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National Westminster Bank, commonly known as 

NatWest, is a major retail and commercial bank in the 

United Kingdom. NatWest wanted to improve their 

outer loop feedback process. 

One of their main goals was to upgrade their case 

management process to be more efficient in supporting 

frontline staff and deliver a more effective user-friendly 

reporting tool to measure performance. They also wanted 

to gather data for customers using different products at 

every stage of their respective customer journey. 

Using the InMoment Platform, NatWest is able to join up 

CX data with event stream data to give a better picture 

of their customers and allow them to better understand 

customer behaviour across all channels.

In addition, InMoment worked with NatWest to implement 

a bespoke reporting dashboards, FieldCX that allows 

NatWest’s frontline teams to interact with customers and 

improve experiences. The dashboards give frontline users 

instant access performance measurement and the current 

status of the closed loop feedback process. With this new 

effective user-friendly reporting tool, NatWest is able to 

focus their frontline teams, who serve customers each day,  
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to understand challenges and what they need to make 

their job more effective. 

A dedicated solution design team from InMoment helped 

NatWest conduct a comparison with current dashboards 

to ensure the migration to FieldCX was a success. 

NatWest frontline users now have direct access to their 

bespoke dashboard with easy to use filtering and clear 

layout of charts.

Using the platform and reporting dashboards, data that 

Natwest receives, is collated and analysed at every level in 

the organisation to ensure the business is working together 

in a joined-up approach instead of in silos. Every week 

individual branch and telephone teams review the data and 

the interactions they have with customers through closing 

the loop. Regions then get together once per month to 

share best practices across the group.

The central insight teams also utilise all data points 

from customer insight and NatWests’ internal customer 

information to allow them to focus on how to improve  

customer experiences across different customer journeys.

“With InMoment’s help we 
migrated our retail network of 
agents to FieldCX so frontline 
staff had access to analyse and 
take action on customer feedback 
to close the loop, and raise 
escalations in a timely manner. 
By using customer feedback to 
uncover customer stories and 
unlock value in customer data 
NatWest was able to create 
more engaging, meaningful and 
relevant customer experiences.”
ANTHONY BROWN,
CUSTOMER INSIGHT RELEASE TRAIN LEAD, NATWEST 


