
Wipro’s Utilities Customer 
Experience (CX) solution
Improved customer experience across channels, 
optimized field service operations and increased 
employee productivity with

Wipro’s Utilities CX solution built on
Dynamics CX platform



Introduction

Benefits

Today, the utility industry is struggling to 
understand the needs of their customers and gain 
a competitive edge through personalized 
campaigns and product targeting. They need to 
have a single system with a 360-degree view of the 
customer, along with their data and interactions 
history.   

Moreover, rising customer expectations and the 
entry of new independent suppliers have 
compelled the utilities players to improve their 
services and provide seamless experience across 
all channels to retain their customer base. 

The Solution 

Wipro’s Utilities Customer Experience 
(CX) solution, Built on Microsoft Dynamics helps: 

• Unify their customer data from multiple sources
• optimize various business processes like 
 customer onboarding, 
• Streamline their field and customer service   
 operations, enhance predictive and preventive  
 analytics 
• Personalize customer segmentation, and   
• Automate marketing campaigns for effective   
 omni-channel experience. 

This solution also supports mobile apps for all 
relevant stakeholders to provide flexibility.

Up to 30% cost savings due to 
intelligent automation and digital 
optimization

Ability for 
customer service 
agent to resolve issues 
faster by switching 
screens between 
multiple 
customers
simultaneously

Digital 
optimization will boost 
profitability by 
20 to 30%

Customer 360 view 
integrated with 
multiple data sources 
to effectively manage 
sales and service 
processes

30% increase in 
operational efficiency 
observed with one 
customer data platform 

Seamless and unified 
experience for 
customers irrespective 
of any channel giving 
‘one organization’ 
picture

40% of customers 
switching to another 
organization receive 
poor customer service 
support across 
channels 

Automatic work order 
scheduling based on 
telemetry data alerts 
and remote fixes

20% average cost 
savings from intelligent 
scheduling and 
predictive analytics

 

Effective customer 
onboarding 
management with 
quote and service 
agreement capabilities

Digitizing core
processes will lead to 
20% reduction in 
process costs

Figure 1: Key takeaways

40% reduction in time spent in 
implementation of CRM systems for 
utilities and saving up to 30% of 
implementation costs 

360-degree view from different 
systems leveraging customers’ data 
platform

Proactive work order scheduling 
based on IoT alerts and remote fixes 

Mobile/power apps solution for all 
major stakeholders with intuitive 
design and single touch operations

Perform next best action based on 
multiple analytics like propensity to 
churn, payment defaults etc



Omni-channel support across 
various channels enabling seamless 
best-in-class customer experience

Remote collaboration and assistance 
to achieve operational efficiency

Predefined campaign templates and 
user journeys to support customer 
segmentation, model scoring, A/B 
testing, and process automation 
across channels

Customer 360 view:
Unified customer data with 
customer insights 
leveraging customer data 
platform

Connected field service 
with IoT capability:
Predictive and preventive 
device anomalies support 
with auto scheduling of 
work orders and remote 
fixes

Remote collaboration and 
assistance:

Customer interactions 
supported with the help of live 

chat, video call, file sharing, 
co-browsing  etc.

Customer self service 
portal: 

Empowering customers with 
all the information available 
to access anytime anywhere 

Intelligent automation and 
optimized processes: 
Integration support with 
billing systems, intuitive 
business processes for 
customer onboarding, 
service etc

Marketing user journeys
Customer segmentation 

and personalized 
messaging functionality 

Figure 2: Key features

Omni-channel experience:
Seamless customer engagement across 

different digital messaging channels

One stop solution for utilities organizations to:

• Increase their workforce productivity

• Optimize business processes

• Achieve effective omni-channel experience

Please reach out to dynamics.marketing@wipro.com for further information



IND/TBS/JUL-DEC 2020

Wipro Limited
Doddakannelli,
Sarjapur Road,
Bangalore-560 035,
India
Tel: +91 (80) 2844 0011
Fax: +91 (80) 2844 0256
wipro.com

Wipro Limited (NYSE: WIT, BSE: 
507685, NSE: WIPRO) is a leading 
global information technology, 
consulting and business process 
services company. We harness the 
power of cognitive computing, 
hyper-automation, robotics, cloud, 
analytics and emerging technologies 
to help our clients adapt to the digital 
world and make them successful. 
A company recognized globally for its 
comprehensive portfolio of services, 

strong commitment to sustainability 
and good corporate citizenship, we 
have over 180,000 dedicated 
employees serving clients across six 
continents. Together, we discover 
ideas and connect the dots to build      
a better and a bold new future.

For more information,

please write to us at info@wipro.com




