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Executive Summary

JourneyWorCX™ is Servion’s proprietary
Customer Experience (CX) Execution
Framework that transforms the theory of
customer journeys into the reality of customer
outcomes. While the CX industry remains
obsessed with NPS and CSAT scores, Servion
recognizes that customers don'’t care about
surveys—they care whether their specific
journeys worked.

Unlike traditional CX approaches focused on
aggregated metrics and lagging indicators,
JourneyWor(CX delivers journey-specific
insights, real-time interventions, and Al-
powered journey repair. Our framework
bridges design and action by integrating
analytics, behavioral nudging, and intelligent
orchestration into a unified system that fixes
broken journeys and delivers measurable
business results within 60 days.

PROVEN RESULTS ACROSS INDUSTRIES

703%

ROI for a leading
retail bank

34%

improvement
in onboarding
completion rates

25%

support deflection
and 33% reduction in
customer churn
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61%

decrease in customers
going idle after
registration
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The Servion Difference: From Friction to Flow

NPS focus

Servion’s JourneyWorCX™

Journey outcome focus

Aggregated metrics

Individual insights

Lagging indicators

Real-time interventions

Surveys and dashboards

Execution-First
Framework

Engineered for
real-world CX
outcomes, not
just improved
NPS/CSAT. We fix
drop-offs, drive
completions,
automate where
appropriate, and
resolve pain points.
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Certified
partnerships with
Parloa, inQuba,
Genesys, NICE,
Verint, and Cisco
bring best-in-
class Al, journey
intelligence, CCaas,
and compliance
tooling under a
single delivery
model.

Al-powered journey repair

Most CX service vendors focus on improving overall customer
experience metrics. We focus on the individual journeys that
drive outcomes. Most customers simply want journeys that
work—whether an acquisition journey, onboarding journey,

or service journey.JourneyWorCX ensures that your customer
journeys are not only understood but nudged, optimized, and

resolved through data, Al, and automation to help customers

successfully complete those journeys.

Al-Driven
Orchestration
Layer

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

Delivers hard ROI,
not vanity metrics,
with proven track
record across
Fortune 500
clients.

Digital
Engineering

Deep Digital
Engineering
expertise across
the full solution
lifecycle for major
CCaaS OEMs —
from architecture
and development
to deployment,
optimization, and
ongoing support.




Solution Programs:

Implementation-Ready Packages

Implementation Timeline:
60 Days

Resource Requirements:
2-3 internal team members,
part-time

What's Included:

e Journey Acceleration Workshop (2-day facilitated session)

Al Agent Lifecycle Management platform

e Voice Journey Audit with benchmarking

e Behavioral Abandonment Analytics dashboard

e LLM-Ready Voice Bot deployment

Your Team's Role:

e Provide subject matter experts for workshop

e Review and approve conversation flows

e Support user acceptance testing

¢ Coordinate go-Llive activities

Deliverables:

e Redesigned experience flows using proven best practices

e First Al Agent use case deployed and monitored

¢« ROl measurement framework with baseline metrics

What's Included:

e Digital Onboarding Rescue toolkit

e Behavioral Abandonment Intervention engine

e Pre-built integration layer

e Real-time nudging capabilities

Operational Impact:

e 30-45% boost in onboarding completion rates

Implementation Timeline:

33% reduction in early-stage churn

30-45 Days

e Personalized nudges based on behavioral analytics

Target Use Cases:

e Accelerated ROl with pre-built workflow templates
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Complex onboarding flows in
banking, insurance, retail



Implementation Timeline:
30-45 Days

Target Environments:
Contact centers in BFSI,
healthcare, telecom

What's Included:

Voice Journey Audit and prioritization

Multi-channel Al agent design

Al Agent deployment with analytics and supervision

Security, compliance, and audit logging

Al Agent VoiceOps and tuning

Team Training Requirements:

2 days initial training for operations team

1 day ongoing VoiceOps training

Self-service admin portal access

Performance Monitoring:

Real-time intent recognition dashboards

Call containment and deflection metrics

Agent escalation patterns and optimization

What's Included:

Foundational and operational services

CX optimization and advisory services

Data and security monitoring

Regular business reviews with recommendations

Access to custom IP tools for self-service

Your Support Structure:

Dedicated Customer Success Manager

Engage360

Technical support with SLA commitments

Service Model:
Three-tiered support structure

Quarterly business reviews with optimization
recommendations
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Al-Driven Orchestration
Capabilities

Al Agent Lifecycle Behavioral Abandonment LLM-Ready

Management: Analytics
Rapidly design, simulate,
deploy, and monitor omni-
channel, multi-lingual Al
agents with comprehensive
analytics and supervision.

Pinpoint key failure points in
onboarding, claims, support, and
other critical journeys before
customers drop off.comprehensive
analytics and supervision.

Voice Bots:

Deploy multilingual, compliant
voice experiences with proven
results—71.4% task automation
rate in healthcare and 40% call
deflection in financial services.

Intelligent Intervention:

Proactive, Al-driven nudges deployed at critical
moments across email, SMS, web, and voice
channels to guide customers to successful

journey completion.
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Unified Experience Fabric:

Single, integrated CX execution
layer powered by analytics across all
touchpoints, ensuring consistent and

personalized customer experiences.



Success Stories: Proven Results Across Industries

Financial Services

Large Retail Bank - Large Retail Bank

Onboarding Journey
Optimization

Fastest-Growing Private

- Adoption Journey Bank in Asia - Al Voice Bot
Optimization

* 34% increase in customer « 120% uplift with incentives * Improved IVR time by 10%,
onboarding covering 65% of all use cases
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o . 703% return on investment « Deflected over 40% of call

* 61% decrease in customers

S . . volumes

going idle after registration

e Recognized customer intent

with 83% accuracy
| U\ J J

Insurance

‘s
L

National Health Insurance

Leading Private Insurance

Specialist - Al Phone Bot Compe

Automation
* 90% recognition rate of e 71.4% task automation rate » $3M cost-saving per year
discussions through call deflection
e Reduced call burden on agents
« Coverage of about 20 types of for routine inquiries ¢ 10% call deflection to chat
damage
\ AN AN J
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Implementation Methodology

e Journey Acceleration Workshop with CX, Ops, and
Tech leaders

* Voice Journey Audit
e Behavioral Abandonment Analytics

e Technical Infrastructure Audit

 Current state analysis and gap identification

* ROl modeling and success metrics definition

» Conversational flow design and prototyping
Al agent development and testing

« Integration with existing systems and platforms

 Controlled rollout and monitoring
eReal-time tuning and optimization

eSuccess measurement and reporting

» SLA-backed journey tuning and operations

» Regular business reviews and recommendations

eContinuous Al model improvement and expansion
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Technical Requirements & Integration

JourneyWorCX seamlessly Built for regulated environments Designed to grow with

integrates with your existing with enterprise-grade security: your business:
technology stack through

strategic partnerships:

e (CaaS Platforms: .
Genesys, NICE, Cisco

Voice recordings and e Cloud-native architecture

consent capture
e Multi-lingual and multi-

channel support

e Al & Analytics: Parloa,  Data redaction and

inQuba, Verint

encryption
e Global deployment

capabilities

e Enterprise Systems: J
CRM, Core Banking,
Policy Admin, OSS/BSS

Industry compliance (PCI,
HIPAA, GDPR)

e High availability and

e Audit logging and reporting disaster recovery

Industry-Specific Applications

Financial Insurance Retail

Services

Service activation Customer account

Account opening
and onboarding
optimization

Loan application
journey
improvement

Claims processing

automation

Regulatory
compliance in
voice interactions
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Patient onboarding
and registration

Appointment
scheduling and
management

Insurance
verification
automation

HIPAA-compliant

voice interactions

S

Policy application
and underwriting

Claims intake and

processing

Customer service
automation

Damage
assessment and
reporting

and provisioning

Technical support

automation

Billing inquiry
resolution

Network status
and outage
communication

management

Order processing
and tracking

Return and refund
automation

Loyalty program
engagement




Investment & ROI Considerations

Rapid Returnon
Investment

» Payback Period: Typically 3-6
months

¢ Cost Reduction: 25-40%
reduction in contact center
operational costs

¢ Revenue Impact: 30-45%
improvement in journey
completion rates

« Efficiency Gains: Up to 71% task

automation in voice interactions

Flexible Investment
Models

e Modular approach allows for
phased implementation

e Start with Discovery +
LaunchPad for quick wins

« Scale with additional modules

based on business priorities

» Outcome-based pricing
options available

Why Choose Servion?

+
Over 1,000 600 Deep
deployments contact center
employees : )
) with top global technical
worldwide :
brands expertise

Trusted by industry leaders including
Costco, Rogers, Farmer's Insurance,
CitiBank, Roche, and many more across

diverse industries.
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Total Cost of
Ownership Benefits

¢ Reduced dependency on
multiple vendors

e Lower operational overhead

through automation

e Decreased training costs with

Al-assisted agents

e Improved customer lifetime
value through better
experiences

Proven delivery
track record

in regulated
industries

Certified relationships with key CX technology
providers ensure best-in-class solutions

and seamless integration with your existing
investments.



Client Testimonials
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Servion provided strong and dependable
resources who were easy to work with
and quickly understood our environment.
Their consultants showed dedication and
professionalism, balancing technical and business
needs effectively. While some day-to-day tasks
required deeper expertise, overall performance
during the engagement was commendable.

Vlnoq Subramanlan AM"“!“
;} Associate IT Director - Sinai

VoIP and Contact Center

START YOUR
JOURNEY
TRANSFORMATION

SCHEDULE YOUR DISCOVERY WORKSHOP TODAY

: m .

Working with Servion’s highly skilled support
team has been a pleasure; they respond
promptly to all challenges and requests for
service-related deliverables. We are fully
satisfied with Servion’s resource capabilities
to carry out legacy on-prem migrations
and integrations, and | would be happy to
recommend Servion to others.

\ l Greg Martin
Director

-4 Nasdaq —

Ready to transform your customer journeys from
friction to flow? Begin with our Journey Acceleration
Workshop—a strategic 2-hour session with your CX,
Operations, and Technology leaders to:

° Map your key customer journeys

° Uncover critical drop-off points

° Define high-impact interventions

° Establish clear ROl modeling and success metrics

° Create a blueprint for broader CX transformation

Contact Servion to begin your journey toward exceptional customer
experiences that drive measurable business growth. Let us show you
how to make journeys that work.
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Where Journeys get done

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



