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Executive Summary 

Financial institutions sit at a crossroads. While 

technology has revolutionized nearly every industry—

setting new standards for personalization, speed, and 

engagement—many banks, wealth managers, insurers, 

and retirement service providers have failed to keep pace.

Consumers now expect the same intuitive, proactive, 

and human-centered experiences from their financial 

providers that they get from brands like Amazon or 

Apple. Yet financial services often lag behind due to 

legacy systems, fragmented communication channels, 

and a deep-rooted fear of regulatory risk.

This paper explores how financial institutions can 

overcome these hurdles by leveraging data, AI, and 

omnichannel strategies to enhance client engagement, 

simplify operations, and improve financial outcomes for 

both clients and institutions. 

To achieve this, financial firms must see communication 

not merely as a functional necessity but as a 

differentiating capability—one that bridges trust, 

improves clarity, and drives value across the client 

journey.

We explore:

•  Why traditional communication models are no  

longer sufficient

•  How rising client expectations are reshaping the  

CX mandate

•  The transformative role of AI, machine learning, and 

behavioral insights

•  Real-world examples of improved engagement and 

financial outcomes

•  Strategic frameworks to align communication with 

compliance, trust, and ROI. 
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The Engagement Gap in 
Financial Services

Despite massive advances in digital 
tools and client-facing technology, 
most financial institutions continue to 
fall short when it comes to delivering 
meaningful, personalized, and timely client 
communications. The disconnect between 
what clients expect and what they actually 
experience is growing wider—and the 
consequences are significant.

The financial services industry has long been defined 

by rigid workflows, legacy infrastructure, and siloed 

systems that hinder cross-channel engagement. While 

fintech disruptors have led the way in client experience—

with seamless onboarding, real-time updates, hyper-

personalized messaging, and intuitive self-service 

tools—many traditional banks, credit unions, insurers, 

and wealth managers still rely on outdated methods like 

generic email blasts, static PDFs, and long call center 

hold times.

A recent J.D. Power study found that while 
digital adoption in banking continues to 
rise, customer satisfaction lags due to poor 
communication and lack of personalization. 
In retirement services, participants often 
receive dense, jargon-filled materials that 
do little to motivate action—contributing to 
low contribution rates, poor engagement, 
and missed long-term financial goals. 
Similarly, many insurance policyholders only 
hear from their providers during renewal 
periods or when filing a claim—missing key 
opportunities to build loyalty and cross-sell 
additional services.

Part of the challenge is structural: siloed departments, 

legacy systems, and multiple vendors often result in 

inconsistent experiences across channels. But a larger 

part is cultural. Many financial institutions still treat 

communication as a transactional necessity—rather than 

a strategic asset.

To close the gap, organizations must adopt a new 

mindset that sees communication as an essential lever 

for growth. This means investing in modern client 

communication management (CCM) and customer 

experience (CX) platforms, integrating data across 

the enterprise, and activating machine learning to 

understand client behavior in real-time. It means viewing 

every document, every interaction, and every message as 

a chance to strengthen relationships, influence behavior, 

and deliver value.

Leaders in the space are showing what’s possible. 

Capital One and Chase, for example, have embraced 

mobile-first, behaviorally informed nudges that guide 

users toward healthier financial habits. Vanguard has 

built an entire behavioral finance practice around using 

content and digital engagement to increase retirement 

plan participation. These firms are proving that 

communication, when done well, can be a competitive 

differentiator—not just a regulatory requirement.

 

Behavioral Insights Drive 
Better Financial Outcomes

The next frontier of client engagement in financial 

services lies in behavioral science. Financial decisions 

are rarely made rationally; they are emotional, context-

dependent, and often driven by cognitive biases. The 

institutions that recognize this—and use data to respond 

in empathetic, personalized, and actionable ways—will 

lead the future.
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For example, consider the typical 401(k) participant  

who contributes less than the match threshold. 

Traditional communication might involve sending them 

an annual statement or enrollment form, hoping they 

read and act. But behavioral data reveals that inertia,  

lack of confidence, and choice overload are more 

powerful barriers than ignorance. By using AI to detect 

these signals—and delivering timely, personalized 

nudges via email, SMS, or interactive video—plan 

providers can increase contribution rates and improve 

retirement readiness.

At scale, this behavioral approach can transform 

outcomes. ONEsuite’s advanced data and predictive 

modeling capabilities, for instance, make it possible to 

not only identify a segment of under-engaged retirement 

plan participants, but also understand their demographic, 

financial, and behavioral traits. This enables financial 

institutions to deliver a dynamic experience—such as 

an interactive video explaining the long-term impact 

of small contribution increases, personalized with that 

participant’s age, income, and goals.

Behavioral insight also applies to wealth management 

and insurance. If a high-net-worth client hasn’t opened 

an emailed portfolio review in six months, it may signal 

disengagement—or worse, potential attrition. Using 

machine learning to identify similar patterns and predict 

risk of churn allows advisors to proactively intervene with 

a custom outreach plan, perhaps a call, a tailored report, 

or a relevant market commentary video.

Institutions like Fidelity, Prudential, and Charles 

Schwab are already integrating behavioral 

segmentation into their marketing and advisory 

models. They’re investing in user experience (UX) 

research, using A/B testing to optimize communication 

touchpoints, and deploying AI to tailor everything from 

account alerts to investment education.

Yet behavioral engagement requires more than just 

tools—it requires trust. Communications must be 

compliant, secure, and transparent. This is where 

integrated platforms like ONEsuite offer significant 

advantage—embedding compliance workflows and fraud 

prevention into every interaction, while also enabling 

deep personalization and omnichannel delivery.

Ultimately, the power of behavioral insights lies in their 

ability to connect with clients as people, not accounts. 

To understand why someone isn’t saving, why they 

prefer paper over digital, or why they haven’t yet 

consolidated their retirement plans. When financial 

institutions harness these insights, they can move from 

communicating at clients to communicating with them—

driving action, loyalty, and better long-term outcomes.

Digital Transformation Is a 
Communication Challenge

Digital transformation isn’t just about upgrading 

systems or launching a new app. It’s fundamentally 

about how an organization communicates. Yet, even as 

institutions roll out self-service portals, mobile features, 

and digital claims processes, too many overlook the role 

of communication in driving awareness and adoption.

Technology alone doesn’t create engagement; 

communication does. Institutions often fail to explain 

new features in accessible, client-centric terms. Worse, 

messages about digital tools are delivered through 

outdated channels or lost in cluttered inboxes. This 

misalignment leads to low utilization, increased call 

center traffic, and diminished ROI on tech investments.

Bank of America offers a strong counterexample.  

When launching its virtual assistant, Erica, the bank 

deployed an integrated communication plan: in-

app tutorials, push notifications, and personalized 

email prompts. This multi-layered approach led to 

widespread adoption and over 50 million interactions 

in the first year.
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For digital transformation to succeed, financial 

institutions must pair technological innovation with 

intentional communication strategies that educate, 

reassure, and motivate their clients at every step. 

Institutions should also invest in feedback mechanisms 

and analytics dashboards to track digital adoption and 

continuously refine communication tactics.

Furthermore, firms should think beyond 
feature-based messaging and develop 
journey-based communications that walk 
clients through key interactions, such as 
account setup, fund transfers, benefits 
enrollment, or claims submissions. Every 
interaction should be seen as an opportunity 
to reinforce trust, answer unspoken 
questions, and highlight the value of the 
institution’s offerings. Effective digital 
transformation is measured not just by 
platform usage, but by the depth and quality 
of client engagement it creates.

 

Communications as a 
Revenue Lever

Traditionally, communication in financial services has 

been seen as a back-office function—a cost center tied to 

compliance, customer service, or operational fulfillment. 

Statements, disclosures, and notices were required, not 

strategic. Marketing ran separately, often disconnected 

from service or transactional communications. But in 

today’s competitive environment, where margins are 

tightening, customer expectations are evolving, and 

loyalty is hard-won, this outdated view is no longer 

sustainable.

The most forward-thinking financial institutions are 

flipping this paradigm. They see client communication 

not as a line item, but as a powerful lever to increase 

revenue, strengthen relationships, and grow assets 

under management (AUM). Every message—whether 

it’s a portfolio update, a policy renewal, a welcome kit, 

or a mobile app alert—is now an opportunity to influence 

behavior, deepen engagement, and deliver measurable 

business impact.

This evolution is supported by new technologies that 

make it possible to personalize communication at 

scale, integrate data from multiple systems, and track 

the performance of every touchpoint. Platforms that 

combine customer communication management (CCM) 

with advanced customer experience (CX) capabilities 

allow organizations to map the entire communication 

journey—then optimize it using AI, analytics, and 

behavioral insights.

Take, for example, the onboarding phase for a new wealth 

management client. Rather than sending a static packet 

of forms and disclosures, a modern communication 

strategy might include a series of timed digital messages: 

an interactive welcome video, a personalized asset 

allocation summary, a secure SMS with a next-step 

checklist, and an email inviting the client to schedule 

a check-in with their advisor. These touchpoints—

automated yet personalized—build confidence, accelerate 

time-to-value, and lay the foundation for long-term 

relationship expansion.

The impact on revenue is tangible. According 
to McKinsey, firms that personalize 
customer interactions across channels can 
increase marketing ROI by 15–20% and 
reduce churn by as much as 10%. In practical 
terms, this means higher retention of high-
value clients, increased wallet share through 
timely cross-sell and upsell offers, and a 
stronger pipeline fueled by referrals and 
digital engagement.

Moreover, modern communication platforms provide 

the data to measure these results. With campaign 

performance dashboards and engagement analytics, 

financial institutions can tie messaging to outcomes—

whether that’s increased contributions, improved plan 

participation, higher digital adoption, or reduced service 
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calls. These insights create a virtuous cycle: better data 

leads to better targeting, which drives better results.

Consider a regional bank that consolidated its print 

and digital communication vendors and implemented 

a centralized communication platform. In under 12 

months, the bank reduced operational costs by 30%, 

increased mobile app adoption by 45%, and grew 

revenue from ancillary product enrollment by 22%. 

What made the difference wasn’t just technology—it 

was the strategic shift to view communication as a 

growth function, not just a compliance one.

It’s also worth noting that today’s consumers are 

more receptive to personalized financial guidance than 

ever before. According to a Salesforce study, 66% 

of customers expect companies to understand their 

needs and expectations, and 52% expect all offers to 

be personalized. Financial institutions that fail to meet 

this demand risk being seen as out-of-touch—or worse, 

irrelevant.

The takeaway is clear: client communication is no longer 

a supporting role. It is a frontline asset that can drive 

measurable gains in revenue, efficiency, and loyalty. 

Financial institutions that align their communication 

strategy with business outcomes—and equip their teams 

with the right tools—will be best positioned to lead in this 

new era of financial engagement.

Balancing Personalization, 
Compliance, and Trust

Financial services operate under intense regulatory 

scrutiny. It’s understandable that compliance teams 

are cautious about any messaging that deviates from 

approved templates. But this fear of personalization 

is both outdated and unnecessary. With the right 

tools and governance, institutions can ensure that all 

communications are both relevant and compliant.

Modern platforms make it possible to maintain 

rigorous content oversight while allowing for real-time 

personalization. For example, institutions can deploy 

dynamic templates governed by business rules that tailor 

content based on client segment, geography, product 

holdings, or behavior. Approval workflows ensure every 

variation is reviewed, logged, and audit-ready.

Charles Schwab exemplifies this balance.  

Its communication governance framework allows 

marketing teams to personalize messages based on 

account type or risk profile, while compliance teams 

maintain real-time visibility into content variations. 

The result is a brand that feels both personal  

and trustworthy.

Firms that strike this balance also benefit from  

enhanced agility. 

In a rapidly changing regulatory 
environment, the ability to update messaging 
quickly—without sacrificing consistency—
can be a significant competitive advantage. 
Clients don’t just want relevant messaging—
they expect it. Institutions that fail to deliver 
risk not only regulatory penalties, but also 
client disengagement and brand erosion.

In fact, many regulators now recognize the importance of 

clear, accessible communication in promoting financial 

literacy and reducing risk. Institutions that proactively 

communicate about changes, clarify complex products, 

and deliver tailored financial education are better 

positioned to meet compliance expectations while also 

strengthening trust.
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From Complexity to Clarity: 
A Unified Approach

The communication challenges facing financial 

institutions are compounded by complexity. Multiple 

vendors manage different parts of the process. Systems 

don’t talk to each other. Data is fragmented across 

departments. This environment breeds inefficiency, 

inconsistency, and confusion—and it’s not just a tech 

problem. It becomes a client problem, leading to 

disjointed experiences and lost trust.

A unified communication strategy changes that. Instead 

of relying on disparate solutions, institutions need 

one platform, one data model, and one framework for 

managing content, insights, and delivery. This shift 

allows institutions to deliver seamless experiences while 

dramatically reducing operational friction and enhancing 

compliance oversight.

Consolidating vendors and tools enables 

organizations to gain a 360-degree view of the 

client—tracking preferences, behaviors, product 

holdings, and engagement across channels. With this 

visibility, institutions can orchestrate personalized 

communications that feel connected and intentional, 

rather than fragmented and repetitive.

For example, a large national insurer adopted an 

integrated communications framework, consolidating 

over 40 separate communication workflows and 

vendors. Within a year, they reduced turnaround time 

by 60%, cut costs by 35%, and saw a significant lift in 

customer satisfaction scores.

Equally important is empowering internal teams to 

collaborate. Marketing, compliance, IT, customer service, 

and business units must work from a shared platform to 

align messages, timelines, and goals. When technology 

enables this cross-functional harmony, the results are 

stronger campaigns, faster go-to-market speeds, and 

better client experiences.

Modern platforms such as ONEsuite offer institutions 

centralized control with built-in compliance governance, 

personalization engines, and multi-channel distribution. 

These capabilities allow institutions to move from 

reactive, fragmented messaging to proactive, holistic 

engagement.

 

Conclusion: The Future of 
Financial Engagement is 
Intelligent, Empathetic, and 
Measurable

Clients are making faster, more informed decisions than 

ever before. They expect their financial institutions to 

be equally proactive, transparent, and personalized. 

Communication is no longer just a way to inform; it’s the 

foundation for trust, loyalty, and long-term value.

Institutions that lead on engagement will: - Win trust and 

loyalty across generations - Improve financial literacy and 

well-being - Increase AUM, retention, and revenue.

This isn’t about chasing trends. It’s about creating a 

modern communication foundation—one built on insight, 

intelligence, and intention. It’s about meeting people 

where they are, and guiding them toward better financial 

outcomes.

Tomorrow’s leaders in banking, insurance, wealth 

management, and retirement services will not be defined 

solely by their product portfolios or app features. They 

will be defined by how well they connect—how well 

they listen, anticipate, and respond to client needs in a 

dynamic, digital-first world.

It’s time to modernize how we connect. It’s time to 

communicate with purpose.
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About O’Neil Digital Solutions 

O’Neil Digital Solutions is a leader in secure, data-driven customer communications and experience (CCM + CX) for 

highly regulated industries. With its flagship ONEsuite® 4.0 platform, O’Neil helps financial institutions unify their 

communication workflows, deliver hyper-personalized messaging, and reduce operational complexity—all while 

meeting strict regulatory standards.

To learn more, visit: www.oneildigitalsolutions.com


