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Improves CX and Fights Fraud 

with Biometrics
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Agenda

• Who is Kennebunk Savings?

• Key Challenges we face

• Why/How we chose to pursue 

authentication and reduce fraud

• Where we are today

• What’s next?
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• Mutual Savings Bank established in 1871 

• 17 locations with 330 employees

• Approx. $1.3 billion in assets

• Community Promise – 10%

The Kennebunk Savings Story
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Kennebunk has four Quality Service 
Standards 

– Safety and Security

– Courtesy

– Experience 

– Efficiency

So why Voice Biometrics with Nuance?
– It answered a question we didn’t recognize 

we had yet
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The Kennebunk Savings Story

• Launched Nuance Security Suite Jan. 2018 

to streamline authentication and reduce 

fraud.

• First community bank in New England to 

partner with Nuance to deploy voice 

biometrics technology.

• Kennebunk Savings will reduce, or in some 

cases, eliminate the need for security 

questions when customers call about their 

accounts.
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The Kennebunk Savings Story

• Strong support system

• Relied on “the best”

• Willing to be flexible 

• Call Center experience

• Understanding the data

• The employee mindset
• Increased call time 

• You don’t know what you don’t know
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The Kennebunk Savings Story

• Agent experience has 

improved

• Positive customer feedback

• Average call time has been 

reduced

• Opt outs

• Lost opportunities

• Staffing issues
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The Kennebunk Savings Story

‘We would spend half the call verifying the customer’
- Brad Paige CEO 

• Calls presented – 41,508

• Calls handled – 38,085

• Ave Handle Time – 3:12

• Enrollments – 2216

• Verifications - 3784

• Opt out – 500
• 7 – privacy concerns

• 14 – do not solicit

• 8 – don’t believe it is secure

• 13 - don’t want to be recorded
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Communication Amplifies Awareness

Communication of deployment

Agents, 

Employees, 

Execs, 

Internal

Customers Press / 

Influencers
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Communications Plans Drive Success

Best Practices: Maximize The 

Business Value Of Biometrics 
Avoid Common Mistakes To Realize The Benefits Of 

Biometrics 

by Andras Cser, Alexander Spiliotes, and Merritt Maxim 

October 17, 2017 
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Kennebunk Communications Strategy

https://www.kennebunksavings.com/security/voice-id

https://www.kennebunksavings.com/security/voice-id
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Media Coverage

”Kennebunk Savings Bank, with 19 branches across Maine and New Hampshire, in recent years was spending increasing amounts of time asking 
customers phoning the bank various security questions to verify their identity,’ said Kennebunk Chief Executive Bradford Paige. ‘We would spend 
half the call verifying the customer, and often couldn’t fulfill the customer’s request over the phone,’ he said. Since November, the bank has used 

AI-enabled voice biometric technology to help identify fraudsters and impersonators who attempt to access customer accounts. AI 
advancements benefit biometric authentication tools, which use unique body measurements to identify employees, customers and other 

individuals and grant them access to corporate systems and services.”
- Excerpt from the Wall Street Journal Pro article quoting Bradford Paige

“The experience we bring our customers is paramount and we’re always looking for ways to improve convenience and ease of service. Nuance’s 
voice biometrics technology allows us to provide our customers with an enhanced experience and at the same time it is further protecting them 

from bad actors attempting to gain access to their accounts.”
- Jennifer Johnson quoted in Retail Banker International
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Before 

contact 

point

During

transfer

During

interaction
Agent/user 

interaction

Post 

contact 

point

At

contact 

point

Cognitive

engines

Understand

and learn

PredictionAnalytics

Conversation

The Nuance difference
AI-powered omni-channel 
customer engagement

These, backed by cognitive engines and 

human assistance enable easy, effortless 

outcomes throughout the customer 

lifecycle.

Prediction Conversation Analytics
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Rich intelligent engagement product portfolio

Security

Identification & 

Verification

Fraud Prevention

Anti-Spoofing

ConversationalVoice

Conversational IVR

Speech Engines

Dialog

Digital

Virtual Engagement

Live Engagement

Proactive 

Notifications

Analytics

Agent performance 

management

Application 

performance

Customer engagement
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d

HealthcareTelecommunications

Government

Financial Services

Travel Utilities & Retail

Powering major brands
It’s rare to go a day without using Nuance products and technologies
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$16 million
Increase in revenue with live 

chat for a travel & hospitality 

company

$25 million
In annual cost savings with 

conversational IVR for a 

wireless service company

$3 million
In savings per year with 

conversational IVR for an 

airline company

$6.6 million
Additional revenue per year 

with chat-assisted orders for 

an insurance company

$19.2 million
In net benefit per year with 

proactive notifications for a 

leading cable provider 

11K
Live agent calls eliminated 

per day with IVR for a 

multinational courier 

delivery company

> $1 million
Call deflection savings with 

live chat in 90 days for an 

insurance company

$1M +
In annual savings with voice 

biometrics for a European 

bank

191%
Proven ROI with voice 

biometrics for a global 

bank

10 month
Payback period with voice 

and behavioral biometrics for 

a global bank

$1.6 million
Yearly savings with 

conversational IVR for a 

multinational courier delivery 

services company

$24 million
Cost savings for a global 

bank with Nuance Security 

Suite over three years

Delivering tangible results …
Across all major industries
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Q&A
Shawn Sabine

Sr. Director Enterprise Sales

Nuance

Jennifer Johnson

Vice President, E-Delivery 

Manager 

Kennebunk Savings 
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Thank you


