CUSTOMER SUCCESS

Financial services case study
Delivering responsive multi-channel service

“We are always looking for ways to use IT to improve our service to customers and Columbus is a
prime example. Its success has exceeded even our high expectations. Not only did it meet our
original objectives, but it has also set off a ‘domino effect’ in which we have found more and more
departments and applications that could benefit by using it. The possibilities are endless.”
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CUSTOMER SUCCESS
CUSTOMER CHALLENGE

• Reduce the cost of servicing multi-channel customer queries
• Increase responsiveness to customers
• Deliver statement information to online banking customers
• Drive IT efficiencies following a merger with another financial institution
SOLUTION

• Customer communications management and application decommissioning
KEY BENEFITS

• Faster turnaround of customer statement requests and queries
• Swift, cost-effective online statement presentment		
• Wide-ranging efficiency and customer service improvements through an
enterprise information management initiative
• Cost savings by decommissioning legacy applications and related hardware

When one of the UK’s largest financial institutions first began using the Columbus enterprise
information management system from Macro 4, it delivered massive service and efficiency
benefits. These benefits have multiplied as the solution has been expanded to support
different parts of the organization.

“Not only has Macro 4’s
solution given us a
significant customer
service edge, it has also
improved efficiency –
branch employees can
instantly print off duplicate
statements and hand them
to the customer or put them

The Macro 4 solution helps the organization, which is one of the top banking and home
loan providers in the UK, to address its key goal of interacting with customers effectively
across all communication channels and touchpoints. It enables copies of customers’ account
statements, and a variety of outbound and inbound customer correspondence, to be viewed
online by staff in branches, call centers and administrative offices around the country.
Since the initial installation, the Columbus system has been extended to provide online
banking customers with self-service access to their bank statements. It also supports
long-term storage and retrieval of documents in the payroll department and has enabled the
transfer of millions of important customer documents from the corporate systems of another
financial institution when it was acquired.

in the post without having

The customer statement challenge

to place a request

The bank initially approached Macro 4 seeking a way to improve customer service and
efficiency for an internal team that handled customer requests for duplicate statements.
It soon became clear that the system could also directly support staff in call centers, branches
and administrative offices. Call center agents handle statement-related customer queries and
the ability to view the original printed document online in the same format as the customer is
vital for prompt, efficient service.

to another department.”

Branch employees handle similar queries over the phone and at the counter, and administrative
staff need to view statements for a variety of reasons, such as answering customer
complaints and resolving accounting anomalies.
Many of these statement-related requests and queries refer to statements going back six
months or more and most retail financial services companies are unable to retain such a
vast historical record on their corporate computers.
Macro 4’s solution overcomes this issue by electronically transferring statements directly
from the corporate mainframe computer onto the Columbus system, which resides on
a Windows server. The bank’s entire statement history, running to many millions of
documents every year, is stored in the Columbus digital vault.
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Multi-channel benefits
By incorporating the system within its corporate intranet, the bank has made customer
statements available for online access via a browser on some 10,000 PCs in call centers,
branches and administrative offices across the UK.
Since its introduction the system has significantly improved customer service. Branch and
call center personnel can view and print statements from their PCs, and customers can walk
into a branch and have any queries resolved over the counter or receive copy statements
dating back eighteen months on the spot.
“We are committed to
reducing the impact we
have on the environment
so electronic statements
were a natural progression
for us. With the help of our
customers opting to view
their statements online, we
can take another step to
improve our environment.”

As a senior figure within the bank explained: “Not only has Macro 4’s solution given us
a significant customer service edge, it has also improved efficiency – branch employees
can instantly print off duplicate statements and hand them to the customer or put them in
the post without having to place a request to another department. Instead of taking days to
produce a customer statement, the time has been reduced to less than four minutes.
“It has also enabled 90 per cent of telephone queries to our call centers and branches to be
resolved on the first call because staff can see exact copies of statements online while the
customer is on the phone.”

Enhancing the system
The system has been further enhanced by the addition of an external web interface which
allows internet banking customers to access their statements online. This facility is part of
an environmental initiative by the bank to encourage customers to forego printed statements
altogether in favour of electronic access.
A divisional director at the bank said: “We are committed to reducing the impact we have on
the environment so electronic statements were a natural progression for us. With the help of
our customers opting to view their statements online, we can take another step to improve
our environment.”
Many millions of statements are already stored on Columbus and over 1.5 million new
mortgage statements are added every month. Macro 4’s use of advanced data compression
makes optimum use of server storage space, ensuring the system has plenty of capacity to
cope with the accumulation of historical documents over time.
The system is very versatile: it can capture any document format, including advanced print
formats and scanned images, which can be viewed online by users throughout the organization
as well as customers. This gives the bank the flexibility to continually extend the use and
value of the system by adding new applications and business content.
Over time a range of additional information has been added to the Columbus system,
including outbound customer letters and scans of important inbound documents such as
death certificates and customer complaint notes, as well as statements for Individual Savings
Accounts (ISAs) and Added Value Contributions (AVCs). The bank’s payroll department
has freed up office space by storing payslips and other payroll-related documents on the
system, removing the need to retain hard copies to respond to employee requests or meet
statutory compliance obligations.

Freeing up resources through application decommissioning
Following a merger with another financial institution, the bank acquired two million new
customers and a range of mainframe-based duplicate business applications. It would have
been inefficient for the bank to continue to run these acquired applications simply to maintain
access to historical customer data. So the information was migrated to Columbus where it
could remain secure and accessible, enabling the legacy applications and mainframe
hardware to be retired.

“Many of the efficiency benefits of mergers and acquisitions come from driving out duplication,” explained a project manager
at the bank. “Macro 4 helped us to do this by providing a ready-made way of keeping alive the key customer information we
had acquired, allowing us to switch off the mainframe and reduce our costs.”

The future
Looking to the future, as the bank’s internal systems evolve, including the introduction of a new core banking system, Columbus
will continue to play a strategic role as a central system to house key documents and data. This digital vault will underpin a
range of initiatives in the bank aimed at delivering effective multi-channel customer communications and improving access to
business content.
A senior executive at the bank concluded: “We are always looking for ways to use IT to improve our service to customers
and Columbus is a prime example. Its success has exceeded even our high expectations. Not only did it meet our original
objectives, but it has also set off a ‘domino effect’ in which we have found more and more departments and applications that
could benefit by using it. The possibilities are endless.”

About Macro 4
Macro 4, a division of UNICOM Global, develops software solutions that accelerate
business transformation. Macro 4’s cross-platform enterprise information management
solutions make it easy for companies to go digital, personalize customer communications
and unlock the value of their corporate content. Macro 4 solutions for application lifecycle
management, session management and performance optimization are used by many of
the world’s largest enterprises to modernize their mainframe applications and development
processes. UNICOM Global operates across all geographic regions and offers deep
in-house resources and flexible IT solutions to customers worldwide.
For more information on Macro 4 products and services visit www.macro4.com.
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