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Challenges
• Refunds were issued to the original payment card, or via a Bacs payment directly to the 

customer’s bank account

• A time-consuming, manual process needing two full-time employees to manage calls 
and enter data to generate the refunds and goodwill payments

• Up to 150 calls per day at 7-8 minutes each, but only 30% success rate in resolving the 
refund

Solution
• PTX Payments and Business Solution Suite

Results
• Rapid ROI thanks to the project going live in just 12 days

• Eliminated manual effort by using a touchless refund process

• Improved customer experience with an easy to use, flexible, self-service refund 
capability, available to customers 24x7  

• Freed up 2 FTE for redeployment on other customer experience activities

• Reduced error or fraud

SCS Gets It Right For The First 
Time For Customer Refunds
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CUSTOMER SUCCESS

“PTX has enabled us to improve the 
customer journey and provide greater 
assurance over when and how 
customers will receive a refund. The 
success has opened our eyes to 
other potential PTX modules such as 
using PTX for push payments in the 
future.”

- Sarah Burke
Product and Development Coordinator
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