Accenture Enterprise Customer System
Enabling real-time customer insight across all
banking channels

In a commoditized and
increasingly competitive
market, banks need to
differentiate themselves
through the quality of
customer experience they
deliver. However, this means
knowing their customers
better and having the
right information at their
fingertips.
Specifically, it demands a ‘single
view of the customer’ based on a
360-degree understanding of all
the information shared between
customer and bank, across channels
and products. This includes up-tothe-minute customer information,
all account information and details
of previous interactions. In a multichannel world, integrating all this
information to achieve a single view
of the customer can be a daunting
task. The Accenture Enterprise
Customer System helps banks
overcome this challenge, by reaching
out across all channels to retrieve
the latest customer information in
real time at the moment it’s needed
– helping drive higher revenues,
profitability and operational
efficiency.

A complete customer
view, in real time
The Accenture Enterprise Customer
System enables a bank to create
a comprehensive, real-time,
360-degree view of a customer’s
relationship and history of
interactions with the bank. This in
turn allows more informed customer
interactions across channels –
empowering the bank to deliver
an enhanced customer experience,
thereby boosting retention, revenues
and profitability.

To deliver these benefits, our
customer system creates a
consolidated view and all-round
understanding of the customer. It
builds this view both by enabling the
centralised storage of information,
and also by installing linkages to
reach out and access all the relevant
data from wherever it’s kept. This
dual approach brings the best
of both options, by avoiding the
disruption and costs of centralizing
and storing all customer data in a
separate new system, while also
maximizing flexibility and ensuring
all information is up to date.

• Improve decision-making through
comprehensive, real-time
management insights supported by
analytics conducted on complete
and timely data

In this way, the Accenture Enterprise
Customer System helps banks to:

A differentiated
customer experience

• Improve customer experience
and service through a real-time
view of the customer’s entire
relationship with the bank –
including data, interactions and
transactions across channels,
collected from disparate systems
• Drive higher revenues based on
better customer insights, more
personalized offerings and higher
cross-sell

• Drive enhanced customer
profitability by understanding the
cost-to-serve and creating and
pricing personalized offerings
dynamically
• Reduce operational costs, by using
a single platform to provide a
unified view of the customer to all
banking channels.

For banks to re-establish customer
trust, customers need to feel
understood and valued. Each
personal interaction is a defining
moment in the relationship – and
understanding the full extent of
the specific customer’s relationship
enables customer service staff to
deal with every customer in an
informed and engaging way. By
providing a complete view of the
customer relationship to all channels

in real time, our customer system
allows the bank’s representatives
to provide the high levels of service
that today’s customers demand.

Increase share of wallet
Without a clear and up-to-date
view of the products and services
a customer currently has with the
bank, it is impossible to identify and
leverage cross-sell opportunities. A
compete view of a customer across
all channels enables informed sales
decisions resulting in increased
success rates. The real-time view of
the complete customer relationship
provided by the Accenture Enterprise
Customer System helps staff make
timely and relevant product and
service offers.

Cut operating costs
By providing a unified and
integrated platform to access a
single view of the customer in all
channels, the Accenture customer
system helps banks reduce operating
costs. The traditional approach of
delivering data independently to
each channel results in rising costs
and complexity as new banking
channels emerge. In contrast, our
solution’s common platform delivers
a single view to all channels,
enabling increased operational
efficiency and lower operational
costs.

channel usage. The single view
of the customer’s relationship
provided by our software is essential
for determining the value of the
relationship, and thereby for
pricing offerings appropriately and
dynamically.

Data aggregation
versus migration

Drive customer
profitability by pricing
for relationship value

Unlike many customer systems,
the Accenture Enterprise Customer
System enables the real-time
aggregation and presentation of
a single customer view across
all banking channels, while also
providing flexibility to decide what
data is hosted within the system and
what is consolidated from existing
disparate sources. As a result, the
solution avoids costly, invasive and
time-consuming data migration.

Pricing products and services to a
specific customer based on the value
of the relationship demands a firm
understanding of the full extent of
that relationship – encompassing
not just the products a customer
has, but also their interactions and

At the core of our customer system
is an architectural framework –
enabled by Accenture’s innovative
technology for channel and
system integration, the Accenture
Multichannel Platform – that breaks
down silos to consolidate data

on-demand and in real-time. Also,
the data consolidated and stored by
our software goes beyond account
data, to include contact information
and documentation, including images
such as signatures.

Improved compliance
Through the use of its repository
of customer documentation,
together with the smart processing
capabilities and rules engine
embedded with the Multichannel
platform, the Accenture Enterprise
Customer System enables
improved compliance at lower
cost. Auditable management of
customer on-boarding verifies that
all the required documentation is
captured and validated, and that the
appropriate processes are followed.

Learn more
To find out more about how the
Accenture Enterprise Customer
System can help your bank drive
growth and make better decisions,
please visit www.accenture.com/ECS
or contact us today.
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Key features

Expected benefits

About Accenture

• Single 360-degree view of
customer data across all channels,
including contact history and
documentation
• Assembles a composite view in
real time from disparate systems
• Highly flexible, configurable and
scalable
• Aggregates data across channels
on-demand, avoiding costly data
migration
• Multi-entity, multi-currency, and
multi-language support

• Improved customer experience
and service
• Enhanced revenues driven by
better customer insights, more
personalized offerings and more
cross-sell opportunities
• A real-time view of the full
extent of the entire customer
relationship, enabling improved
decision-making
• Higher customer profitability,
driven by a deeper understanding
of the cost-to-serve and dynamic,
personalized pricing
• Lower operational costs

Accenture is a global management
consulting, technology services and
outsourcing company, with 257,000
people serving clients in more than
120 countries. Combining unparalleled
experience, comprehensive capabilities
across all industries and business
functions, and extensive research
on the world’s most successful
companies, Accenture collaborates
with clients to help them become
high-performance businesses and
governments. The company generated
net revenues of US$27.9 billion for
the fiscal year ended Aug. 31, 2012.
Its home page is www.accenture.com.

Technology
• Flexible SOA/BPM integration
model, built on SOA principles
and an open-source Java stack
• Real-time environment
enabled by Accenture’s unique
technology for channel and
system integration, the Accenture
Multichannel Platform
• An SOA model reduces the
complexity of integrating multiple
existing systems including legacy
and core banking systems
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