XTIVIN CASE STUDY

Transforming Customer Journeys: Al-Driven IVR and
MuleSoft Integration for Enhanced Financial Services

ORGANIZATION

Our client, a leading not-for-profit financial institution, has been at the forefront of innovative
banking solutions for over 50 years. Serving individuals and businesses nationwide, the institution
provides a diverse portfolio of financial services, including savings accounts, loans, mortgages,
credit cards, and investment products.

e Industry Leadership: Recognized for technological innovation, the institution was among the
first to adopt 100% video teller assistance and video banking.

e Community Focus: Reinvests profits to enhance services, ensuring affordable, accessible
financial solutions for its members.

e Accessibility Commitment: Delivers seamless multi-channel banking to meet diverse
customer needs.

CHALLENGE

XTIVIA's client faced critical limitations in their legacy IVR system, which hindered their ability to
deliver seamless, intuitive, and efficient customer experiences. The challenges were multifaceted,
impacting both customer satisfaction and operational efficiency:

e Non-Intuitive Interface: The existing IVR system required customers to navigate through
extensive, predefined menu options to express their needs. With limited backend
programming capabilities, the system could only recognize a restricted set of predefined
phrases, making it difficult to address diverse and contextual customer requests.

e Static Call Flows: The IVR relied on rigid, linear call flows that failed to adapt to the nonlinear
and dynamic nature of customer interactions. These limitations negatively impacted user
experience, particularly for routine tasks such as paying bills for loans, mortgages, and credit
cards.

e Fragmented System Architecture: Key banking systems such as Episys, Co-Ops, and ACI
SpeedPay operated in silos, lacking seamless communication. This fragmentation led to
inefficiencies in processing customer requests and delayed transactions.

e Manual Data Synchronization: Without real-time data exchange, the IVR system depended
on manual processes for updating and reconciling customer data. This not only slowed
operations but also increased the risk of errors and inconsistencies.

e Customer Frustration: The limitations of the IVR system resulted in longer call times, higher
abandonment rates, and decreased customer satisfaction. These issues compounded the
operational challenges, emphasizing the need for a more dynamic and integrated solution.

Our client needed a comprehensive integration strategy that would modernize their IVR system,
improve customer engagement, and streamline operations while ensuring scalability and security
for future growth.

xtivia.com info@xtivia.com 888-685-3101 option 2 XTIVIA Inc.



XTIVIN CASE STUDY

TECHNICAL SOLUTION

XTIVIA collaborated with the client to modernize their legacy IVR system by integrating it with a
dynamic, Al-driven conversational platform and robust backend systems. Leveraging the MuleSoft
Anypoint Platform and Kore.ai, the solution focused on addressing the client’s specific challenges
while creating a scalable framework for future enhancements.

Key Solution Components

e Dynamic APl Framework with MuleSoft:
o Designed and implemented a scalable API framework to connect the IVR system to
core banking platforms, including Episys, Co-Ops, and ACI SpeedPay.
o Developed system, process, and experience APIs to enable secure, bi-directional data
exchanges, supporting real-time updates for bill payments and account inquiries.
o Incorporated advanced security protocols like authentication, authorization, and
encryption to safeguard sensitive customer data.
e Conversational Al Integration with Kore.ai:
o Integrated Kore.ai’s Natural Language Processing (NLP) capabilities to enable the IVR
system to understand customer intents and provide contextual, accurate responses.
o Designed intuitive conversational flows to align with customer journeys, reducing
friction and improving self-service capabilities for tasks like bill payments, account
management, and loan inquiries.
e Real-Time Data Synchronization:
o Utilized MuleSoft’s data integration capabilities to synchronize fragmented systems
and enable real-time updates, eliminating manual data reconciliation processes.
o Consolidated siloed data into a unified platform, improving operational efficiency and
customer experience.
e Agile Implementation and Collaboration:
o Adopted an Agile methodology to ensure iterative delivery of features, incorporating
regular feedback from stakeholders to align with evolving business needs.
o Facilitated collaboration across IT, business, and third-party vendor teams to ensure
seamless integration and adoption.
e QA-Driven Development and Testing:
o Conducted comprehensive testing of APls, conversational flows, and backend
integrations to ensure high performance, reliability, and security.
o Automated testing frameworks were deployed to validate data accuracy, encryption,
and real-time interactions across multiple systems.

BUSINESS RESULT

The modernized IVR system delivered significant improvements in customer experience,
operational efficiency, and scalability, establishing a robust foundation for future innovation. Key
outcomes included:

e Enhanced Customer Experience:
o Reduced call times and improved satisfaction with intuitive conversational flows that
allowed customers to express their needs without navigating extensive menu options.
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o Provided omnichannel support via voice and chat, catering to diverse customer
preferences.
e Improved Operational Efficiency:
o Automated data synchronization and workflows eliminated manual intervention,
enabling faster and more accurate processing of customer requests.
o Consolidated siloed systems into a unified data platform, streamlining backend
operations and reducing delays.
e Accelerated Deployment Cycles:
o Agile implementation reduced development cycles, enabling rapid deployment of new
features and iterative improvements.
o Automated regression testing minimized disruptions during updates, ensuring
continuous service availability.
e Stronger Data Security:
o Robust encryption and secure credential management protected sensitive financial
data, ensuring compliance with industry standards and enhancing customer trust.
o Leveraged MuleSoft’s advanced security features, including Secrets Manager, to
secure data exchanges and credentials.
e Cost Optimization and Scalability:
o By automating workflows and leveraging MuleSoft’s scalable architecture, the client
reduced operational costs while positioning the system for future growth.
o The modular framework allowed for easy integration of additional functionalities
without significant rework.
e Empowered Stakeholders:
o Delivered comprehensive training and documentation to internal teams, enabling
seamless adoption of the new system.
o Improved collaboration and alignment among business and IT teams, fostering a
culture of innovation and continuous improvement.

XTIVIA's solution not only transformed the client’s legacy IVR system into a cutting-edge
conversational platform but also set a new standard for operational excellence and customer
engagement in the financial services industry.
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ABOUT XTIVIA

At XTIVIA, we've been providing IT solutions and consulting services for over 30 years with a wide range of services, including
technology assessments, IT service and asset management, software development, data analytics, cloud migration, DevSecOps, ERP,
and enterprise content management. Dedicated to each discipline, ensuring that our clients receive the best possible service.
Through strategic acquisitions, we've acquired talented people who are experts in their industries, passionate about what they do,
and committed to providing exceptional service to our clients. Whether you need to improve your IT infrastructure or implement
new software solutions, XTIVIA is here to help you achieve your business goals. XTIVIA has offices in Colorado, New York, New
Jersey, Texas, Virginia, and India. www.xtivia.com
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