
Examining the communications tools and strategies leading financial 
institutions are using to dramatically improve IT service delivery. 

An Inside Guide to Effective Banking 
and Insurance ITSM Communications.
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Introduction

  Integrating communications technologies with ITSM 
frameworks;

  Putting people first in IT service: creating 
information flows targeted appropriately to the 
audience;

  Moving beyond maintenance to strategic delivery;

  Extending the reach of IT service management 
platforms;

  ITSM communications in action - Credit Union of 
Australia case study; and

  Advice for adopting an advanced communications 
solution.

1 - http://www.whispir.com/news/banking-finance-operational-communications 

With FinTechs poised to erode as much as 23% (1) of existing 
market share by 2020, incumbent financial institutions are 
struggling to find the balance between the digital expectations 
of staff and customers, and the realities of maintaining their  
core infrastructure. 

As nimbler competitors continue to erode market share, 
incumbents are actively searching for the best ways to  
combine their legacy systems with newer technologies  
to level the playing field. 

This is placing increasing demands on IT operations teams 
to deliver these capabilities, as well as maintaining existing 
service levels, and new tools and strategies are also needed  
to help support these increased resourcing demands.

This guide explores shows how state of the art communications 
suites can elevate IT service management, including:
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Putting out the 
daily fires

Fig 1 - The typical incident management lifecycle for an organisation. Source: AXELOS ITIL
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Fig 1

Complex environments and ongoing change lead 
to issues & disruptions each day in IT Operations 
leading to incidents which are managed in line 
with standards-based processes – alongside other 
ongoing ITSM needs such as change, release and 
problem management.

To help structure this volume of work, most larger 
organisations draw on the frameworks within the ITSM 
discipline to create management standards for IT services 
and customer service practices. 

The “Incident Management Lifecycle”, for example, derived 
from ITIL® represents a common standard framework to 
follow for IT incident resolution.
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A more effective communications  
layer is needed to ensure that people 
who need information are reached in  
the right way, at the right time, to take 
the appropriate action.

The challenge facing most institutions is the overwhelming 
deluge of notifications flooding the inboxes of IT staff, ranging 
from basic updates and progress reports to maintenance 
reporting and outage warnings. 
 
This increases the likelihood that major incident warnings, 
response, and coordinated actions can be delayed. Related 
communications challenges occur in all areas of service 
management. 

Major incident  
management steps

Incident communications 
challenges

   Identify and Log 
A service manager recognizes a major  
incident and logs into the system.

   Categorize and Prioritize 
The type of incident is identified, and  
prioritised by potential impact & urgency.

   Engage 
The service manager steps outside the regular 
incident process and alerts the major incident 
managers on duty. 

   Respond 
The major incident manager who accepts the  
case performs an assessment – validating  
impact, urgency & essential stakeholders for 
resolution & communication. Depending on 
severity, the incident might be further escalated, 
or immediately resolved if the current team has  
the capability to implement a fix.

   Closure 
The final stage is to review the actions that  
took place during the incident to identify 
improvements that can prevent a similar  
incident from occurring again. 
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A core principle of ITSM is thinking of IT 
as a service, with a focus on delivering 
valuable outcomes and solutions to the 
business and customers, rather than a 
department that manages technology.

Whether this is an internal (staff) or external customer, 
the right tools are needed to satisfy their expectations for 
information, such as:

Customers knowing the status of their service tickets:

have their requests been acknowledged?

time needed for resolution?

feedback mechanisms post-event

Technicians having peace of mind knowing their assigned 
tasks are properly queued and can be executed effectively 

Project managers and team leaders being able to share 
knowledge and interact more productively

Senior management having high level, easily accessible 
information, e.g via proactive mobile dashboards

Modern communication systems, connected to IT monitoring 
platforms, can deliver information targeted to the needs of the 
audience, at the appropriate time, and the device of choice, 
whether this is tablet accessible dashboards, or interactive 
mobile messages for ITSM responders. Well-structured ITSM 
communications should include:

Automated advisory notices for system users of planned 
outages and maintenance downtime

Publishing to the most appropriate channel to balance reach, 
cost and action – SMS, voice, social media, conference 
bridges, Micro Apps, push messages or email

Executive dashboards for easily viewed system-wide 
information

Self-service capabilities for staff to change their levels of 
notifications

Effective IT service communications allows institutions to 
move from mass notifications which struggle to generate cut 
through, to tailored information, targeted appropriately to 
the audience, designed to inspire action and avoid messaging 
fatigue.

Putting people first in  
IT service management
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For most institutions2 existing manual processes 
absorb a significant portion of IT staff resources. 
Around 72% of the IT budget is applied to ongoing 
maintenance and management—maintaining 
uptime and availability, applying upgrades, fixes 
and patches, and ensuring security and basic 
compliance. Only 28% of the IT budget ends 
up going toward new projects, such as digital, 
virtualization or cloud.

When information is properly shared, IT service operations 
can be highly automated, and tied to analytics to ensure 
continuous improvement and quality of service. This helps 
reduce cycle times for commonly executed processes, such as:

Support engineers are connected faster to an incident

Change management becomes collaborative and analytics-
driven, leading to faster approvals

Problem management becomes more proactive through 
improved exchange of insights

Testing services drive faster resolution of defects through 
automated communication, reducing time to complete phases 
and increasing utilisation of testing environments to improve 
productivity and decrease costs

Project management cycle time is reduced with proactive 
communication – such as regular visual dashboards and 
flash-reports – driving down stakeholder/executive enquiries 
and improving visibility of status and risks

Upline management and user updates alleviate disruptive 
adhoc requests 

Key benefits of adding an 
effective communications layer:

 
2 - http://www.computerworld.com/article/2486278/it-management/how-to-balance-maintenance-and-it-innovation.html
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Most larger firms now embrace service 
management platforms such as BMC, CA, HP, 
ServiceNow, Tivoli or Atlassian to consolidate 
their ITSM functions. These tools support a range 
of ITSM processes, including ticketing, service, 
incidents and any upgrades, changes & problems. 
Typically offered in suites, these platforms 
package multiple services and software to support 
as many aspects of IT management as possible. 
 
Royal Bank of Scotland (RBS) adopted ServiceNow3 to 
streamline their service management and automate critical  
IT processes.  
 
Consolidating multiple different ITSM tools and configur-
ation management databases (CMDBs) into a common set  
of service management processes and controls is estimated  
to have saved the bank 46,000 man hours per month in 
service delivery.

Extending the reach of IT 
service management platforms:

A key limitation of these platforms, though, is the platform’s 
native communication capabilities. ServiceNow, for example, 
delivers notifications via email as standard, which comes with 
the attendant challenges of messaging cut-through.

Rather than reinvent the wheel, best-in-breed communication 
systems4 can integrate with service management platforms,  
to extend the reach of messaging with channels like SMS 
voice and conference bridges. 
 
Service management teams gain timely and relevant 
operational insights, delivered to the right person, on the 
right channel, at the right time. This improved situational 
awareness enhances service levels through faster 
incident resolution, reduced support calls, and an overall 
improvement in customer engagement levels.

 
3 - https://www.servicenow.com/content/dam/servicenow/documents/case-studies/cs-enabling-better-banking-experiences-with-servicenow.pdf  
4 - https://store.servicenow.com/sn_appstore_store.do#!/store/application/02fc469a0fac0200304f3b8ce1050e04
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Background

CUA (Credit Union Australia) has 
grown to be the largest customer-
owned financial institution in Australia, 
providing banking, investment, 
insurance and financial planning 
services nationwide.  

After successful initial adoption of 
Whispir’s resilient technology for 
two factor authentication5, use of the 
platform was expanded to provide 
an enhanced ITSM communications 
capability, and for external customer 
notifications. 

 
5 - http://www.whispir.com/stories/case-studies/cua-life-rich-banking

CUA Case Study

Outcome
Whispir helped update and improve legacy ITSM 
communications processes, including: 

Emails previously sent via Lotus Notes are now integrated 
into the incident template and are sent via Whispir in 
conjunction to SMS distribution

Manual call trees were replaced with automated SMS 
notifications

Integration with CUA’s new service management platform – 
ServiceNow

ServiceNow integration
Whispir’s ServiceNow integration4 was added to CUA’s new 
ServiceNow suite to improve the native communications 
capabilities, adding SMS, email, voice and conference calls to 
existing workflows.

This allows CUA to rapidly escalate issues, gather and inform 
teams during incidents or disruptions to critical services, 
while maintaining a full audit trail of all messages sent, 
responses gathered, and any required escalations.

Benefits
CUA have modernised their service delivery through 
automated workflows, consolidating redundant, legacy 
service tools to standardise service processes, improve 
incident response and drive efficiencies.
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Start with an integrated communications plan 
Having a clearly defined plan in place for communicating 
in different scenarios cuts down response time, improves 
accuracy of contact, and ensures the right people can be 
reached in a timely manner.

Think cloud first whenever possible 
SaaS delivered communications suites can be implemented 
quickly, at lower cost, and with lower risk of project delivery 
failure, or barriers to usage.

Deploy messages on multiple channels
Messages should be sent on the appropriate channels 
needed to make sure the entire team is reached, in the 
most appropriate way for the situation. SMS ensures rapid 
response; email and social are wide ranging and cost 
effective; micro apps provide rich, interactive capabilities; 
while conference bridges can mobilise entire teams at the 
push of a button.

Prepare message templates to match forecast  
incident scenarios
Pre-defined message templates can be rapidly 
interchanged and adapted during incidents, providing a 
consistent response, saving time, and reducing the risk of 
communication errors under pressure.

Advice for adoption of an advanced 
incident communications platform:

Embrace message automation 
Where possible, communications platforms should be 
integrated with monitoring systems, allowing details to be 
auto-populated into message templates. Tickets can be raised 
automatically and sent directly to the resolution  
team members.

Enable two-way conversation flow
It’s not enough to just send messages. There needs to be a 
system in place to track receipt, allow the receiver to respond 
as needed, and escalate when required.

Best-in-breed communication suites 
allow service management messaging 
to be consolidated into a single platform 
that translates scenario planning into 
interactive workflows designed to inspire 
the right action, from the right people,  
at the right time.
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SUMMARY

The best defence is a good offence. Incidents 
affecting business operations are a daily 

occurrence, and without proactive management 
with communications, these incidents can 

escalate into avoidable critical events.
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