
What’s
Inside:

92% of clients express satisfaction
or high satisfaction with National
Bank’s reimagined appointment
booking experience

Remote appointment bookings have
increased three-fold since
implementing Coconut Software

clients can book remote appointments
4x faster than in-person appointments

92%

3x

Success
Snapshot

A Pioneering Approach to Remote
Appointments Positions National Bank
as a Client-First Leader

SUCCESS STORY - NATIONAL BANK 

ABOUT NATIONAL BANK

National Bank is one of the six D-SIB
(Domestic Systemically Important Banks)
banks in Canada, and the leading one in
Quebec. It offers a full range of financial
services for individuals, businesses, and
clients with specific needs, both
domestically and internationally. It also
offers a wide range of banking and
insurance services as well as innovative
investment and wealth management
solutions.

Since its inception in 1859, National Bank
has been committed to making a positive
impact on people’s lives by building long-
term relationships with its clients, teams,
shareholders, and community. 

The Goal

The Solution

The Results

4x



The Goal: 
Align Appointment
Booking with Modern
Client Expectations 

Finally, it sought a partner that could easily
bring its current vision to life, while also
offering the agility and skill to adapt to
future growth.

National Bank found what it was looking for
in Coconut Software. 

The Solution: 
Streamline Appointments
and Steer Organizational
Change 

Coconut stood out from the start as a credible
brand committed to excellence thanks to
recognition as one of Canada’s fastest-
growing companies over several years.
Coconut also offered a specialized range of
appointment booking features providing
reassurance that it wasn’t a “master of none”
vendor that would deliver a diluted offering.

The team at National Bank didn’t want to
design a process around employee
constraints. Instead, they built a client-
centered experience with input from Coconut –
one that speaks their language and
empowers independent appointment
management. They gave clients with less
complex needs the option to “Skip the Wait”
and access self-serve digital tools. Clients
who actually need appointments can book
them independently without being tied to a
specific branch. 

The retail customer relationship strategy teams
at National Bank recognized that their one-
size-fits-all appointment booking experience
no longer fit with increasing client demand for
self-serve solutions and remote appointments.
While fintechs and virtual banks offered clients
convenient digital solutions and timely access
to advice, National Bank still required clients to
visit physical branches or complete
appointments by phone. This approach wasn’t
meeting clients where they were.

“The pandemic significantly shifted client
preferences, particularly regarding in-person
visits,” says Jean-Michel Bonin, Senior
Manager retail customer relationship
strategies at National Bank. “We were seeking
a shift in our approach to client appointments
that would tap into the strengths of our whole
distribution network.”

National Bank decided it was time to evolve
from a standalone appointment booking
solution that essentially directed traffic into
branches to a modern, client-first system that
would be fully integrated with a holistic digital
experience. It also wanted to optimize the
solution to meet the unique needs of staff with
specific roles, like mobile employees or those
with non-traditional schedules. 
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