
Global Banking Leader 

Achieves 90% Call 

Containment Rate with AI 

Virtual Assistants

The credit card customers of partner 
companies depend on the bank's 
customer service operations, including 
chat and IVR/contact center services, to 
resolve their credit card inquiries and 
requests. On average, the bank's contact 
center handles 15 million calls per month 
related to partner credit card queries, 
with call volumes increasing by 10-15% 
annually. The bank sought a cost-
effective solution that prioritized 
customer satisfaction to address this 
growing challenge.

An American data management 
company that supports its customers 
with hybrid cloud data storage.
Ranked in the Fortune 500 list since 2012, 
the company employees over 10,000 
staff worldwide and operates an annual 
revenue of around $6.2 billion.
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The global financial services company has over 65 million credit card 
customers from 49 partner firms in North America. The bank issues credit 
cards to customers of large partner businesses in the retail sector. All these 
partner companies rely on the global bank customer service operations (chat 
and IVR/contact center) to address their customer service requests. On 
average, the bank contact center receives 15 million calls monthly (175 
million calls annually) pertaining to partner credit card queries, with the call 
volumes increasing in the range of 10-15% each year. Apart from handling the 
request volumes, the bank had to customize the responses to reflect the 
partner firm’s branding on various channels. Queries regarding bill payments, 
credit limits, card transitions, lost or stolen, and promotional offers. The 
present IVR-based support system was insufficient as well as proved to be 
inefficient to handle the call volume resulting in delay or dissatisfaction in 
resolving customer queries. To contain both cost and complexity, the 
company planned to automate responses to routine and mundane queries 
by deploying an AI-powered virtual assistant that can fetch relevant data for 
hundreds of FAQs, allowing their live agents to focus on more complex 
queries.
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The company launched a customer support virtual assistant built on 
Whitegator Platform to resolve customer queries. The calls would be 
automatically diverted to the web and chat channels delivering automated 
yet human-like responses with high accuracy. Within three months from 
the time of deployment, the accuracy of automated responses reached 
95% from 75%, with only 20% return customers seeking live agents for 
queries that were left unresolved by the chatbot. Whitegators’s superior 
natural language technology (NLT) ensured that the virtual assistant could 
understand customer intent and extract relevant information from large 
volumes of documents, resulting in a smoother resolution with greater 
efficiency. While the initial target was to hit at least a 40% success rate in 
user intent detection (based on their previous experience with IVR 
implementation), the financial services giant was pleasantly surprised to 
find an 80% containment rate in the queries taken up by the new virtual 
assistant built on White Gator platform. 

Given the scale of implementation and critical nature of its operations, the 
company relied on White Gator’s enterprise-grade, ‘no-code’ 
conversational AI platform to build a solution with a minimal learning curve. 
The Whitegator platform was a preferred choice because of: 
• Multi-engine NLP/NLU with context management and multilingual 

support, that offers 95% better understanding and responsiveness 
• Highly intuitive no-code visual modeling interface convenient for bot 

developers  
• Omnichannel deployment capabilities  
• Flexible API integration with support applications and systems
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With an AI-powered partner customer 
support virtual assistant deployed on 
their web and mobile channels, the 
bank can serve over 15 million queries 
from customers of partner businesses. 
The virtual assistant is smartly able to 
customize and personalize the 
answers based on partner business 
and needs. The bank is able to 
significantly reduce call abandonment 
and achieve over 90% call containment 
rate within a year.
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