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Video banking is an emerging channel where financial 
institutions like banks, credit unions, and building 
societies can engage their customers or members 
in face-to-face transactions through remote video 
collaboration sessions.

This report’s objectives are to provide an overview of 
video banking trends,  insights and recommendations to 
financial services organizations that want to explore the 
video banking opportunity.
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1. An omnibus survey of 4,144 consumers run through Kantar TNS in the US, Great Britain,
France, and Germany.

2. An online survey of 288 financial services professionals in 43 countries who were invited to
respond by Efma, CUNA Strategic Services, and Vidyo. Similar surveys were conducted in 2016
and 2017 and allow a historical comparison.

Our quantitative data was collected via two surveys conducted 
in Q1 2018:

The report also provides analyses based on Vidyo’s experience in implementing video banking 
services for organizations of all sizes across the globe.
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We distinguish between two main forms of video banking in 
this report:

Customers/members join a video session on a 
branch kiosk or dedicated office to speak 

with a remote staff member. 

Customers/members join a video session using a 
personal device (computer, tablet, smartphone) 

over the internet from anywhere.

In-Branch Video BankingOnline Video Banking
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Video Banking Is 
Still in Its Infancy

INSIGHT #1

1
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Of the financial services professionals we surveyed: 

1

Many institutions plan to use video banking for enriching the customer/
member experience, improving operational efficiency, or growing revenue. 

Financial Services Organizations Buy Into the Concept but Are Moving Slowly

Deployments and pilots have not increased as 
quickly as expected over the last few years. 

Top reasons for not offering a service:

Say they already offer or plan to offer video banking. 
This number has been consistent three years in a row.

Have already fully deployed or are piloting 
a video banking service.

82%

35%

Already have a fully operational service.20%

• Not a business priority (62%)

• Lack of IT resources for the
implementation (40%)
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Few Consumers Have Been Exposed to Video Banking

Exposure to in-branch 
banking in Europe is slightly 
behind that in the United 
States, whereas overall 
adoption is higher in the 
United States.

Percentage of respondents 
who have been invited to 
take part in a video banking 
session.

Despite the growing number of institutions offering video banking 
services, few consumers have had an opportunity to use them. 

Only 15% of consumers have been invited to any type of video banking 
session, either online or in-branch.

1

Online 
video 

banking

In-branch 
video 

banking

Either

Fewer than 3% have had a chance to experience both forms.

N=4,144
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CUNA Strategic Services, Inc. provides
credit unions with access to high quality
products, services and technologies 
delivered with a competitive advantage
made possible through volume pricing 
and strategic program development. 
CUNA Strategic Services is jointly 
owned by Credit Union National 
Association (CUNA) and the state credit
union leagues. We promote and support 
the collaboration of leagues and CUNA
 to further the growth of credit unions. 

For more information: 
www.cunastrategicservices.com

As a global not-for-profit organization, 
Efma brings together more than 3,300 
retail financial services companies from
over 130 countries. With a membership
base consisting of almost a third of all 
large retail banks worldwide, Efma has 
proven to be a valuable resource for 
the global industry, offering members 
exclusive access to a multitude of 
resources, databases, studies, articles, 
news feeds and publications. Efma 
also provides numerous networking 
opportunities through working groups, 
webinars and international meetings. 
True to its vocation, Efma has recently 
developed an Innovation portal which
aims to identify and award the most 
innovative projects in the retail financial
services arena. 

For more information: 
www.efma.com 

Millions of users around the world 
visually connect every day with Vidyo’s
secure, scalable technology and cloud-
based services. Vidyo offers video 
collaboration solutions for companies 
that require the highest quality video 
interaction available. Recognized with
over 110 patents, the company’s 
software platform and APIs are used 
by enterprise customers, service 
providers, and ecosystem partners to 
create innovative HD quality video-
enabled applications embedded into 
workflows and emerging IoT devices. 

For more information: 
www.vidyo.com 



Follow Vidyo on:

www.vidyo.com
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