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ARTIFICIAL INTELLIGENCE 
POWERED TRUAI 
IMPROVES CUSTOMER 
SERVICES FOR A 
LEADING BANK
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ABOUT CLIENT:
India’s largest private sector 
bank with a network of 4,867 
Branches and 14,367 ATMs 
across India. The client offers a 
wide range of banking products 
and financial services to 
corporate and retail customers 
through a variety of delivery 
channels and through its group 
companies. 

REVENUE:
$18.5 Billion

EMPLOYEES:
81,548

INDUSTRY:
Banking and Financial Services

REGION:
India

BUSINESS NEED:
Email analytics to process 
service requests

BUSINESS
CHALLENGES
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High email traffic:
To quickly acknowledge 10,000+ 
emails received on a daily basis

Quick email routing:
To route the emails to the concerned 
department for quick action

Lack of email analysis:
To identify the importance of emails 
and prioritize them  for action

Fund transfer emails:
To quickly and accurately action the 
1000+ emails for fund transfer in an 
agile environment

Manual email response:
To automate the entire process to 
avoid long turn-around-time and 
the resulting negative impact on the 
bank’s relationship



Automation
To scrutinize the incoming emails, including 
nested emails and create data tables.

Contextual Analysis
To analyze the data with an AI based 
proprietary tool, TruAI, to derive the 
inherent essence of the email messages and 
identify the tasks to be performed.

Auto-routing
To route the emails to the workflows of 
different departments by using a proprietary 
Robotic Process Automation (RPA) tool, 
TruBot.

Auto-response
To auto-respond to emails of customers 
using smart technology.

Smart bots
To push the email based service requests to 
appropriate personnel for fund transfers, 
record rectifications, duplicate entry 
reversals, customer status updates, etc.

DATAMATICS’ 
SOLUTION
After a detailed analysis of the customer’s 
work flow and their requirements, Datamatics 
proposed its Artificial Intelligence (AI) based 
solution, TruAI to tap customer sentiment and 
trigger Robotic actions for further processing.
It comprised:

BUSINESS
IMPACTS

Expedited the processes and 
improved the speed of 
acknowledging the email from 
customers to 5 MINUTES 

Reduced the time lag in routing 
the emails to the concerned 
departments by 70%

Auto-routed the inbound emails 
to the concerned departments 
in real-time in order to action 
them within 24 HOURS

Improved customer satisfaction 
by 80%
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ABOUT US
Datamatics builds intelligent solutions for data-
driven-businesses to improve their productivity 
and customer experience and services over 450 
clients globally. The company portfolio spans across 
Information Technology Services, Business Process 
Management, Engineering Services and Big Data & 
Analytics all powered by Artificial Intelligence.

Datamatics also has established products in 
Robotics Process Automation, Advanced Analytics, 
Business Intelligence, and Automated Fare 
Collection. Headquartered in Mumbai, the company 
has strong presence in the USA, Australia, Asia, 
Europe, and the Middle East with an employee base 
of 10,000 across the locations.

FOLLOW US ON
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