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Executive Summary

The brutal reality? Most customer journeys are This white paper explores how forward-
o o thinking enterprises in banki
broken. Mid-tier banks watch as applications tninKIng enterprises in banking, -

. . insurance, and utility sectors are closing
evaporate midway through completion. Insurance this gap with Servion's JourneyWorCX™
providers hemorrhage customers after painful claims — framework, moving from theoretical
experiences. Utility companies drown in call volume  customer experiences to measurable

. . . . business results. By identifying critical
spikes during outages. All while executives stare at . . g yne
) ) ] ) friction points and implementing Al-
expensive journey d/agrams Wondermg where the powered interventions, organizations

promised ROl went. have achieved remarkable outcomes:

30-45%

703%

ROI

33%

reduction

61%
2 5% decrease

decrease

For customer experience leaders in these industries, the implications are clear:
optimizing customer journeys is no longer just about improving satisfaction metrics
- it's about driving measurable business results that impact the bottom line.



Introduction: The Journey Gap

Despite millions spent on customer experience initiatives, most organizations in
banking, insurance, and utilities fail to convert customer insights into revenue-driving
operational improvements. Consider these industry realities:

30% of enterprises have created customer journey documentation, yet only a small fraction
report that these investments have significantly improved business outcomes

o
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In banking, 68%
of digital account
applications are
abandoned before
completion

These statistics highlight what we call "The Journey
Gap" - the chasm between understanding customer
journeys and actually improving them in ways that
deliver measurable business impact.

Traditional approaches to customer journey
management suffer from three critical
limitations:

1. Insight Without Action: Static journey
visualizations identify friction points but rarely
lead to systematic intervention
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Insurance providers face
claim abandonment rates of
10%, leading to increased
call volumes and customer
dissatisfaction
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Utility companies experience
significant spikes in contact
center volume during outage
events, with most inquiries
being repetitive status requests

2. Channel Fragmentation: Disjointed experiences
across digital and voice channels create critical
drop-off points

3. Not Real-Time: Most journey documentation
quickly becomes obsolete, failing to capture
how customers actually navigate across multiple
touchpoints and timelines

For banks managing complex onboarding processes,
insurers handling claims experiences, and utilities
addressing service events, closing this gap
represents a significant opportunity for competitive
differentiation and improved business outcomes.



The Business Case for Journey Transformation

The shift from static documentation to dynamic journey execution - from friction
to flow - represents a significant opportunity for banks, insurers, and utilities to
differentiate their customer experience while driving measurable business results.

By implementing Servion's JourneyWorCX™ » Create a sustainable competitive advantage
through superior journey execution

framework, organizations can:

e Transform abandonment points into completed

journeys

The journey gap between insight and action

represents both a challenge and an opportunity.

Organizations that successfully bridge this gap will

e Convert reactive customer service into proactive

journey orchestration

not only improve customer satisfaction but will also
realize tangible financial benefits through increased

conversion rates, reduced operational costs, and

¢ Translate customer experience investments into
quantifiable business outcomes

improved customer retention.

The most compelling reason to invest in journey transformation is the direct impact on
business metrics that matter to the C-suite:

For Mid-Tier Banks

e Increased completed
applications translating
directly to revenue

» Reduced cost-per-acquisition
through higher conversion
rates

e Improved cross-sell
opportunities through better
onboarding experiences

» Decreased call center volume
through proactive journey
orchestration

For Insurance Providers

 Lower policy cancellation rates
following claims

» Reduced operational costs
through efficient claims
processing

e Increased customer lifetime
value through positive claims
experiences

e Enhanced cross-sell potential
through journey-aware
customer engagement

* Decreased cost-to-serve
through reduced call volumes

e Improved customer
satisfaction during high-stress
service events

* Increased adoption of digital
self-service channels

e Enhanced regulatory
compliance through better
customer communication

When journeys succeed, so do metrics. Our clients see 30-45% onboarding

lift, 33% churn reduction, and measurable ROl in 60 days.
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JourneyWorCX™: Where Journeys Get Done

Servion's JourneyWorCX™ framework

directly addresses the journey gap through

an execution-first approach that transforms
theoretical journey documentation into
orchestrated customer experiences that deliver
measurable business results.

Unlike traditional approaches that focus primarily on
static visualizations, JourneyWorCX™ is engineered
for real-world execution - fixing drop-offs, driving
completions, automating where appropriate, and
resolving pain points in critical journeys across
banking, insurance, and utilities. It transforms
oversimplified diagrams into dynamic, real-time
journey orchestration.

WE DON'T JUST MEASURE EXPERIENCE. WE FIX IT - JOURNEY BY JOURNEY.
The framework consists of five integrated components:

Discovery +
LaunchPad

N~

1. Discovery + LaunchPad

Discovery + LaunchPad provides the foundation

for journey transformation by quickly identifying
ineffective customer journeys and deploying Al-
powered voice experiences that convert. It combines
diagnostic insight with solution delivery in one tight
loop.

What's Included:

e Journey Acceleration Workshop: Discover journey
gaps, drop-off points, and CX friction

e Al Agent Lifecycle Management: Rapidly design,
simulate, deploy, and monitor omni-channel,
multi-lingual Al agents
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Voice Journey Audit: Assess and benchmark
current IVR or voice bot performance

Behavioral Abandonment Analytics: Pinpoint key
failure points in onboarding, claims, support, etc.

LLM-Ready Voice Bot Deployment: Rapid build
& deploy using multilingual, compliant voice UX

Client Outcomes in 60 Days:

Uncover a broken high-value journey

Redesigned experience flows using proven best
practices

Launch first Al Agent use case

Generate ROl via reduced friction, better routing,
and automated nudges



OnBoard+ focuses on maximizing digital onboarding
completion rates and reducing abandonment,
particularly critical for banks, insurance providers,
and utility service activation processes.

e Journey Acceleration Workshop

e Digital Onboarding Rescue

¢ Behavioral Abandonment Intervention

3. VoicelQ

VoicelQ LaunchPad delivers rapid transformation
of voice journeys in regulated environments,
particularly relevant for banking, healthcare, and
telecommunications organizations that must
balance compliance with customer experience.

What's Included:

e Voice Journey Audit (Discovery & Prioritization)

e Multi-Channel Agent Design

e Al Agent Deployment, Analytics & Supervision

e Integration Layer

Target: Banks, insurers, and retailers with complex
onboarding flows

e Boost onboarding success by 30-45%

e (Cut early-stage churn by 33%

e Personalize nudges based on behavior and
emotion

e Accelerate ROl modeling with pre-built flows

e Security, Compliance & Audit Logging

e Al Agent VoiceOps & Tuning

Target: Contact centers in BFSI, healthcare, and
telecom

Client Outcomes Start in 60 Days:

e Replace outdated IVRs with intelligent,
empathetic Al agents

e Lower call handling costs

e Stronger CX Personalization

e Get LLM-ready voice UX in weeks

Engage360 provides an elevated level of support,
expertise and client service to maximize the impact
of your platform investments. Go beyond the OEMs.

e Foundational & operational services to maintain
your system

e (X optimization, advisory services and audits
to ensure you maximize the features &
functionality

e Data and security monitoring
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e Business reviews & personalized
recommendations

e Qutcome based KPIs and metrics

e Access to custom IP tools that promote self-
service

e Three tiered options - customized for your
needs

e Maximize satisfaction & achieve business goals

e Enhanced level of personalized support

e One solution, one call - a unified experience
with a premier partner. Simplify your day.



Key Servion Differentiators:

“From Friction to Flow”

/
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Execution-First
Framework

JourneyWorCX is engineered for
real-world CX outcomes, not just
improved NPS/CSAT. We fix drop-
offs, drive completions, automate
where appropriate and resolve
pain points in onboarding,
service, claims, and support.

What This Means for You:

e Direct impact on operational
KPlIs within 30-45 days

e Focus on journey completion
rates, not survey scores

e Automated interventions

Servion’s certified partnerships
with Parloa, inQuba, Genesys,
NICE, Verint and Cisco bring best-
in-class Al, journey intelligence,
CCaa$S and compliance tooling
under a single delivery model.

e Single vendor relationship
for multiple capabilities

Al-Driven
Orchestration Layer

Combines LLM-ready voice
bots, behavioral nudging, and
real-time intervention across
channels - designed to work
inside regulated, high-stakes
environments.

What This Means for You:

e Compliant Al deployment in
regulated industries

e Seamless integration with
existing CCaa$S investments

e Multi-channel consistency
without manual coordination

e Reduced vendor
management overhead

e Real-time journey
optimization without human

reduce manual workload

-

Deep Digital Engineering expertise

across the full solution lifecycle for

major CCaaS OEMs -from architecture
and development to deployment,
optimization, and ongoing support.

e End-to-end technical ownership
from design through ongoing
operations

e Specialized expertise with major
CCaaS platforms (Genesys, NICE,
Cisco)

e Reduced risk of implementation
failures and post-launch issues
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Business-
Backed Results

Delivers hard ROI, not vanity
metrics: 703% ROl (leading
retail bank), 34% onboarding
completion lift (Standard Bank),
25% support deflection and 33%
churn reduction.

What This Means for You:

e Proven operational
improvements you can
forecast

e (Clear cost reduction through
automation and deflection

e Revenue impact through
improved completion rates




Al-Powered Journey Orchestration

Artificial intelligence serves as the engine that powers JourneyWorCX™, enabling
organizations to move from reactive to proactive journey management. By analyzing
patterns across millions of customer interactions, Al capabilities identify subtle signals
that indicate potential journey breakdowns before they occur.

Predictive P Natural JEETE Conti
Abandonment -~ . language ° +,  Continuous
Key Al ">, Modeling \‘. Processing 1 »}Eo ', Learning 7 -
capabilities within : : ! ; !
the JourneyWorCX™ : ! 5 : ! 5
framework include: 1 : i : :
' + Behavioral *, , Channel /)
. L Pattern L o Orchestration ~_ o
T Recognition T Intelligence -7
Predictive Abandonment Natural Language Processing
Modeling : . o :
For journeys that include text or voice interactions,
Machine learning algorithms analyze customer natural language processing extracts intent,
behavior patterns to identify signals that indicate sentiment, and emotion signals that provide critical
likelihood of journey abandonment. These models context for journey orchestration. This capability is
consider factors such as: particularly valuable in identifying frustration or

confusion that may lead to abandonment.
Session behavior (time spent, page views, hesitation

patterns .
) Channel Orchestration
e Historical interaction data Intelligence
+ Demographic and firmographic attributes Al determines not just when to intervene in a

customer journey, but through which channel the
intervention will be most effective. By analyzing
customer preferences and response patterns, the
When the model detects a high probability of system dynamically selects the optimal channel for
abandonment, it triggers appropriate interventions each intervention.

before the customer drops off.

e Channel preferences and switching patterns

. .. Continuous Learning
Behavioral Pattern Recognition

The Al engine continuously learns from intervention

Al-powered analysis identifies successful journey results, refining its models based on which
patterns exhibited by customers who complete their strategies prove most effective for different
journeys, creating a template for optimal experience customer segments and journey types. This creates
design. This analysis goes beyond simple conversion a virtuous cycle of improving journey optimization
optimization to understand the nuanced factors that over time.

contribute to successful journey completion.
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Journey Transformation in Action

Mid-Tier Banks: Digital Onboarding Excellence

For community and mid-tier banks, digital account opening and loan application
processes represent critical growth engines - and significant challenges. With digital
gaps and loan servicing friction as common pain points, improving these journeys
directly impacts revenue and customer acquisition costs.

JourneyWorCX™ addresses these challenges through a systematic approach:

01 identifies critical drop-off points in onboarding and loan
Discovery + application flows, with particular focus on documentation
LaunchPad requirements, identity verification steps, and complex form
completion

02 detects when customers struggle with application steps and
OnBoard+ provides contextual assistance to help them continue the process

03

Behavioral re-engages customers who have started but not completed

Abandonment applications through the most effective channel
Intervention

Business Impact:

34% 61% 120% 703%

increase in decrease in uplift with return in on
customer customers going idle incentives investment
onboarding after registration
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Insurance: Claims Journey Transformation

For insurance providers, the claims process represents both a moment of truth for
customer relationships and a significant operational cost center. Claims experiences
that fail to meet customer expectations drive both increased call volumes and

potential policy cancellations.

JourneyWorCX™ transforms the claims experience through:

01

Claims+
Recovery

identifies communication gaps and handoff failures between
departments that frustrate claimants

02

Proactive anticipates customer questions and proactively provides status
Support updates through preferred channels

Deflection

03

VoicelQ experiences for claims status and updates

transforms outdated IVR systems into intelligent voice

Business Impact:

90% Coverage of about
recognition rate 20

of discussions in
Al-driven phone types of damage
bot platform
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task automation
rate (calls
contained by
voice assistant)

Reduced call burden
on agents for use cases
such as caller lookup,
business hours checks,
form surveys, email and
FAQs



Utilities: Outage Communication Excellence

For utility companies, outage events represent high-volume, high-stress customer
journey moments that can significantly impact both operational costs and customer
satisfaction. The challenge of managing communication during these events is
compounded by spikes in contact volume and the need for consistent, accurate
information across channels.

JourneyWorCX™ transforms outage communication through:

01 identifies critical communication gaps during outage events and

Discovery + . . . .
LaunchPad establishes proactive notification strategies

02 deploys intelligent voice bots that provide real-time outage
VoicelQ updates and estimated restoration times

03 ensures consistent, proactive communication across all customer
Engage360 touchpoints during service events

Business Impact:
$3 5 Improved IVR Deflected
eflected over

million cost-saving lIO /0 time by 10%, 40% of call
per year by deflecting call deflection covering 65% vol‘:Jr(;ecs

calls to a low-cost to chat of all use cases

self-service channel
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Measuring Success: Beyond NPS to
Journey Metrics

Effective journey transformation requires moving beyond traditional customer
experience metrics like NPS and CSAT to journey-specific KPIs that directly connect
to business outcomes. Servion’s approach to measurement focuses on four key

dimensions:

Summary Table of Metrics that make a difference:

Definition

Primary Use

Analyst
Support

Journey o Journey success Forrester,
. % of customers who reach goal
Completion Rate measurement Gartner
Journey Drop-Off % of customers who abandon Journey friction
. . Forrester
Rate early diagnosis
o, o
lourney Stall Rate /z of customers who stall at a Journey'Drop Off
journey point prevention
Intervention % uplift from nudges/ . Gartner,
Success Rate interventions Measuring nudge ROI Temkin
. . . Journey efficiency
Goal Velocity Avg. time to complete journey benchmarking Forrester
Nudge % responding to nudges who Engagement Forrester,
Engagement Rate move forward effectiveness Gartner

By connecting these metrics in a comprehensive dashboard, organizations can clearly
demonstrate the business value of journey transformation initiatives and continually

refine their approach based on measurable results.
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Conclusion: The Future of Customer Experience

is Journey-Driven

The marketplace winners of tomorrow won't just
map customer journeys - they'll actively orchestrate
them in real-time, transforming every friction point
into an opportunity for deeper engagement and
business growth.

Servion's JourneyWorCX™ framework represents a
fundamental shift in how organizations approach
customer experience. By moving beyond static
documentation to dynamic journey execution,
businesses can create experiences that adapt to
customer behavior, anticipate needs, and proactively
resolve issues before they impact satisfaction or
completion rates.

ABOUT

SERVION
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Where Journeys get done

The compounding effect of journey optimization
across multiple customer touchpoints creates a
sustained competitive advantage that is difficult
for competitors to replicate. Organizations that
embrace this journey-driven approach will not
only improve customer satisfaction but will drive
measurable improvements in acquisition, retention,
and operational efficiency.

As Al capabilities continue to evolve, the gap
between leaders and laggards in journey
orchestration will only widen. The time to transform
your customer journeys from friction to flow is now.

Servion is a global systems integrator (SI) headquartered in the
US, with over 1000 employees worldwide and three decades of
experience in customer experience (CX) transformation.

At Servion, we believe that human connection remains
the most powerful force in business - and that intelligent
technologies should amplify, not replace, those connections.

Our JourneyWorCX™ CX execution framework brings this
belief to life, creating a world where human connection is
strengthened by smart technology. The result: exceptional
journeys that foster lasting relationships and drive business
growth.

Over 600 deployments with some of the top Global Brands
including Costco, Rogers, Roche, Farmers, and Citibank.

The JourneyWorCX™ framework leverages Servion's deep

CX integration expertise and strategic platform partnerships
with Genesys, NICE, and Cisco along with Servion's Innovation
partners Parloa, inQuba and Verint to turn complex, fragmented
customer experiences into orchestrated, personalized journeys
with ROI-driven outcomes.

Core Philosophy:
“Where Journeys Get Done”

Email: marketing@servion.com | Phone: (877) 550-8527 | www.servion.com



