Al-Powered Customer
Support: Transforming
Financial Services

A leading financial services provider partnered with our team to implement an Al-
powered customer support solution that achieved remarkable results:

60% faster response times * 40% CSAT improvement ¢ 38% cost reduction



Client Challenge: SecureTrust Financial Services

Critical Issues Identified

High Volume

45,000+ monthly customer inquiries across multiple channels overwhelmed
the system

Slow Response

8-minute average response time for even simple inquiries

Poor Quality

CSAT scores averaging only 68% with high variability between agents

High Costs

$2.1M monthly in customer support expenses with 35% annual agent

Only 15% of customers used existing self-service

turnover .
options



Our Strategic Approach

Phase 1: Discovery & Analysis

Analyzed 100,000+ historical inquiries
by type and complexity

Mapped 8 distinct customer support
journeys across products

Conducted 40+ stakeholder sessions

with agents and customers

Comprehensive compliance and

security assessment

Phase 2: Solution Design

Hybrid Al-human model with
seamless escalation pathways

Multi-channel NLP integration across
web, mobile, chat, and voice

Compliance-first architecture with
built-in regulatory controls

Continuous learning framework

improving with each interaction

Phase 3: Implementation

Custom-trained NLP engine for
financial services terminology

Centralized knowledge repository

with real-time access

Intent classification system with 95%
accuracy

Automated response generation with
human oversight

Our approach balanced technological innovation with the specialized needs of financial services, focusing on both operational efficiency and

customer experience excellence.



Core NLP & Al Capabilities

Intent Recognition

95% accuracy in identifying customer intent from free-text inquiries,
with specialized understanding of financial terminology

Entity Extraction

Automatic identification of account numbers, transaction details, and

product names from unstructured text

Sentiment Analysis

Real-time detection of customer frustration or urgency, enabling
prioritization of high-risk interactions

Contextual Understanding

Maintaining conversation context across multi-turn interactions for
natural, coherent exchanges
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Human-AI Collaboration:
Better Together

Response Suggestions Knowledge Assistant

Al generates contextually relevant Real-time information retrieval for
response options for human agents agents during customer

to review and modify, blending interactions, eliminating the need to
machine efficiency with human search through multiple systems
judgment

Next Best Action

Intelligent recommendations for agents based on customer context and
history, improving resolution rates and cross-sell opportunities

The system was designed to augment rather than replace human agents,
allowing them to focus on complex, high-value interactions while Al handles

routine inquiries.




Seamless Integration & Enterprise-Grade Security

System Integration Security & Compliance

e CRM Integration: Seamless connection with Salesforce for o Data Encryption: End-to-end encryption for all customer data
complete customer context and conversations

e Core Banking Systems: Real-time access to account e Access Controls: Role-based permissions and authentication
information and transaction history for sensitive operations

e« Communication Channels: Unified deployment across web e Audit Trails: Comprehensive logging of all interactions and
chat, mobile app, SMS, and voice system access

e Analytics Platforms: Integration with Bl tools for comprehensive e Regulatory Compliance: Built-in controls for financial
performance monitoring regulations (GDPR, CCPA, etc.)

[J  Our compliance-first architecture addresses the unigue regulatory requirements of financial services, ensuring data protection
and regulatory adherence throughout the customer support process.



Client Testimonial

"The Al-powered customer support
solution has transformed how we
serve our customers. The 607%
reduction in response time and 407%
Improvement in customer

satisfaction have exceeded our szerime 4
expectations. More importantly, our y

agents are now empowered to focus
on complex, high-value interactions
while Al handles routine inquiries."

— Jennifer Park, VP of Customer Experience, SecureTrust Financial Services




Key Success Factors & Lessons Learned

Success Factors Lessons Learned
Hybrid AI-Human Approach Domain Expertise Critical
Balancing automation efficiency with human empathy for Generic NLP models cannot handle financial services
complex issues complexity
Financial Services Specialization Compliance Must Be Built In
NLP model trained specifically for banking terminology and Regulatory requirements cannot be added as an
regulations afterthought
Continuous Learning Framework Agent Buy-In Drives Success
System that improves with each interaction and human Involving support agents in design improves adoption and
feedback outcomes

The technical architecture achieved 99.99% availability with zero critical incidents since deployment, while maintaining sub-second response

times for automated inquiries.



Next Steps: The Future of Al-
Powered Financial Support

Voice Integration

Expanding NLP capabilities to voice channels for complete omnichannel support with consistent

quality across all customer touchpoints

Predictive Engagement

Proactive outreach based on customer behavior and life events, anticipating needs before
customers even reach out

Advanced Personalization

Deeper integration with customer data for hyper-personalized responses tailored to individual

financial situations and goals

Emotional Intelligence

Enhanced sentiment analysis and emotionally appropriate responses, bringing Al interactions
closer to human-level empathy

Partner with us to position your financial institution at the forefront of customer experience innovation.




