
Live Video In Financial Services 
& The New Era of Personalized 
Customer Experience
Discover how fi nancial services companies are leveraging live 
video to deliver a better customer experience 
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A New World Of Finance

G.H.#67*2.:9DE#.$4*=6:*@$9H02*6*40!*!$972*$@*
finance. Banking and financial services now 
0'.:#*$47.40*642*!.#=.4*)$&.70*6EE:*!=090*
#=0*=D)64*#$D(=*$@*6*#07709*$9*64*62/.:$9*
=6:*769H07I*&004*90E76(02*&I*6D#$)6#.$4*
and artificial intelligence. 

<=0*($4/04.04(0*642*:06)70::40::*$@*
managing finances online has become 
:#642692"*<$26IJ*(D:#$)09:*4$#*$47I*0'E0(#*
#$*)646H0*#=0.9*6(($D4#:*$47.40J*#=0I*
690*67:$*20)642.4H*6*)$90*E09:$467.B02*
customer experience. As fintech startups 
(=67704H0*#=0*.42D:#9I*642*7$I67#I*!640:J*

banks and financial institutions must find 
6*!6I*#$*&906%*#=9$DH=*#=0*=$)$H04.B02*
2.H.#67*7642:(6E0*#$*200E04*04H6H0)04#*
642*29./0*/67D0*!.#=*#=.:*H9$!.4H*($=$9#*$@*
(D:#$)09:"

<=.:*HD.20*!.77*D4/0.7*=$!*7./0*/.20$*.:*
29./.4H*6*!=$70*40!*096*$@*E09:$467.B02*
(D:#$)09*0'E09.04(0J*#=0*$EE$9#D4.#I*@$9*
financial services companies - whether 
.44$/6#./0*.4:#.#D#.$4:*$9*2.:9DE#./0*:#69#DE:*
- as well as best practices for implementing 
7./0*/.20$*.4#$*#=0*(D:#$)09*K$D940I"

Banking and financial services - once an industry that conjured up images of 
suits, large buildings with marble-floored lobbies and rows of teller windows - is a 
fundamentally different world today.
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!"#$#%&#'())*++(,)-#.%+/0.1#12*(3#
13,+-,.1(%+,)#4,+5(+6#*+1(3*)7#

%+)(+*

8+#9:;<=#9<#'())(%+#>'*3(.,+-#
-1,31*/#4,+5(+6#3*'%1*)7#&%3#12*#

first time

?2*3*#,3*#+%@#'%3*#A*%A)*#
@2%#4,+5#%+#,#-',31A2%+*#%3#
.%'A01*3#%+#,#@**5)7#4,-(-#12,+#

@2%#-1*A#&%%1#(+#,#43,+.2B

C<$#%&#>'*3(.,+-#2,D*#0-*/#
'%4()*#4,+5(+6#(+#12*#A,-1#;9#

'%+12-

A Snapshot Of The Rising Adoption Of Online Financial Services

Consumers and millennials in particular have embraced the convenience of online banking. In this digital 
world, financial services companies must find a way to offer a personalized customer experience in order 

to separate themselves from the pack, delight and sell to customers, plus win new ones.
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Convenience To Experience 
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For the last decade, innovation in fi nancial services 
=6:*@$(D:02*E902$).464#7I*$4*(D:#$)09*!"#$%#&%#!%"*
Technology has helped fi nancial services companies 
achieve this with a more effi cient and frictionless 
process for customers. Now, banks and any fi nancial 
:09/.(0:*($)E64I*)D:#*2.@@0904#.6#0*#=0):07/0:*!.#=*
superior service. That’s why many leading fi nancial 
$9H64.B6#.$4:*690*4$!*#D94.4H*#=0.9*6##04#.$4*#$!692*
(D:#$)09*%'(%)&%#!%"*34*64*6H0*!=090*&64%.4H*.:*
.4(906:.4H7I*2$40*$47.40*$9*#=9$DH=*)$&.70*6EE7.(6#.$4:J*
E9$/.2.4H*6*E09:$467.B02*:09/.(0*E90:04#:*6*(=67704H0*#$*
many fi nancial service organizations.

-./0*1.20$*34*5.464(.67*809/.(0:*;*<=0*>0!*?96*$@*A09:$467.B02*CD:#$)09*?'E09.04(0*FF Convenience To Experience And Beyond

How do you deliver a human touch when your 
customers interact with your services through 
ATMs, websites, mobile apps or messaging bots?

The solution: Providing that in-person experience 
and personal touch with video communications.

The Digital Challenge



!!!"#$%&$'"($)*O -./0*1.20$*34*5.464(.67*809/.(0:*;*<=0*>0!*?96*$@*A09:$467.B02*CD:#$)09*?'E09.04(0*FF Convenience To Experience And Beyond

Live Video For Financial Services: A Golden Opportunity
For financial services companies, the surge in online and mobile banking presents a huge opportunity 
to embrace new live video communications technologies to deliver a personalized and unique brand 

experience at scale, all built into existing web or mobile applications.

P* Q<R:*!.#=*0)&02202*7./0*/.20$*(D:#$)09*:DEE$9#

P* S067#=*)646H0)04#*:09/.(0:*@9$)*64I!=090*.4*
#=0*!$972*/.6*7./0*/.20$

P* -./0*/.20$*90#6.7*&64%.4H*62/.(0*@9$)*)$9#H6H0:*
#$*:6/.4H:*E764:

P* Remote face-to-face tax advice via live video

P* Live video ID verifications built into any stage of 
#=0*(D:#$)09*K$D940I

P* ?)&02202*7./0*/.20$*:DEE$9#*!.#=.4*$47.40*
&64%.4H*642*)$&.70*6EE:

How banks and financial services 
companies are using live video to 
enhance the customer experience: 

CC$#%&#3*-A%+/*+1-#3,1*/#12*#.0-1%'*3#-*3D(.*#
%&#)(D*#D(/*%#2(62*3#12,+#*E',()-#%3#A2%+*B

;#(+#9#A*%A)*#,3*#'%3*#)(5*)7#1%#1*))#&3(*+/-#,+/#
&,'()7#,4%01#,#43,+/#@2*+#12*7#.%''0+(.,1*#
123%062#)(D*#D(/*%B

Customer satisfaction soars when speaking 
to a business via live video

Brands can build trust and create advocates 
by engaging with customers via live video
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P* G.@@0904#.6#02*(D:#$)09*0'E09.04(0

P* 34(906:02*$EE$9#D4.#I*@$9*DE:077.4H*F*(9$::*:077.4H*
E9$2D(#:

P* A09:$467.B02*:09/.(0*6#*6*7$!09*($:#

P* 56:#09*#.)0*#$*90:$7D#.$4

P* 34(906:02*04H6H0)04#*642*%00E*(D:#$)09:*$4*
I$D9*:.#0*@$9*7$4H09

P* C$4#0'#D67.B02*.4#096(#.$4:*!.#=*9.(=*26#6

Power of live video for 
financial services:

Major brands believe in the power of live video 
for customer service and are adopting fast.

!C$#%&#8?#,+/#40-(+*--#/*.(-(%+#',5*3-#,1#FG#
enterprises including financial services firms believe 
*'4*//*/#)(D*#D(/*%#@%0)/#%&&*3#,#63*,1*3#.0-1%'*3#
*HA*3(*+.*B

ID*3#;::#%&#12*#<::#),36*-1#6)%4,)#40-(+*--*-#
@())#(+13%/0.*#D(/*%#.2,1#47#9:;J#&%3#
.0-1%'*3E&,.(+6#(+1*3,.1(%+-B

Video Chat Recognized On 
The Global Financial Stage

8witzerland, a global financial hub formally recognized live 
video in 2016 with a change in Swiss financial regulation which 
:#6#0:*/.20$*3G*.:*4$!*0UD./6704#*#$*&0.4H*#=090*.4*E09:$4"
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Beyond Customer Experience

Live Video In Financial Services & The New Era of Personalized Customer Experience // Beyond Customer Experience
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Live video in banking and fi nancial services drives so 
'0.2#'%3*#12,+#/**A*3#.0-1%'*3#*+6,6*'*+1B#8+/0-137#
4*-1#A3,.1(-*#)(D*#D(/*%#(-#*'4*//*/=#@2*3*#12*#D(/*%#.,))#
(-#-*,')*--)7#(+1*63,1*/#,+/#(+(1(,1*/#@(12(+#,+#%+)(+*#%3#
'%4()*#,AA#*HA*3(*+.*B#K'4*//*/#.%''0+(.,1(%+-#-0.2#
,-#)(D*#D(/*%#43(+6-#D,)0,4)*#.%+1*H1#1%#12*#.,))#&%3#3(.2#
0A-*))(+6#,+/#.3%--#-*))(+6#%AA%310+(1(*-B

L(12#*'4*//*/#)(D*#D(/*%=#4*.,0-*#12*#.0-1%'*3#
,012*+1(.,1*-#12*(3#(/*+1(17#@2*+#)%66*/#(+1%#,+#,AA#
%3#%+)(+*#,..%0+1=#12*#-*3D(.*#,6*+1#.,+#D(*@#,))#%&#
the fi nancial products associated with the account. 
>3'*/#@(12#12(-#(+&%3',1(%+=#*D*37#%AA%310+(17#1%#1,)5#
1%#,#.0-1%'*3#4*.%'*-#,#.2,+.*#1%#/(-.0--#+*@#4,+5#
A3%/0.1-#@2*12*3#12,1#4*#,4%01#A011(+6#-,D(+6-#1%#4*11*3#
0-*=#3*.%''*+/(+6#%+)(+*#4())#A,7#-*3D(.*-=#%3#1%#-066*-1#
that it might be time to consider a mortgage refi nance.

The Opportunities Around

Live Video

Embedded live video introduces a new customer 

service paradigm for fi nancial services – digital 

face-to-face communications with context.

-./0*1.20$*34*5.464(.67*809/.(0:*;*<=0*>0!*?96*$@*A09:$467.B02*CD:#$)09*?'E09.04(0*FF Beyond Customer Experience
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Case Study
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?2*#M,+60,3/#N3%0A#&%0+/#12,1#12(-#%+)(+*#D(/*%#
.%+D*3-,1(%+#6,D*#12*#,/D(-*3#,#.2,+.*#1%#,-5#,4%01#
%12*3#-,D(+6-#%3#,--*1-#12*#.0-1%'*3#2,/#,+/#1%#4*11*3#
gauge their investment preferences. This was diffi cult to 
/%#(+#-('A)*#,0/(%#A2%+*#.%+D*3-,1(%+-B#?2*#*+/#3*-0)1#
was the customer felt more confi dent in their decision to 
invest but more importantly the investment fi rm learned 
'%3*#,4%01#12*(3#.0-1%'*3#,+/#@*3*#,4)*#1%#%&&*3#'%3*#
3*)*D,+1#+*@#-*3D(.*-#123%062#12(-#(+1*3,.1(%+B

O,+.7#P%*2+
Q,3D,3/#R0-(+*--#G.2%%)#S3%&*--%3

There is something about money that is 
different from booking a hotel. People have 

anxiety about money. I think the human 
element matters even if you don’t use it.

The market for digitally based advice is 

expected to grow to $285 billion by 2017, 

according to researcher Aite Group.

One of the largest fi nancial mutual fund companies, 
?2*#M,+60,3/#N3%0A=#2,-#3*.*+1)7#(+13%/0.*/#)(D*#
D(/*%#,-#,#.%3*#.%'A%+*+1#%&#12*(3#+*@#2743(/#3%4%#
investment service. While many fi ntech startups 
,3*#/*)(D*3(+6#12(-#*+1(3*)7#%+)(+*#@(12#+%#20',+#
(+1*3,.1(%+=#M,+60,3/#&*)1#12,1#.0-1%'*3-#+**/*/#
,#A*3-%+,)#&,.*#1%#12(-#*HA*3(*+.*#,+/#%A1*/#1%#
,--(6+(+6#,#T+,'*/U#3*A3*-*+1,1(D*#1%#*,.2#,..%0+1B#
M,+60,3/#A3%D(/*/#.0-1%'*3-#12*#,4()(17#1%#(+1*3,.1#
@(12#12*(3#3*A3*-*+1,1(D*#D(,#13,/(1(%+,)#A2%+*#,+/#
*',()=#401#,)-%#%&&*3*/#D(/*%#,-#,+#%A1(%+B

M,+60,3/#&%0+/#12,1#":$#%&#,))#.0-1%'*3-#-A%5*#@(12#
12*#(+D*-1'*+1#A3%&*--(%+,)#47#D(/*%#.2,1#,1#)*,-1#%+.*B
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The Technologies Behind Live 
Video For Financial Services

!!!"#$%&$'"($)*W,
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What is WebRTC?
L*4V?W#(-#,#-1,+/,3/#&%3#*'4*//(+6#V*,)E?('*#W%''0+(.,1(%+-#XV?WY#E#D%(.*=#
D(/*%=#,+/#'*--,6(+6#E#@(12(+#@*4-(1*-#,+/#'%4()*#,AA)(.,1(%+-B##81#(+.)0/*-#12*#
&0+/,'*+1,)#40()/(+6#4)%.5-#&%3#2(62EZ0,)(17#.%''0+(.,1(%+-#-0.2#,-#+*1@%35=#
,0/(%=#,+/#D(/*%#.%'A%+*+1-#0-*/#(+#D%(.*#,+/#D(/*%#.2,1#,AA)(.,1(%+-B#L*4V?W#
offers significantly better video quality than predecessor technologies, up to 6x faster 
.%++*.1(%+#1('*-=#3*/0.*/#,0/(%[D(/*%#),1*+.7#,+/#.%'A)*1*#.0-1%'(\,4()(17B

-./0*1.20$*34*5.464(.67*809/.(0:*;*<=0*>0!*?96*$@*A09:$467.B02*CD:#$)09*?'E09.04(0*FF*<=0*<0(=4$7$H.0:!!!"#$%&$'"($)*WL
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The OpenTok Platform
?%5R%H=#,#?*)*&]+(.,#.%'A,+7=#/*D*)%A-#,+/#%A*3,1*-#IA*+?%5#E#,#6)%4,)#.)%0/#
A),1&%3'#&%3#*'4*//(+6#)(D*#D(/*%=#D%(.*=#'*--,6(+6#,+/#.%)),4%3,1(%+#*HA*3(*+.*-#
(+1%#@*4-(1*-#,+/#'%4()*#,AA-B#?2*#-.,),4)*=#.0-1%'(\,4)*#A),1&%3'#6(D*-#/*D*)%A*3-#
12*#.3*,1(D*#&3**/%'#1%#40()/#,+7#.%''0+(.,1(%+-#*HA*3(*+.*=#&3%'#%+*E1%E%+*#.2,1-#
to large-scale broadcasts. The first platform to incorporate support for WebRTC, 
IA*+?%5#.,1*3-#1%#*+1*3A3(-*-=#*+13*A3*+*03-#,+/#/*D*)%A*3-#@(12#A%@*3&0)#>S8-#,+/#
a cloud infrastructure. OpenTok is trusted by leading financial organizations including 
*N,(+=#K-03,+.*=#V%7,)#R,+5#%&#G.%1),+/#,+/#^(D*#L(3*#?,HB#

?%5R%H#%&&*3-#,#_(+,+.(,)#G*3D(.*-#>..*)*3,1%3#12,1#
*+,4)*-#%36,+(\,1(%+-#1%#*,-()7#*'4*/#)(D*#D(/*%=#D%(.*#
,+/#'*--,6(+6#/(3*.1)7#(+1%#@*4#,+/#'%4()*#,AA-B##
^*D*3,6(+6#4*-1#A3,.1(.*-#,+/#A3%&*--(%+,)#-*3D(.*-#&3%'#

TokBox, it is easy for financial services organizations to 
*'4*/#3*,)E1('*#.%''0+(.,1(%+-#,+/#%&&*3#12*(3#.)(*+1-#
2(62E1%0.2=#-*.03*#,+/#A*3-%+,)(\*/#-*3D(.*-#,+71('*=#
&3%'#,+7@2*3*B
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The Rules For
Financial Services

!!!"#$%&$'"($)*WN

To deliver a live video customer experience that will drive real 

business results, companies must follow a few rules.
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^(D*#D(/*%#.2,1#'0-1#4*#-*,')*--)7#*'4*//*/#(+1%#,+7#
customer experience flow so that it triggers at the right 
'%'*+1#,+/#A),.*#43(+6(+6#.%+1*H1#1%#12*#.%+D*3-,1(%+B

W%+-0'*3-#@,+1#,+/#*HA*.1#12*#A*3-%+,)(\*/#*HA*3(*+.*#%&#
D(/*%#.2,1#%+#12*#6%#,+/#%+E/*',+/B

No downloads. No plugins. 
In context

Be available to everyone, 
anywhere on any device

Embedded Mobile
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_(+,+.(,)#-*3D(.*-#.%'A,+(*-#'0-1#*+-03*#
12,1#)(D*#D(/*%#*H.2,+6*-#@(12#.0-1%'*3-#,3*#
13,+-'(11*/#,+/#-1%3*/#-*.03*)7=#.%'A)7#@(12#
3*60),1%37#3*Z0(3*'*+1-#@2()*#A3%1*.1(+6#12*#
A3(D,.7#%&#,))#A,31(.(A,1(+6#A,31(*-B

?2*#Z0,)(17#,+/#3*)(,4()(17#%&#-*3D(.*#(-#,-#
('A%31,+1#1%#,#43,+/#,-#12*#A*3-%+,)(\*/#
.0-1%'*3#-*3D(.*#(1-*)&B#?2*#.2,))*+6*#&%3#
43,+/-#(-#1%#%&&*3#2(62#Z0,)(17#)(D*#D(/*%#.2,1#
,1#-.,)*B#?2(-#'*,+-#*+-03(+6#12*#1*.2+%)%67#
A%@*3(+6#(1-#)(D*#D(/*%#.,+#-0AA%31#20+/3*/-#
1%#12%0-,+/-#%&#0-*3-B

^(5*#@(12#,+7#&%3'#%&#.0-1%'*3#(+1*3,.1(%+#
it’s critically important financial services 
.%'A,+(*-##.,A103*#.0-1%'*3#)(D*#D(/*%#
(+1*3,.1(%+-#1%#+%1#%+)7#',(+1,(+#Z0,)(17#
-*3D(.*#/*)(D*37#401#,)-%#&%3#.%'A)(,+.*#
A03A%-*-B

Prioritize privacy and 
protection of data

Highly personalized 
customer service, at scale

Archive for compliance 
and quality control

Secure Scale Record
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Industry Spotlight
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The Customer Service Challenge

The Business Impact
K-03,+.*#5+*@#12,1#(+#12*#*D*+1#%&#,#.,3#,..(/*+1=#.0-1%'*3-#
3*Z0(3*/#+%1#%+)7#,#1('*)7#D*2(.)*#(+-A*.1(%+#401#,)-%#,#A*3-%+,)#
1%0.2#1%#A01#12*'#,1#*,-*#(+#12*#-13*--&0)#-(10,1(%+-B#?2,1`-#@27#
12*7#@,+1*/#1%#',5*#(1#,-#*,-7#A%--(4)*#&%3#12*(3#.0-1%'*3-#1%#
',5*#,#.),('=#@2*+*D*3#,+/#@2*3*D*3#12*7#+**/*/=#@2()*#-1())#
',(+1,(+(+6#12*#D(1,)#20',+#*)*'*+1B#

Esurance offers direct-to-consumer car insurance, and is committed
 to saving its customers money, time, and hassle. The Esurance mobile 
app makes it possible to fi le a claim, schedule a vehicle inspection, 
reserve a rental car, and monitor the claims process, all from the palm 
of the customer’s hand.

The Solution: Live Video Chat

K-03,+.*#103+*/#1%#)(D*#D(/*%#.%''0+(.,1(%+-#1%#*HA*/(1*#12*#
claim-fi ling process while providing a personal customer experi-
*+.*=#K-03,+.*#(+1*63,1*/#)(D*#D(/*%#(+1%#(1-#,AA#,))%@(+6#.0-1%'E
*3-#1%#D(/*%#.2,1#&,.*#1%#&,.*#@(12#,+#,AA3,(-*3B#Q%@#(1#@%35-a
b# c03(+6#,#.,))#-*1#0A#@(12(+#12*#K-03,+.*#'%4()*#,AA=#,+#

,AA3,(-*3#.,+#-**#12*#D*2(.)*#123%062#12*#.0-1%'*3`-#
.,'*3,=#2*)A(+6#12*'#/%.0'*+1#,+/#A2%1%63,A2#12*#
/,',6*

b# W0-1%'*3-#.,+#6*1#,+#,..03,1*#*-1(',1*#,+/#A,7'*+1#%+#
12*#-A%1=#,))%@(+6#12*'#1%#-.2*/0)*#3*A,(3-#(''*/(,1*)7#,+/#
6*1#4,.5#%+#12*#3%,/#(+#+%#1('*B

K'4*//*/#D(/*%#.2,1#*)('(+,1*-#12*#+**/#&%3#,+#,AA3,(-*3#
1%#(+-A*.1#12*#D*2(.)*#(+#A*3-%+=#-,D(+6#12*#.0-1%'*3=#,+/#
.%'A,+7=#12*#1('*#%&#-.2*/0)(+6#,#A27-(.,)#,AA%(+1'*+1#
@2()*#,)-%#3*/0.(+6#12*#1('*#(1#1,5*-#1%#A3%.*--#A,7'*+1

8+-A*.1(%+-#,3*#d0-1#,-#/*1,()*/#,+/#,..03,1*#D(,#D(/*%#,-#(&#
12*#,AA3,(-*3#@*3*#12*3*#(+#A*3-%+

K-03,+.*`-#D(/*%#,AA3,(-,)#,AA)(.,1(%+#2,-#A01#,#A*3-%+,)#
1%0.2#4,.5#(+1%#,#),36*)7#,01%',1*/#.0-1%'*3#*HA*3(*+.*#
-%)01(%+#@2()*#*+,4)(+6#.0-1%'*3-#1%#3*-%)D*#A3%4)*'-#
Z0(.5)7#,+/#.%+D*+(*+1)7B#

!"#$%&#M(/*%#.2,1#3*'%1*#,AA3,(-,)-#%+#,+7#/*D(.*#
(+.)0/(+6#(IG#,+/#>+/3%(/B

'(#&))&)*>#&0))7#.0-1%'(\,4)*#-%)01(%+#12,1#
-*,')*--)7#(+1*63,1*-#D(/*%#.2,1#@(12(+#12*#*H(-1(+6#
,AA#,+/#(+#12*#.%+1*H1#%&#12*#.0-1%'*3`-#/,1,B

+&,"-)$./#>))#D(/*%#.2,1#,AA3,(-,)-#,3*#-*.03*)7#
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The Customer Service Challenge

The Business Impact

RBS identifi ed a gap between physical face-to-face client to 
3*),1(%+-2(A#',+,6*3#'**1(+6-#,+/#1*)*A2%+*#.,))-B#?2*7#
4*)(*D*/#12,1#3*,)E1('*#D(/*%#.%''0+(.,1(%+-#.%0)/#,//#
signifi cant value by facilitating face-to-face contact when a 
A27-(.,)#'**1(+6#@,-#+%1#A%--(4)*B

To Coutts Bank, operated by RBS, ensuring quality of service to its clients 
worldwide is a top priority. With a focus on innovation, RBS scouts the 
globe to identify technologies that may be of service to the bank and 
its customers needs. With an increasing number of their customers 
banking online, Coutts aimed to fi nd technologies that would help them 
offer superior customer service online.

The Solution: Live Video Chat

W%011-#e#W%#),0+.2*/#,#D(/*%#4,+5(+6#A()%1=#*+,4)(+6#.0-1%'*3-#
1%#D(/*%#.,))#12*(3#,/D(-%3#123%062#12*(3#'%4()*#/*D(.*#%3#SW=#
A%@*3*/#47#12*#IA*+?%5#A),1&%3'B#?2*#'0)1(A%(+1#D(/*%#4,+5(+6#
.,))(+6#-%)01(%+#,))%@-#.0-1%'*3-#1%#-A*,5#1%#-*D*3,)#*HA*31-#
-('0)1,+*%0-)7=#&,.*#1%#&,.*=#&3%'#,+7#)%.,1(%+=#*+-03(+6#
.%'A)*H#Z0*3(*-#.,+#4*#2,+/)*/#12*3*#,+/#12*+B#F-(+6#'0)1(E
A,317#.,A,4()(1(*-=#.)(*+1-#.,+#(+D(1*#%12*3#A,31(*-#1%#d%(+#12*#
A3(D,1*#,+/#-*.03*#%+)(+*#'**1(+6=#-0.2#,-#d%(+1E,..%0+1#2%)/*3-=#
,//(1(%+,)#,..%0+1#-(6+,1%3(*-=#%3#*D*+#12(3/#A,317#A3%&*--(%+,)-#
-0.2#,-#,..%0+1,+1-#,+/#A3%&*--(%+,)#,/D(-*3-#,))#@(12(+#,#-)**5=#
&*,103*#3(.2#,AA)(.,1(%+B

G(+.*#),0+.2=#&**/4,.5#&3%'#4%12#.)(*+1-#,+/#W%011-#
3*),1(%+-2(A#',+,6*3-#,4%01#12*#D,)0*#,//*/#47#*+,4)(+6#
12*-*#'0)1(EA,317#D(/*%#'**1(+6-#2,-#4**+#*H13*'*)7#A%-(1(D*=#
@(12#D*37#-13%+6#/*',+/#&%3#12*#-*3D(.*#1%#.%+1(+0*B
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VRG#+**/*/#,#A),1&%3'#12,1#@%0)/#4*#-*.03*=#
*+,4)*#*,-7#.%)),4%3,1(%+=#'0)1(EA,317#.,))-#,+/#
(/*+1(17#',+,6*'*+1B#?2,1`-#@27#12*7#103+*/#1%#12*#
OpenTok platform that enables this level of fl exibility 
,+/#-*.03(17#,+/#@%0)/#*'4*/#-*,')*--)7#(+1%#12*(3#
*H(-1(+6#@*4#(+1*3&,.*B#R*11*3#-1())=#IA*+?%5#(-#1%1,))7#
.%'A,1(4)*#@(12#12*#40-(+*--#)%6(.#,+/#A3%.*--*-#
they’ve fi ne tuned over the years.

*"+,,-./0$%.)0&-%1.,/%.20)3.
/0)#%--&#4.&##"$0,&$%.,%!/#"5"46.,".
7+),/%).%#/0#!%.,/%.&#1+-,)685%01&#4.

-%)$&!%."#."77%).0,.,/&-.20#9:

01*"2*34%&5*6.7&/-47$".
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The Customer Experience Challenge
^(D*#L(3*#,('*/#1%#,//#12*#20',+#*)*'*+1#4,.5#(+1%#%+)(+*#
personal fi nance while also saving their customers time and 
'%+*7=#,+/#',H('(\(+6#12*(3#3*103+B

Live Wire is one of the fastest -growing online tax preparation services. 
It provides a fast, easy, convenient and affordable alternative to 
do -it- yourself tax return preparation, software, independent tax 
preparers and tax stores.

The Solution: Live Video Chat

The Business Impact
^(D*#L(3*#40()1#,#.%+.(*36*#1,H#A3*A,3,1(%+#-*3D(.*#)*D*3,6(+6#
)(D*#D(/*%#1%#.%++*.1#0-*3-#@(12#1,H#A3*A,3*3-#%+#,+7#/*D(.*=#
,+7@2*3*#12,1#12*7#2,D*#,+#(+1*3+*1#.%++*.1(%+B#^(D*#L(3*#
0-*3-#.,+#6*1#Z0(.5#,+/#*,-7#,..*--#1%#/*/(.,1*/#-A*.(,)(-1-#
,.3%--#12*#.%0+137#&%3#&3**B

^(D*#L(3*#2,-#',/*#(1#*,-7#1%#(/*+1(&7=#.%++*.1#,+/#*+6,6*#
with a fi nancial professional in seconds. The service has proven 
1%#-,D*#0-*3-#D,)0,4)*#1('*#,+/#'%+*7#@2*+#A3*A,3(+6#12*(3#
taxes. Whereas the average national spend on taxes if $261, 
12*#,D*3,6*#^(D*#L(3*#.0-1%'*3#-A*+/-#d0-1#f;<gB

^(D*#L(3*#+**/*/#,#A),1&%3'#12,1#@%0)/#@%35#
,+/#(+1*3%A*3,1*#,.3%--#/(&&*3*+1#*+/A%(+1-#1%#
give their users the fl exibility to use the service 
@2*+*D*3#,+/#@2*3*D*3#12*7#+**/*/B#F-(+6#
IA*+?%5`-#@*4#e#'%4()*#GcP-#'*,+-#12,1#^(D*#
L(3*#.0-1%'*3-#.,+#0-*#12*(3#%@+#),A1%A-=#1,4)*1-#
%3#-',31A2%+*-#@2*3*D*3#12*7#,3*#1%#(+-1,+1)7#
,..*--#,#-A*.(,)(-1B#^*D*3,6(+6#12*#IA*+?%5#
A),1&%3'=#^(D*#L(3*#,)-%#*+,4)*-#0-*3-#1%#,..*--#
12*#D(/*%#.,))-#@(12%01#/%@+)%,/(+6#,+7#,//(1(%+,)#
-%&1@,3*B#V*,)E1('*#D(/*%#(-#*'4*//*/#-*,')*--)7#
(+1%#12*#.%+1*H1#%&#12*(3#-*3D(.*#-%#12,1#0-*3-#
and advisers can share their screens, fi les and 
.%)),4%3,1*#1%6*12*3B
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?%5R%H=#,#?*)*&]+(.,#.%'A,+7=#/*D*)%A-#,+/#%A*3,1*-#
IA*+?%5=#,#6)%4,)#.)%0/#A),1&%3'#&%3#*'4*//(+6#
)(D*#D(/*%=#D%(.*=#'*--,6(+6#,+/#-.3**+#-2,3(+6#(+1%#
@*4-(1*-#,+/#'%4()*#,AA)(.,1(%+-B#?2*#-.,),4)*=#
.0-1%'(\,4)*#A),1&%3'#6(D*-#/*D*)%A*3-#12*#.3*,1(D*#
&3**/%'#1%#40()/#,+7#.%''0+(.,1(%+-#*HA*3(*+.*=#
&3%'#%+*E1%E%+*#.2,1-#1%#'0)1(EA,317#.,))-#%3#),36*#
scale broadcasts. The first platform to incorporate 
-0AA%31#&%3#L*4V?W=#IA*+?%5#.,1*3-#1%#*+1*3A3(-*-=#
*+13*A3*+*03-#,+/#/*D*)%A*3-#@(12#A%@*3&0)#>S8-#,+/#
,#.)%0/#(+&3,-130.103*B#IA*+?%5#(-#130-1*/#47#)*,/(+6#
%36,+(\,1(%+-#(+.)0/(+6#K-03,+.*=#V%7,)#R,+5#%&#
G.%1),+/=#M,)-A,3#,+/#,+/#c%04)*#V%4%1(.-B#_%3#'%3*#
(+&%3',1(%+#D(-(1#@@@B1%54%HB.%'
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Benefits of using the TokBox
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