
Based on insights from a survey of 2,000 US consumers.

Webinar: 
How Consumers Want To 
Engage With Banks 
Beyond the Pandemic



We’re Helping Leading Global Banks and Enterprise Brands

Appointment 
Scheduling

Walk-in Virtual 
Queuing

Task 
Management

Event 
Booking 

Acquire customers Increase sales Drive loyalty and advocacy

Improve productivitySave resource costs Improve use of space

Centralize use of toolsSmarter decisions Enhance competitive advantage

To  Increase Their Profitability and Brand Relevance

Through Our Retail Choreography Solutions…



We surveyed 2,000 US consumers



Has the pandemic changed the way that people want to 
engage with banks?

As the threat of COVID-19 declines which habits are here to 
stay?

Are consumers still concerned about visiting bank branches? 

How can we make them less concerned?



Is the demand for appointment booking within banks 
growing?

What types of appointments do customers want to 
schedule in banks?

How will this look after the pandemic?

What is the business case for a retail bank?

How do customers want their experience managed 
within branch?



May 2020 Insights 



87% of Americans would normally visit a bank branch 
outside of COVID-19.

But at the height of the pandemic:

• 52% of people were avoiding branches 

• 39% were reducing visits

• Only 8% of branch goers were visiting branches as 
normal.

Customers were 3 times more likely to avoid a bank 
branch than a grocery store, and almost 2 times more 
than to avoid a bank branch than a pharmacy.

Avoiding - Overall



By Age

Younger generations less likely to visit branches In 2020, younger generations were also the most likely to 
avoid branches

Avoiding Branches by AgeNormally Visit Branches by Age



Outside of Covid-19, men and women are 
equally as likely to visit bank branches.

During the outbreak, women were 20% more 
likely to avoid their bank branch.

By Gender

Normally Visit and Avoiding Branches by Gender



Outside of Covid-19 higher income 
households are more likely to visit bank 
branches.

During the Coronavirus outbreak, all 
household income categories are largely 
equally likely to avoid branches.

By Household Income

Avoiding Branches by Household IncomeNormally Visit Branches by Household Income



September 2020 Insights 



Avoiding Branches
Are customers more or less likely to visit branches now than before the pandemic?



June 2021 Insights 
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Customers Are Still Concerned About Visiting 
Stores and Bank Branches

• Half (50%) of customers said they’d expect to be 

concerned for up to 12 months (27% expect under 6 

months and 21% between 7-11 months). 

• Around a third (29%) expect to be concerned for 

between one and five years (21% expect under 1-2 

years and 8% said 3-5 years). 

• 10% of consumers say they expect to be concerned 

about shopping in stores forever. 

How long consumers expect to be concerned about visiting 
bank branches and shopping in stores for, as a result of 
COVID-19

50%

29%
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20% (1 in 5) Even Want to See Vaccine Passports in Banks

Consumer vaccine passport demand by industry
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Vaccine passport interest by industry

Consumer vaccine passport demand by industry

• Younger generations were 13% more likely to want 

vaccine passports for banks.

These figures indicate that consumers need banks to 

make them feel safe when visiting branches.



17

Waiting In Line is Still (and Will 
Remain) More of a Concern Than 
Before the Pandemic

42% of consumers said they are more likely to be 

concerned about queuing within stores and banks 

during the pandemic. 

Even after the pandemic, 36% of consumers said 

they will still be more concerned by queuing in 

stores and banks compared to before the 

pandemic. 

Consumer concern by waiting in line during and 
after the pandemic
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Waiting In Line Is Still (And Will 
Remain) More of a Concern Than 
Before the Pandemic

Millennial and GenZ customers are more concerned by 

queuing than Baby Boomers 

• They are 28% more likely to be more concerned by 

queuing during the pandemic... 

• And 36% more likely after the pandemic (compared to 

baby boomers). 

Consumers concerned by queuing during and 
after the pandemic



• Works as stand alone, yet is also easy to integrate with.

• Scales to thousands of stores in multiple languages and time-zones within a matter of hours.

• Simple to use interfaces that drive maximum store team engagement - an essential component to 
driving your return on investment.

The Cost of Waits Before the Pandemic
Before the pandemic: customers who avoided entering stores or 
walked out of stores because of lines and waits for service

By Household IncomeOverall

”A long waiting experience makes me less likely to return to a retailer”

By Household IncomeOverall

Before the pandemic – Immediate revenue lost to waits:

• 85% of consumers have avoided entering stores/branches or have 
walked out of stores/branches without buying anything because 
of queues and waits for service.

• Higher household income groups were more likely to do so. 

• So were younger generations.

Before the pandemic – Long term revenues lost:

• Furthermore, 63% of consumers agreed with the statement that 
“A long waiting experience would make me less likely to return to 
a retailer”. 

• All generations were almost equally likely to agree with the 
statement.

• Higher household income groups were more likely to agree that a 
waiting experience would deter them from returning to a store.

These insights show that retailers and banks are losing revenue and 
loyalty as a direct result of queues, particularly from some of their 
key customer groups.



• Works as stand alone, yet is also easy to integrate with.

• Scales to thousands of stores in multiple languages and time-zones within a matter of hours.

• Simple to use interfaces that drive maximum store team engagement - an essential component to 
driving your return on investment.

The Cost of Waits Before the Pandemic
Before the pandemic: customers who avoided entering stores or 
walked out of stores because of lines and waits for service

OverallDuring the pandemic 

Half (53%) of customers say they are even more likely than they 
were previously to avoid entering stores/branches or to walkout of 
stores/branches without buying, because of lines and waits for 
service.

Higher household income groups were 1.7x more likely to be 
deterred by waits during the pandemic.

By Household Income



How Long Will Customers Wait For Service in a Branch?

• 17% will only tolerate a wait of up to 3 minutes

• 22% will wait between 3-7 minutes 

• 21% will be willing to wait between 8 and 10 
minutes. 

Therefore, 48% (half) will only wait up to 10 minutes 
for service in a branch.

The wait time does not need to be long before 
customers will be upset or may walkout of the branch 
without service.
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How Can Banks Ensure a Good Experience

Our 2020 survey shows what concerns customers most 

within stores and branches. Addressing these factors can 

help retailers to build customer confidence to visit branches.

Effective methods:

• Mask wearing preferences

• Tools to manage and disperse waiting customers

• Scheduled visits and service

• Curbside / Doorside order pickup

• Clear sanitization processes

• Ventilation 

• Virtual services 
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When asked directly if they are still concerned 
about shopping in stores or visiting banks

• Almost half (46%) of consumers that believe 

COVID is real said they are still concerned about 

shopping in stores or visiting banks.

Younger generations are the most concerned: 

• GenZ – 48%

• Millennial – 44%

• GenX & Baby Boomer – 36%

Consumers that are concerned about shopping in-stores or 
visiting banks
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What can we learn from these insights 

1. Consumers are still concerned about visiting bank branches – with 20% 

thinking that vaccine passports would be useful. Banks need to find new 

ways to make them feel more comfortable.

2. Younger generations are the most likely avoid branches before and 

during the pandemic. Banks increasingly need to find new ways to 

engage with them

3. Queueing is more of a concern, and will continue to be a concern after 

the pandemic. Banks need to reduce waiting friction points in branches 

for the long term.

4. Any investments made in improving customer safety and convenient 

access to service will be long term. Improvements will appeal most to 

younger generations, and all consumers expect to be concerned for 

some time.



How some banks are responding
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Walk-in Virtual QueuingAppointment Scheduling 

Event Booking Task Management

Choreograph Safe, Efficient and Engaging 
Experiences…. That Convert



Qudini Appointment Scheduling Software

Offer a convenient and premium service that drives 
foot traffic, sales and loyalty, by enabling your 
customers to seamlessly schedule appointments for 
in-branch or video banking services.

Only include if relevant

Powering NatWest appointment scheduling.

https://youtu.be/wXbRI1RghUk
NatWest appointment booking case study: 

https://youtu.be/wXbRI1RghUk


Qudini Walk-in Virtual Queue System

Retain walk-in customers with a tailored and informed 
waiting experience that enables them to join a virtual 
queue and receive updates while they wait to receive 
service:

Only include if relevant

Powering NatWest branch walk-in management.

https://youtu.be/Geq6iMixgl8
NatWest Virtual queue management case study:

https://youtu.be/Geq6iMixgl8


Qudini Online Event Booking

Drive brand loyalty by making it easy for your 
customers to discover and register for your in-store 
in-store and virtual events, workshops and classes.

Only include if relevant



June 2021 

Appointment Scheduling Insights
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Appointment Scheduling is a Fast Growing Space
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Worldwide Google Trend Data Shows Continued Growth in 
Appointment Demand within Banks
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Worldwide Google Trend Data Shows Continued Growth in 
Virtual Appointment Demand Across Industries



• Works as stand alone, yet is also easy to integrate with.

• Scales to thousands of stores in multiple languages and time-zones within a matter of hours.

• Simple to use interfaces that drive maximum store team engagement - an essential component to 
driving your return on investment.

Appointment Demand – Banks

81% of customers want to be able to schedule 
at least one kind of appointment with banks.

• 45% (almost half) for in-branch services.

• 30% (a third) for video banking services.

• 21% to visit branches.

All Customers by Type of Appointment By Type of Appointment
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Appointment scheduling demand by industry 

When compared with other industries, 
appointment demand within banks is 
one of the industries that could benefit 
the most. 

Appointment scheduling interest for at least one kind of 
appointment by industry 

4th
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In-store service appointment demand 

In-store service appointment demand Virtual appointment demand

4th
3rd



• Works as stand alone, yet is also easy to integrate with.

• Scales to thousands of stores in multiple languages and time-zones within a matter of hours.

• Simple to use interfaces that drive maximum store team engagement - an essential component to 
driving your return on investment.

Appointment Demand – Banks

Millennial and GenZ demand for appointment scheduling 
is strongest, suggesting this could be a powerful way for 
banks to engage with these younger generations better.

They are: 

• 16% more likely to want at least one type of 
appointment 

• 1.5x more likely to want video banking appointments 

• 2.1x more likely to want appointments just to visit 
branches.

• Only 20% less likely to want branches for in-person 
services

By Type of Appointment and Age GenerationBy Age



• Works as stand alone, yet is also easy to integrate with.

• Scales to thousands of stores in multiple languages and time-zones within a matter of hours.

• Simple to use interfaces that drive maximum store team engagement - an essential component to 
driving your return on investment.

Appointment Demand – Banks

This demand from younger age groups shows the 
long-term business case opportunity for banks to offer 
seamless appointment scheduling services.

Particularly for in branch services and video banking 
services.

By Type of Appointment and Age GenerationBy Age



• Works as stand alone, yet is also easy to integrate with.

• Scales to thousands of stores in multiple languages and time-zones within a matter of hours.

• Simple to use interfaces that drive maximum store team engagement - an essential component to 
driving your return on investment.

Appointment Demand – Banks

There is a direct correlation between younger age groups and the overall interest in scheduling video appointments.
While the opposite is true for in-branch services.

With GenZ customers 1.7x more likely to want virtual appointments and 1.3x less likely to want in-branch appointments than Baby 
Boomers. This indicates that younger generations are increasingly wanting to access remote services at their convenience. 

By Age



• Works as stand alone, yet is also easy to integrate with.

• Scales to thousands of stores in multiple languages and time-zones within a matter of hours.

• Simple to use interfaces that drive maximum store team engagement - an essential component to 
driving your return on investment.

Appointment Demand – Banks

However, younger generation’s greater interest in 
being able to schedule appointments just to visit 
branches suggests they still want to engage with a 
bank brand’s physical space, despite wanting to 
access services online.

Perhaps to: Visit events? Use it a café or work space?

By Age



• Works as stand alone, yet is also easy to integrate with.

• Scales to thousands of stores in multiple languages and time-zones within a matter of hours.

• Simple to use interfaces that drive maximum store team engagement - an essential component to 
driving your return on investment.

Appointment Demand – Banks

More senior professionals are most interested in 
scheduling appointments.

• 91% of C-Level executives want to be able to 
schedule appointments with banks

• 88% of senior management 

• 86% of business owners 

Still, 81% of entry level and intermediate professionals 
want to be able to schedule appointments.

This further strengthens the business case for offering 
appointment scheduling services within banks.

By job seniorityBy Job Seniority



• Works as stand alone, yet is also easy to integrate with.

• Scales to thousands of stores in multiple languages and time-zones within a matter of hours.

• Simple to use interfaces that drive maximum store team engagement - an essential component to 
driving your return on investment.

Appointment Demand – Banks

A correlation between greater seniority 
and increased interest in video 
appointments. Except amongst the highest 
seniority levels.

44% of senior managers want video 
appointments.

Video appointments Service appointments Appointments to visit branch

There is an inverse correlation to video 
appointments with lower level professionals 
more interested in-branch appointments. Is 
this due to nature of queries? Eg. Lower 
level seniority professionals are more likely 
to want to set-up accounts?

A strong correlation between greater 
seniority and increased interest in 
scheduling appointments just to visit 
branches.

By Job Seniority



• Works as stand alone, yet is also easy to integrate with.

• Scales to thousands of stores in multiple languages and time-zones within a matter of hours.

• Simple to use interfaces that drive maximum store team engagement - an essential component to 
driving your return on investment.

The Business Case For Appointment 
Scheduling is Extremely Strong

Appointment scheduling increases customer acquisition sales, 
loyalty and advocacy

• 93% of customers that have used an appointment service in 
the last 12 months said it had at least one positive impact on 
them. 

• 33% said it made them more likely to visit bank in the first 
place.

• 24% said it drove them to buy something from the brand.

• 21% said it drove them to tell their friends about the brand.

• 25% said it drove them to choose the brand over their 
competitors.

• 29% said it’s made them more likely to return to the brand.



How customers say virtual 
appointments will enhance 

• Works as stand alone, yet is also easy to integrate with.

• Scales to thousands of stores in multiple languages and time-zones within a matter of hours.

• Simple to use interfaces that drive maximum store team engagement - an essential component to 
driving your return on investment.

Why Customers Want To Schedule Appointments

Offering in-branch and virtual appointments is a 
powerful way to increase customer confidence to visit 
branches. With 32% stating that scheduling 
appointments would make them feel safer and would 
reduce the risk of catching COVID-19.

From a long term perspective, valuing customer’s time 
(29%), enabling them to better plan their time (24%) 
and discussion with an advisor (24%) were also key 
drivers of why customers want to schedule 
appointments.

Better service (18%) and an experience without 
queuing (16%) were also of interest to consumers. 

Why customers want to schedule appointments

Slide before is similar but better



Case Study: NatWest Video Banking Appointments
By using Qudini to offer video banking appointments held 
using Zoom video conference software, NatWest was able to:

• Doubled appointment traffic - compared to when customers 
had to book appointments by phone.

• Reduced no shows by 70% - now that customers were 
reminded of their appointments.

• Increased staff efficiency - now that managing appointments 
is simple, more customers book appointments and more 
customers turn up to their appointments.

• New customers acquired - 60% of customers that book an 
appointment are new customers to the bank. Offering 
seamless and accessible services helps to acquire customers.

• Increased sales - NatWest services are more accessible 
through video conferencing services. Customers have more 
time to prepare for their interaction if they've booked an 
appointment. This has driven more sales.

Video Banker, NatWest

Qudini makes my daily life much easier, because the 
appointments that I get in for the day I know are going 
to go ahead. Customers have much more time to 
prepare and they’ve had notifications the whole way 
through the process. They’ve also had the ability to 
reschedule. For me there’s less admin time that I’m 
having to complete, giving me more time to get on with 
my day job.

Watch the Video here: 
https://youtu.be/wXbRI1RghUk

https://youtu.be/wXbRI1RghUk
https://youtu.be/wXbRI1RghUk


• Works as stand alone, yet is also easy to integrate with.

• Scales to thousands of stores in multiple languages and time-zones within a matter of hours.

• Simple to use interfaces that drive maximum store team engagement - an essential component to 
driving your return on investment.

The Pandemic Has Increased Appointment Demand
…And This Will Continue 

When compared to before the pandemic:

During the pandemic 46% were more more 
likely to want to schedule appointments

After the pandemic 43% were more more likely 
to want to schedule appointments

Millennial and GenZ customers were 1.25x more 
likely than Baby Boomers to want to schedule 
appointments after the pandemic 

46%

Compared compared with before the pandemic: Which 
appointment types customers are more likely to want to 
schedule appointments during vs. after the pandemic



Preferred methods of appointment scheduling by 
generation (ordered by Millennial and GenZ 
priority)

 Millennial and GenZ preferred methods:
• Through the company’s website (27%)
• By calling the store (24%) 
• Through a general scheduling app (21%) 
• In-person through a store associate (21%) 
• Through the company’s app (18%)
• By calling the call center (14%)
• By scanning a QR code from an ad (14%)

Baby Boomer preferred methods: 
• By calling the store (47%) 
• Through the company’s website (32%)
• Through the company’s app (21%)
• In-person through a store associate (19%) 
• By calling the call center (17%)
• Through a general scheduling app (9%)
• By scanning a QR code from an ad (2%)

Deploying an appointment solution is easy:
• Equip stores, then enable appointments online.
• Other channels can be added later to further boost traffic.

Implementing Appointments Is Easy 
- Start With Website and Colleagues



September 2020

In-branch experience insights



Host With Tablet Demand - Banks

35% of consumers want a host with a tablet 
to greet them and manage their waiting 
experience when they enter branch

36% also want to be able to receive updates 
by phone



Host With Tablet Demand - Banks

Older generations are most interested, 
This is most likely because they are 
most interested of all age groups in 
visiting branches for service.

Customer priorities of the Retail Choreography tools in questions specific to banks 
were as follows:

For Millennial and GenZ customers:
1. Virtual queuing systems (25%)
2. Store appointments (25%)
3. Virtual appointments (25%)

For Baby Boomer customers:
1. Branch appointments (30%)
2. Virtual appointments (25%)
3. Virtual queuing systems (21%)

Overall, consumers earning between £50k and £100k where the most likely to want 
Retail Choreography solutions from retail banks.

Female consumers were more interested in each solution than male consumers. This 
suggests that there’s an even greater business case for investing in these in-store 
experience tools to drive sales across female consumer groups.

When asked how long customers are willing to wait in banks, we found that:

17% (a quarter) will only tolerate a wait of up to 3 minutes.
21% will wait between 3-7 minutes 
25% will be willing to wait between 8 and 10 minutes. 

In total, this means that more than half of shoppers (63%) will only wait up to 10 
minutes for service.

These insights demonstrate that the wait time does not need to be long before 
significant revenues can be lost.



• Works as stand alone, yet is also easy to integrate with.

• Scales to thousands of stores in multiple languages and time-zones within a matter of hours.

• Simple to use interfaces that drive maximum store team engagement - an essential component to 
driving your return on investment.

Virtual Queuing / Digital waitlist
Retain walk-ins and increase their 

spend and loyalty. If a retailer offered a contactless curbside pickup service that enabled you 
to check-in when you got to store so that they can prepare your order and 
bring it to you at the curbside, would this make you? 

Benefits of Walk-in Virtual Queuing

2,000 consumers explain what they see as the 
benefits for using a virtual queuing system.

Using a host with a tablet to manage a virtual queue 
of customers can certainly help to allay 50% of 
customers concerns about COVID-19 safety in bank 
branches.

From a long-term perspective, customers are also 
attracted to the notion of staying informed while they 
wait (79%), using their time productively (34%) and 
having a fair process (26%).

Q20. What, if anything, do you think would be the main benefit of using an 
appointment scheduling system to book a fixed time to visit a store or to 
receive service within a store?



• Works as stand alone, yet is also easy to integrate with.

• Scales to thousands of stores in multiple languages and time-zones within a matter of hours.

• Simple to use interfaces that drive maximum store team engagement - an essential component to 
driving your return on investment.

Virtual Queuing / Digital waitlist
Retain walk-ins and increase their 

spend and loyalty. 

2,000 consumers said that if a retailer that has a ‘wait for 
service’ in their stores, were to use a host meeter-greeter to 
provide wait-time information with a tablet then: 

• 47% would be more likely to visit the brand
• 46% would be more likely to buy something from the brand
• 46% would be more likely to buy something online 
• 51% would be more likely to return to the store/branch again
• 48% would be more likely to tell their friends about the brand
• 46% would be more likely to choose the brand over their 

competitors

The Business Case for a Host With a Tablet



Case Study: NatWest Branch Hosts
Pre-Pandemic, NatWest used Qudini to enable a host to greet 
walk-in customers visiting their branches and to provide accurate 
wait time information. They have continued using Qudini 
throughout the pandemic, and they even introduced the ability 
for customers to check wait times by using their phone to scan a 
QR code outside of branch.

Key results:

• 60% walkout reduction - Now that walk-in customers are 
professionally managed and communicated with during their 
wait.

• Increased sales - now that more customers are retained and 
Qudini helps the branch manager to match customers to the 
best team member

• Reduced operational costs - now that data provides insights 
on customer demand to inform resource planning.

• Increased staff efficiency - now that customers are matched 
to the best advisor to maximize the chance of making a sale.

Branch Manager, NatWest

Qudini definitely increases sales with the bank. It allows 
us to match the best advisor to the customer to make 
sure the experience is first class.

Branch Manager, NatWest

Qudini allows me to allocate resource more effectively, so 
that the team functions more efficiently than ever before.

Watch the Video here: 
https://youtu.be/Geq6iMixgl8

https://youtu.be/wXbRI1RghUk


How customers say virtual 
appointments will enhance 

• Works as stand alone, yet is also easy to integrate with.

• Scales to thousands of stores in multiple languages and time-zones within a matter of hours.

• Simple to use interfaces that drive maximum store team engagement - an essential component to 
driving your return on investment.

Appointment Scheduling 
Acquire customers and increase conversion 

for your in-store and virtual services.

Conclusions
Consumers are still concerned about visiting branches and expect to be for some time. Banks need 
to find ways to increase customer confidence for visiting their branches.

This report and the Google Trends insights show that the demand for appointment scheduling 
within banks is definitely growing. 8 in 10 customers want to schedule appointments within banks 
(half for in-branch and a fifth for virtual appointments) so every bank should be looking to offer 
appointments for in-branch and virtual services.

Younger GenZ and Millennial generations are generally less engaged with bank branches, but 
heavily engaged with the idea of being able to schedule virtual video banking appointments. To 
continue acquiring and retaining these powerful consumer groups, every bank needs to embed 
video banking appointments as part of their service offering.

The business case for offering appointments is significant in its ability to drive sales, loyalty and 
advocacy amongst customers. Banks that offer these services now, will stand out against their 
competitors while also future-proofing their offering. Those that don’t will fall behind.

Within branches, customers want their experience to be managed in more digital ways. Almost 
half (47%) are even prepared to pay more for the privilege. In their busy branches, banks need to 
equip their hosts with tablets to help them manage their customers waiting experience.



We’re helping 
leading banks to 
drive sales & 
loyalty



Powering Leading Global Brands

To  Increase Their Profitability and Brand Relevance
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Thank you for watching 
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