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Customer Service Leader
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Improving the
customer experience’

70%

Employing analytics
to understand the
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Today's financial services firms compete on customer experience (CX).

Consumers expect their interactions to be based on insights built over time,
with timeliness, personalization and contextuality driving decisions about
which financial institutions they'll work with — and which they won't. In
response, you've likely ramped up your digital transformation investments,
modernizing legacy systems, integrating applications across business silos
and automating labor-intensive processes to improve how you interact and
transact with your customers.

Advancements in machine learning and artificial intelligence (Al), including
generative Al (GenAl), are empowering institutions to deliver ever-more-
relevant service, but those advancements come with a caveat — they're
entirely dependent on data, which makes data accessibility, quality, validity,
governance and security paramount for financial institutions competing for
customers in the digital age.

Data Challenges and Business Impacts

Several challenges can get in the way of implementing and using new
technology investments across the customer lifecycle, affecting everything
from client onboarding and day-to-day customer interactions to transactions
with fintech partners.

' Source: Gartner, Top Priorities for Customer Service Leaders in 2024
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The top data challenges related to the customer experience are:

Category Top Data Challenges

Data Integrating and orchestrating business
processes and data between existing systems,

Integration applications and workloads in the cloud

Data Ability to share data of any type, volume or
format in real time with the systems that need it
most, regardless of location or platform

Accessibility

Data

Quality Systemic data quality errors, from addresses to

verified phone and email information

Data Lack of a holistic source of customer and
Validity account-related information for all systems to
leverage as the authoritative source

Making Data Fit for Business Use for Al
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Business Impact

Unable to deliver required data to customer-facing
applications, customer service departments and
representatives that deal with client requests when
needed most

Outdated data can have serious consequences at the
point of customer interaction via their mobile application,
company website or call center

Inaccurate contact and address information can impair
a firm’s ability to correspond and contact customers with
service requests, impacting customer satisfaction

and experience

Unable to determine the overall business relationship with
customers across all lines of business; a limited view
impedes the ability to provide satisfactory

customer service

To solve these data challenges and unleash the full potential of Al to improve CX, data must be fit for business
use. The success of Al models is dependent on the availability of trusted and timely data. If data is missing,
incomplete or inaccurate, the model's behavior will be adversely affected during training and deployment, which
could lead to incorrect or biased predictions and reduce the value of the entire effort. Ensuring that data is fit for
business use is the number one priority as you are implementing new technology investments.

Data that is fit for business use has six characteristics:

e Accessible — Data from legacy systems, cloud applications, mobile devices, IoT devices and other sources
must be accessible to build and execute solutions powered by large language models (LLMs).

e Clean and trustworthy — Avoiding errors and GenAl hallucinations requires clean, trustworthy data
devoid of corruption, missing or duplicate values, etc. Model development cannot move forward with data
quality errors.

* Valid and authoritative — Trusted master data about customers, partners and services, along with security
instrument information, must be provided.

e Transparent — There is end-to-end visibility into the lineage of data used for GenAl applications.

* Governed and protected — Data asset policies, standards, access authorizations and privacy controls
are defined.

¢ Understood and shared — Every business user is able to get answers about the data used for
GenAl needs.
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Proof Point: Bank of Missouri

Modern banking customers care less than they used to about account features or branch locations. Instead, they
have come to expect convenient, seamless and personalized banking experiences. To meet the expectations of
clients doing business online and in person, The Bank of Missouri combined the power of Informatica Intelligent
Data Management Cloud™ (IDMC) with its Snowflake cloud data warehouse to democratize data and fuel confident
decision-making across the organization.

This has already benefitted the bank’'s commercial loan customers. Underwriters can gain a complete
understanding of an applicant’s finances, including assets, liabilities and risk exposure, in just a few clicks, speeding
up the loan approval process significantly.

As ambiguos IDMC implementation matures, the bank will expand its business use cases for Informatica Master
Data Management, Data Governance and Data Quality. They're also excited by the prospect of harnessing Al to
enhance fraud detection and enable deep data retrieval for timely, personalized customer interactions.

Improve Customer Experience With IDMC

IDMC is an end-to-end data management platform, powered by CLAIRE® Al, that connects, manages and unifies
data across virtually any multi-cloud or hybrid system, democratizing data and enabling enterprises to modernize
and advance their business strategies. It uses Al and ML to automate and scale thousands of data management
tasks across the enterprise and delivers hundreds of cloud data management services.

IDMC enables you to discover and understand your data, access and integrate your data across silos, orchestrate
and automate business processes, help ensure the quality of your data is fit for its purpose, govern and protect
your data per company policies and industry regulations, and make data and Al securely available to virtually all
data users.

IDMC is designed to help businesses efficiently handle the complex challenges of dispersed and fragmented
data to truly innovate with their data and Al on virtually any platform, cloud, multi-cloud and multi-hybrid. This
is the industry’s first and most comprehensive cloud-native, Al-powered, end-to-end data management cloud,
empowering organizations to reimagine and redefine how they manage and innovate with their data and Al
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About Informatica Next Steps

Informatica (NYSE: INFA)
brings data and Al to life by
empowering businesses to

For more than 25 years, Informatica has helped financial services companies
leverage data as a strategic business asset with trusted, governed, relevant and
accessible data. Today, Informatica is bringing data and Al to life by empowering
you to realize the transformative power of your most critical assets — your data.
Accelerating your data’s Al readiness will take your organization to the next level,
helping you improve CX while increasing wallet share, operationalizing data

realize the transformative
power of their most critical
assets. When properly
unlocked, data becomes a

living and trusted resource that governance for risk management and regulatory compliance, combatting fraud
is democratized across your and financial crimes, and speeding time to value from past and future mergers
organization, turning chaos into and acquisitions.

clarity. Through the Informatica
Intelligent Data Management
Cloud™, companies are
breathing life into their data

to drive bigger ideas, create
improved processes, and
reduce costs. Powered by
CLAIRE®, our Al engine, it's

the only cloud dedicated to
managing data of any type,
pattern, complexity, or workload
across any location —allon a

Learn more at www.informatica.com.

single platform.

Where data & Al come to Worldwide Headquarters
—— el o S 2100 Seaport Blvd., Redwood City, CA 94063, USA Phone: 650.385.5000, Toll-free in the US: 1.800.653.3871

© Copyright Informatica LLC 2024. Informatica and the Informatica logo are trademarks or

registered trademarks of Informatica LLC in the United States and other countries. A current list of
Informatica trademarks is available on the web at https://www.informatica.com/trademarks.html.
Other company and product names may be trade names or trademarks of their respective owners.
Q Informatica The information in this documentation is subject to change without notice and provided “AS IS”
without warranty of any kind, express or implied.

IN08-5026-0824


https://www.informatica.com/trademarks.html
https://www.informatica.com/solutions/industry-solutions/financial-services.html

