FIGURE 3 
Innovative mobile 
tools give salaried 
employees the ability 
to enter project time 
on their mobile devices 
— anytime, anywhere — 
instead of waiting until 
they are back at the 
office.

1  PwC, Millennials at Work: Reshaping the Workplace in Financial Services (2012), at 16, found at 
https://www.pwc.com/gx/en/financial-services/publications/assets/pwc-millenials-at-work.pdf.


