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Solution Brief
Transform
Customer Experiences
with Al-Driven Journey
Orchestration




Executive Summary

In today’s rapidly evolving business
landscape, delivering exceptional customer
experiences while driving revenue growth
has become increasingly complex.
Customers demand seamless, personalized
interactions across all channels, yet many
institutions struggle with fragmented
journeys, low conversion rates, and limited
visibility into customer behavior.

Target Industries

The Servion-inQuba Customer Journey
Management solution combines Servion’s
deep CX expertise with inQuba’s advanced
journey orchestration capabilities to help
businesses transform their customer
experiences and achieve measurable
business results.

Understanding the unique needs of different sectors is crucial for delivering

effective customer journey solutions. Our solution is specifically designed to
address the challenges and opportunities in these key industries:
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Banks Insurance
Companies

Retail, commercial, and
investment banking
institutions seeking

to optimize customer
journeys and increase
digital adoption
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Life, property & casualty,
and health insurers
looking to improve

customer acquisition
and retention

Telecom

Service providers
aiming to optimize
revenue, enhance

customer experience,
and reduce churn




Key Challenges

Banks, Insurance, and Telecom companies
today face several critical obstacles in
delivering optimal customer experiences.
These challenges impact revenue
optimization, customer satisfaction, and
operational efficiency:

Complex, fragmented
customer journeys

Customers interact through multiple
channels including mobile apps, websites,
contact centers, and branches, leading

to disconnected experiences and lost
opportunities. For example, a customer
might start a loan application online but
need to restart the process when switching
to the contact center.

Low conversion and
completion rates

Critical processes like account opening
or loan applications often see high
abandonment rates due to unclear next
steps or complex requirements. Many
institutions see less than 15% completion
rates for digital onboarding journeys.

Limited visibility into

customer behavior

Organizations struggle to understand where
and why customers drop off during key

processes, making it difficult to implement
effective improvements. Without unified
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journey analytics, valuable insights remain
hidden in siloed data systems.

Poor customer satisfaction
and retention

Fragmented experiences and lack of
personalization lead to frustrated customers
and increased churn. Many customers cite
poor experiences during claims processing
or service requests as reasons for leaving.

High operational costs

Inefficient processes and high reliance on
manual interventions drive up costs. For
instance, customers often need to contact
support multiple times for status updates
that could be automated.

Suboptimal digital adoption

Despite investments in digital channels,
many customers still default to costly
human-assisted channels due to poor
digital experiences or lack of confidence in
self-service options.

Inability to deliver
personalization

Without comprehensive customer journey
data and real-time analytics, organizations
cannot provide the tailored experiences
customers expect across different segments
and interaction points.



Al-Powered Journey '«
Management

By leveraging cutting-edge artificial intelligence
and advanced analytics, the Servion-inQuba

solution provides a comprehensive approach to
discovering, analyzing, and optimizing customer

journeys:
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Al-driven Journey Management

Transform raw customer data: Convert complex interaction
data from multiple sources into clear, actionable journey
visualizations that reveal both successful paths and points
of friction

Overlay emotional insights: Understand customer
sentiment at each touchpoint through advanced analytics
and feedback collection, enabling more empathetic
engagement

Design revenue-optimizing interventions: Create targeted
interventions based on behavioral patterns and proven
success paths to increase conversion rates and customer
satisfaction

Real-time Journey Visualization

Discover actual journeys: Map out how customers really
interact with your organization across all channels, revealing
unexpected paths and pain points

Identify critical drop-offs: Pinpoint exactly where and why
customers abandon processes, with detailed analytics on
abandonment reasons and potential solutions

Understand segment behavior: Analyze how different
customer segments interact with your organization, enabling
targeted improvements for specific groups



Emotion Measurement & Behavioral Insights

» Track sentiment throughout journeys: Measure customer
emotional responses at each interaction point to identify
moments of frustration or delight

* Enable empathetic interactions: Equip staff with contextual
customer insights to provide more understanding and effective
support

» Drive personalization: Use deep behavioral insights to tailor
experiences for different customer segments and journey
stages

» Make data-driven decisions: Base improvement initiatives on
concrete customer behavior data rather than assumptions

Proactive Intervention

* Implement smart nudges: Deploy Al-driven interventions
that guide customers through complex processes at the right
moment

» Personalize engagement: Tailor communications and offers
based on customer context and previous interactions

e Optimize conversion: Continuously refine intervention
strategies based on success metrics and customer response

Servion's Implementation & Management Value

Our comprehensive service approach » Performance monitoring: Regular

ensures successful deployment and ongoing tracking of key metrics and ROI against

optimization: business objectives

* Expert deployment services: Seasoned » Technical expertise: Seamless integration
consultants with deep expertise in journey with existing systems and data sources

orchestration and financial services * Channel orchestration: Unified experience

» End-to-end optimization: Continuous design and delivery across all customer
monitoring and refinement of journey touchpoints
performance and intervention strategies « Customer Service Infrastructure

. Strategic remediation: Rapid Improvement Recommendations:
identification and resolution of journey Findings from journey analytics allow

Servion to target the infrastructure for
appropriate upgrades such as cloud
migration, channel optimization, Al
intervention, etc.

,SERVION 5

pain points and technical issues

7
Oy




Why Choose Servion + inQuba?

Our partnership brings together industry-
leading expertise and technology to deliver
unmatched value for our clients:

Combined expertise: Benefit from Servion's
deep CX implementation experience and
inQuba’s cutting-edge journey orchestration
platform

Complete journey optimization: End-to-end
visibility and control over customer journeys
across all channels

Proven impact: Demonstrated success
in improving key business metrics across
multiple businesses

Customer Success Stories

Health Insurer:

Wellness Program
Onboarding

Prominent bank:
Enhancing Digital
Onboarding for
Increased App

Adoption

inQuba’s tailored solution helped the client
actively engage customers, encouraging
them to sign up for one of the four
available wellness programs.

inQuba’s customer journey management
solution helped identify critical failure
points and implement proactive measures,
or "nudges,” to guide customers towards

Results: successful transactions.

 Orchestrated Engagements Results:
+100% message reach with over 60% + 50% of customers who initiated the
engagement effectiveness onboarding journey were successfully

» The customer benefit uplift achieved over registered
60% + 39% of customers who commenced the
onboarding journey were successfully
onboarded

* 34% increase in the onboarding success
rate was achieved

READ MORE READ MORE
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https://7900498.fs1.hubspotusercontent-na1.net/hubfs/7900498/inQuba%20Journey%20Management%20FSI%20Use%20Case%20eBook%202024%20LN.pdf
https://7900498.fs1.hubspotusercontent-na1.net/hubfs/7900498/inQuba%20Journey%20Management%20FSI%20Use%20Case%20eBook%202024%20LN.pdf

Discover how inQuba can transform
your approach to customer journey

GET STARTED
WITH THE
JOURNEY

management and give your enterprise
a competitive edge in today’s digital
landscape. inQuba Journey Accelerator

ACCELERATOR
WORKSHOP
(JAW)

is a 2-hour interactive, virtual workshop
designed to get you up and running
quickly with your Customer Journey Trial.

What you'll get

2-hour interactive virtual workshop Pre-workshop

with key stakeholders including We'll pre-design your

« Executive sponsor orchestrated journey, identify key
(cx/cMO/Line-of-Business) engagement points, and outline

« Journey owners data requirements

(Business process owners)
. Dotq/systems owners

During workshop Collaboratively Post-workshop deliverables
define and agree on - Complete journey design

« Orchestrated journey design with nudge/intervention strategies
« Engagement points and channels « Full data requirements list

- Data requirements « Scoped and costed proposal with
+ Key metrics for ROl modeling timelines

« ROl model based on
similar case studies

Contact us today to begin your Al-driven journey orchestration:
Email: marketing@servion.com Phone: (877) 550-8527
Web: servion.com/services/customer-journey-management/
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https://servion.com/services/customer-journey-management/

