
Case Study

NXT | Customer Communications Management 

Digital first 
approach to enhance 
CX and improve 
business efficiency

Our intensity.
Your agility.



Ÿ Low e-mail penetration level as communication was 
predominantly  print and static e-mail, hence 

Ÿ Increased operational overheads with multiple applications  
being used for multi-channel communications 

Business Challenges

Ÿ Low scope for personalization 

Ÿ High operational costs for printing and distribution 

Ÿ Unavailability of a single view of communications to 
internal stakeholders 

Ÿ Unavailability of content approval workflow to check the 
compliance, marketing messages 

Ÿ Delayed SLAs of sending communications and lost 
opportunity to improve revenue

Ÿ Adapting to digital age customers with interactive 
communication needed new technology

The World's 5th largest bank with an 
m-cap of more than 5 lakh crore; 
Nationwide distribution network of 
4,787 branches implements Interactive 
Customer Communications built on 

TMUniServe  NXT to improve customer 
experience & engagement. The solution 
helped the bank to aggressively cater 
to digital customer expectations by 
digitalizing customer facing processes 
in the shortest possible time. 

To send 
engaging 
and interactive 
communications 
across multiple 
channels, 
improve e-mail 
penetration and 
drive self-help.
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Ÿ Separate portal used by Operations team for retrieving 
backdated statements

Ÿ Based on business rules, it automatically performs actions 
for different distribution channels.

Ÿ API's to empower contact centers with ready access to 
historical data and reports, facilitating effective customer 
query resolution

Ÿ Single application to send various types of personalized, 
interactive customer communications like statements, 
welcome letters, etc. 

Ÿ Consolidated statement option through multi-channel 
delivery (Current/saving/FD/RD statements in PDF/static, 
excel, text, interactive formats)

Ÿ Smart statements with Deep link functionality enabled in 
email/SMS - First one-of-its kind implementation in India

Ÿ Email stored for 12 months enabling the functionality to 
search for Customer ID and resend email

Ÿ Parameterized password option 

Ÿ GUI-driven design and multi-modal delivery capabilities 
enables end users to consolidate, personalize and analyze 
bills and statements resulting in enhanced customer 
experience

Ÿ Extract data from different core business applications and 
create  the design, layout and format for the customer-
facing documents 

Ÿ Automated distribution of processed documents through 
multiple channels - e-mail, Fax, mobile texts (SMS), white 
mail etc. 

UniServe™ NXT at work

Scope of our Solution



Ÿ Personalized marketing messages on statements 
improved revenues from up-sell and cross-sell

Ÿ Improved e-adoption rates and self-help strategy 
led to 20% reduction in call centre volumes- 
Reports integrated with CRM for reduced call handling time

Ÿ Parameterized password - A secure statement has all 
the features of a web portal and is delivered through an 
email with password protection

Ÿ Enabling Digital Signatures for all communications that 
are sent to the customer

Ÿ Improved revenue through personalized marketing 
messages based on Data Analytics derived from 
demographics, transaction history and capturing customer 
feedback

Ÿ Differential experience based on customer 
segmentation

Ÿ Interactive statements for improved 
communications and Customer engagement 
that allows customers to raise and track service requests, 
analyse spend, view personalized offers and register 
feedback

Ÿ Enhanced CX due to personalized videos, greater 
convenience and prompt service

Ÿ Integration with the core banking system for 
consistent communication across lines of business

Ÿ Multiple types of communication with one solution 
like consolidated monthly statements of savings/current/ 
FD, Welcome letters for first time customers, Trans-
promotional communication, Insurance letters, On-demand 
statements, Smart statements 

Ÿ Personalization for 11 customer segments – faster 
and easy template and change management, around 11 
Variants of statements processed

Analytics and 
graphical 
representation 
of transactional 
data helped 
customers 
understand 
complex charges 
and plans 
leading to 
reduced call 
centre valume

Benefits 



headquartered in India with a strong presence in USA, LATAM, EMEA and APAC.

call +91 40 44558585 / 27849019 / 27844551 or e-mail info@in10stech.com

Copyright © Intense Technologies Limited. All rights reserved.

Our enterprise software products are used globally by Fortune 500s for digital

Intense Technologies Limited is a global enterprise software products company,

transformation of their mission critical, customer-facing processes that result in

To know more about our solutions, visit www.in10stech.com,
increased revenues and improved customer experience.

Value delivered 
The solution helped reduce costs, drive efficiencies 
and create a seamless customer experience.

Ÿ email penetration saving costs 100% 
of up to  per month90 crores

Ÿ Processes  interactive 26 million
communications sent per month 

Ÿ Savings on Printing and Courier Costs 

of 28 Lacs/Annum


