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URL: http://CTPBSLNT001 
Username: *censored for sampling purposes*
Password: *censored for sampling purposes*
Instructions: disable popups
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Introduction

Background

Customers are tired, frustrated, and infuriated! Time however is on their side; competition has increased so much that customers now have more power than financial-companies themselves. Why not join them in their unending persuit of power? 
The less difficulty customers have making changes, inquiries and unleashing their gathered anger, the less they are in need to do so with other banks. This is, professionally yet ironically, good.
Preview

The solution named iStatements created and simulated by Satyam’s FUTURUS in association with Adobe aspires to eliminate banks’ loss of customers by satisfying customers’ craving for power by empowering them with the ability to do everything they traditionally spent so much time and effort doing, quickly and effortlessly. 
The solution is explained as follows:

· Markets covers the target market in terms of industry and segment (if applicable)

· Objectives covers its vision and aim

· Initiatives covers the solution’s concept and technicalities, features, benefits, and new process

· Progress covers its status
· Future covers the industries or features planned for the future
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Markets

Following are the clients that we aim to provide this business solution to. 

Industry
· Our target-market

The banking industry

· Our specific target-segments(s)

Retail Banks, Credit-Card Banks 

Objectives

· The vision of the solution is to be…
The only interface for all communication between banks, financial-institutions, utility firms and their end customers.

· The aim of the solution is to help…

Our client increase profits by decreasing costs, maintaining revenue, and increasing revenue. 

Decreasing costs is achieved by decreasing the need for a call-center and big workforce to handle customer demands. This is also achieved by ridding of telephone and paper costs along with their associated postage costs.

Maintaining revenue is achieved by increasing customer-retention. This is done by removing customers’ excessive time-consumption, boredom and frustration. 
This in turn is done by removing security vulnerabilities, removing the boundaries of place and time for customers to undertake transactions, removing the need for call-centers or representatives to switch customers to different people and places to carry out different transactions, removing the customers’ dependency on customer-representatives all together, and removing product and service offerings that customer are not interested in. 
Increasing revenue is achieved by increasing sales and customer-acquisition. This is done by using the solution’s same medium in order to send out marketing messages. This can also be done after the signs of customer-retention are shown in boosting the client’s brand name.
Initiatives

Solution
· What they are (conceptually)
iStatements stands for intelligent statements. They are electronic, intelligent, and interactive documents.
They are documents capable of being viewed digitally or physically, online or offline, anytime, anywhere.  They are documents that are able to adapt to the customer’s needs and tastes. Finally, they are documents that enable the customer to easily and quickly communicate with financial institutions in a multitude of different ways.
· What they are (technically)
iStatements are documents that are modified versions of PDF (Portable Document Format created by Adobe). They are sent to subscribing customers by email as attachments.
Features
1. User Friendly
Same Software: Customers can easily view and save their statements, and there is no special software that is
needed. 
2. Modern Medium
  The Web: They enable communication via the internet rather than using the traditional mediums of mail and 
  telephone.

3. Information Secure
  Bullet-Proof: iStatements are password-protected and data-encrypted. They also can be certified by digital 
  certificate technology.
4. Readily Accessible
  Anywhere, Anytime: Customers can access the statements online or offline, digitally or physically, anywhere,   

  anytime.
5. Multi Functional
  All in One: Customers can view statements, post queries, request information, enroll for offers, update profiles, 
  request cheques, view bills, etc. just from one statement.
6. Self Service
  They Want It … They Get It: The self-service mechanism means that customers can easily make a multitude of  

  transactions (such as make queries, post complaints, etc.) by themselves without having to contact a call-
  center.

7. Automatically Personalized
  Intelligent Indeed: iStatements are able to learn the customer’s interests, likes, tastes, and buying behavior in  

  order to customize themselves and offerings to suit the customer. 
  Scalable: In addition, banks can even integrate iStatements with other marketing systems such as CRM.
8. A Marketing Channel
  Double The Edge: iStatements can boost profits because they double as marketing channels for additional yet  

  personalized product or service offerings.  

  Expandable: Financial institutions can also up-sale, cross-sale, and run partner ads. 
Benefits

· User Friendliness leads to…

Revenue Maintenance through increased customer retention. The easier it is for customers to get things done, the more comfortable they are doing them. 



Revenue Increase through increased sales and customer acquisition. Customer retention leads to a better name which ultimately leads to more current as well as new customer sales.

· Modern Medium leads to…

Cost Decrease through decreased workforce costs. Workload is reduced by about 15%, which means a smaller workforce needed, which means big savings. 


Cost Decrease through decreased transaction costs. A single transaction done on the phone costs around 5.50 dollars, while the same transaction done on the internet costs no more than 25 cents (Gartner Group).



Cost Decrease through decreased information costs. Sending a single paper-statement costs $1, while sending it online costs virtually nothing. 

· Information Security leads to…

Revenue Maintenance through increased customer retention. The more stable the customers’ information and funds are, the more safe they feel. 


Revenue Increase through increased sales and customer acquisition. Customer retention leads to a better name which ultimately leads to more current as well as new customer sales.
· Ready Accessibility leads to…



Revenue Maintenance through increased customer retention. The easier it is for customers to view information and make changes from different places and times, and the less time they need to spend making them, the more satisfied they are. 


Revenue Increase through increased sales and customer acquisition. Customer retention leads to a better name which ultimately leads to more current as well as new customer sales.
· Multi Functionality leads to…


Revenue Maintenance through increased customer retention. The more customers can do, the more satisfied they are.


Revenue Increase through increased sales and customer acquisition. Customer retention leads to a better name which ultimately leads to more current as well as new customer sales.
· Self Service leads to…


Revenue Maintenance through increased customer retention. The more control that customers have, the less monotony and frustration that they have. 


Revenue Increase through increased sales and customer acquisition. Customer retention leads to a better name which ultimately leads to more current as well as new customer sales.
· Automatic Personalization leads to…


Revenue Maintenance through increased customer retention. The more the statements fit the customer’s personality, likes and needs, the more comfortable they are with them. 



Revenue Increase through increased sales and customer acquisition. Customer retention leads to a better name which ultimately leads to more current as well as new customer sales.
· A New Marketing Channel leads to…
Revenue Increase: Using a channel that customers are already attracted to is guaranteed to attract attention


to the additional offerings. Hence, increasing current-customer sales.


The Importance of Additional Offerings: Additional offerings are critical as a source of banks’ revenue. 80% of banks’ growth comes from selling additional products to existing customers, which indicates the importance of advertising them in as many channels as possible, and iStatements may be the best.
New Process

· Conceptually
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· Technically
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Progress
· Last Update

July 20th 2006

· Overall, the solution is…

100% complete

· What has been completed (in general)
The solution has been successfully developed and tested. It also has also been deployed in FUTURUS Lab for clients – actual and potential - to get a feel for it.

· Preparation is complete ( 100% complete)

· Project is complete (100% complete)

· What has been completed (in detail)
Phase: Preparation

	Number
	Activity
	Progress

	1. 
	Business case identification
	Complete

	2. 
	Stake holder finalization
	Complete

	3. 
	Business case finalization. Acceptability from stakeholders finalization
	Complete

	4. 
	Resource Identification
	Complete

	5. 
	High-level plan creation
	Complete

	6. 
	Project documentation
	Complete

	7. 
	Team roles & responsibilities preparation
	Complete

	8. 
	Risks and dependencies Identification
	Complete

	9. 
	Communication structure establishment
	Complete

	10. 
	Kick start
	Complete


Phase: Project
	Number
	Activity
	Progress

	1. 
	Story board draft preparation
	Complete

	2. 
	Integration execution
	Complete

	3. 
	Prototype testing
	Complete

	4. 
	POC (Proof of Concept) demonstration to sponsors
	Complete

	5. 
	POC installation at Futurus lab
	Complete

	6. 
	Story Board creation for showcasing on portal
	Complete

	7. 
	Voice-Over by the vendor
	Complete

	8. 
	Animation work from creative team
	Complete

	9. 
	POC Integration and animation onto the portal
	Complete

	10. 
	Fine-tuning the solution instance on the FUTURUS portal
	Complete

	11. 
	Final signoff on the project from the stakeholders
	Complete


Future
Following are the additional features or industries that we aim to add or provide this business solution to in the future.
Features

· Our first future feature


EMI Options and EMI Calculator

EMI Options provides the customers the freedom to make payments at their own comfort and schedule.
EMI Calculator enables customers to immediate display the monthly EMI. As a result, this simplifies the task and allows the them to select the tenure 
as per their preference.
· Our second future feature

Points Redemption System
This feature will enable iStatements to be used by PetroCard and other such membership-card schemes that offer points for transactions.
Industries
· Our future industry
Any industry that sends out periodic announcements such as the telecom, airline, and petroleum industry. Examples are statements for credit-cards, air-miles, and petro-parts.[image: image3.png]
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�Original text: “This provides the customer the freedom to make the payment at his comfort and schedule. The EMI calculator and the immediate display of the monthly EMI as the result, simplifies the task and allows the customer to select the tenure as per his/her preference.”


�what is EMI?


�allows them to select the permanent period? I don’t understand the advantage here
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