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Satish Balasubramanian
» Decades of experience in technology and 

financial services; previously held roles at 

American Express, Infosys and Cognizant

» Leadership in enterprise architecture and B2B 

payment platforms with expertise in financial 

services, insurance and payments

» Academic background in engineering from the 

College of Engineering Guindy, India 
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Srini Nagarajan
» Over 24 years of experience in leveraging 

technology to address customer needs and 

driving growth by building & launching products

» Leads enterprise process improvements 

including scaling AI and automation at Deluxe  

» Recipient of the UiPath Top AI25 Award for 

innovations in AI and automation
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AI is nothing new, but its accessibility 

is what makes it promising.

What Is AI?



The Evolution of AI

Intelligent 

Automation

Predictive 

Analytics

Machine 

Learning

Autonomous 

Systems

Deep 

Learning

Quantum

Speech 

Recognition

Virtual 

Assistants

Natural Language 

Processing

AI Simulation

Generative AI

Artificial General 

Intelligence 

(AGI)

We are Here

TRADITIONAL AI

Analyzes content to 

make predictions and 

prescribe action

GENERATIVE AI

Generates net new 

content or better 

comprehends existing 

content

Forecasting 
Models

Prediction 
Models

Time-Series

Recommendation 
Models

…

ChatBot
New 

Content 
Agentic AI

Artificial Intelligence is the ability to mimic 

human intelligence, i.e., to understand, reason 

and learn. 



A business-aligned technology 

transformation

Why AI and 
Automation?



AI and Automation Powers Business Transformation

Improves operational 

efficiency and the 

employee experience

Drives internal developer 

productivity

Digitizes and modernizes 

the business processes

Drives net new revenue 

(new products) and revenue 

acceleration (existing products) 

Innovation; Unique Deluxe Value Proposition

The question has changed from, “Are we using AI?” to “Why aren’t we using AI?”



Drivers for AI and Automation at Deluxe

Business transformation driving technology 

and digital transformation

Digital transformation mandating data 

modernization and emerging technology usage 

Digital needs Process Modernization & Product 

Reimagining needing technologies like AI

1

2
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AI and Automation at Deluxe

Engineering Effectiveness Business Value Acceleration

Objective is to ensure emerging technologies power business – AI and automation directly contributing 

to product offering and/or accelerating product development and customer experience are prioritized.

AI for “Engineering” AI for “Operations” AI for “Customers”



Powering Deluxe Products and Operations

Productivity Drivers

AI offered by SaaS and S/W vendors

Coding

Co-

Pilot(s)

Testing 

Agents

Product 

Agents

DevOps 

Agents

Engineering Effectiveness Business Value Acceleration

U
s
a

g
e

Business Value

Operational 

Efficiency

Revenue 

Generation

Internal

External

Easy wins Must dos

Low-risk trials Aspirational

So far, have found success across both above categories with Traditional AI & Generative AI. 

Traditional ML has been in use within Data Driven Marketing for few years and now finding success in driving business 

value across other Business Units.   

All AI & Automation efforts are undertaken within Deluxe Responsible AI Framework

Agentic AI is the next promising evolution that is currently in our experimentation

AI for “Engineering” AI for “Operations” AI for “Customers”



Driving efficiency through automation

AI for Operations



Path to achieve 

accelerated efficiencies

Manual,

repetitive work

Business and 

customer 

outcomes

Accelerated 

Efficiencies

Create intelligent 

automation

Better customer 

experience and 

employee productivity
Less low value 

work; shift from 

low to high value 

activities

Automation Flywheel



Our AI and Automation Approach

» Host problem solving, 

ideation and process 

mapping sessions

» Prioritize pain points 

and opportunities

Discover 

and Prioritize

Problem identification 

and discovery

» Automate manual and 

repetitive tasks

» Measure and optimize

Intelligent 

Automation

Automate manual 

and repetitive tasks

» Re-imagine and improve 

current process

» Eliminate redundant 

steps

Eliminate redundant steps 

and reimagine the process

Process 

Improvement



Potential Business Functions and 
Processes for Automation

Finance

1

Enterprise 

Operations

2

IT and 

DevOps

3

Contract/

Legal

4

Efficiencies in these business processes directly 

translate to customer value

Internal adoption as a launch pad for our customers



Challenges in Finance and Accounting

Several challenges present a great opportunity for automation 

Fragmented 
systems

Better system 

connectivity

Disparate Data

Data 

transformation

Regulatory 
requirements

Boost regulatory 

compliance

Manual 
processes

Shift to high 

value work

Limited Budget

Get more done 

with less

E X A M P L E S



Intelligent Automation in Action – Success @Deluxe

CUSTOMER 

EXPERIENCE

PRODUCTIVITY & 

EFFICIENCIES

SECURITY & 

COMPLIANCE

Extract & digitize unstructured contract attributes from 

various document formats

• Increased customer satisfaction

• Faster response times

• Increased data accuracy

Reduce and prevent fraudulent orders • Auto-cancellation to avoid write offs

• Real time visibility & audit reporting

• Improved employee productivity

Software development and deployment using AI • Improved developer productivity

• Speed to market & value delivery

• Increased customer satisfaction

Outstanding low $ amount invoices collection • Better employee productivity

• Increased cash flow

• Shift from low to high value activities

Material review disposition for inventory optimization • Increased customer satisfaction

• Increased data accuracy 

• Improved cost efficiency

Extract AP invoice details to automatically populate 

data in ERP and procurement systems

• Improved compliance and auditing

• Reduced manual errors and data entry

• Increased productivity

Use Case Key Outcomes



»  Customer on-boarding

»  Order proofing

»  Digital Sample Creation

Intelligent Automation Opportunities: What’s Ahead?

» Third-Party statement reconciliation 

» Operational metrics and reporting, self-service

» Contact center

CUSTOMER 

EXPERIENCE

PRODUCTIVITY & 

EFFICIENCIES

SECURITY & 

COMPLIANCE

» Threat intelligence

» SOX & Compliance, ADA

» Document processing (Service & Support)



AI to propel business, grow revenue and 

create new products

AI for Customers
Innovation Beyond Efficiency



Business Value Acceleration: Journey

Now Next Later

Focus on Easy-

Wins & Low-risk 

trials

Expand Low-Risks 

trials & Focus on 

Must-Dos

Focus on 

Aspirational



Phase 1: Easy Wins & Low-Risk Trials 

Now Next Later

ML:

Gen AI:

Creating Differentiated Value Proposition:

• AI Workbench Launched

• DDM Audience List Selection 

• Entity Resolution Customer/Payments

• B2B Payments CashApp Lite

Experimenting with GenAI:

• GenAI Gateway & GenAI Playground 

Launched

• Driving Efficiency for Servicing & 

Operations using GenAI ASSISTs

Value Created So Far …

From strategy and conception to activation, unlocking cost 
savings and business value

Deluxe Data Ecosystem optimized through deluxe.data 

platform
1

deluxe.ai Deluxe AI/ML Platform activated; Multiple usecases 

underway
2

2X Reduction in Call Handling time to answer customer 

queries using GenAI ASSISTs
3

~75% Invoice Matching, resulting in one of the Industry 

leading Cash App capabilities
4



Phase 2: Must-Dos

Now Next Later

ML:

Gen AI:

Infusing Intelligence onto Products:

• B2B Payments CashApp GA

• B2B Payments Insights & Intelligence

• Data Products Automated Prediction & Forecasting

Realizing Value through GenAI:

• Prospect ASSIST – AI powered Marketing/Lead 

Generation

• Document (Check, Invoice, Emails) AI

• Risk & Fraud Evaluation for Check Orders & Payments

Efficiency Gain & Time Save for 

Customers, giving time back for 

other critical activities.

Digital Assistance, Reduced wait 

time, Quick conversion of concept 

to value realization for Customers



Phase 3: Aspirational

Now Next Later

ML:

Gen AI:

AI Powered Products:

• B2B DSO, Cash Flow Predictions

• Deluxe Merchant Services embedding 

intelligence on Payment Processing

Agents Powering Operations

• Agentic AI to support Internal (Sales, 

Servicing) & External (Marketing) Operations

• Digital Analyst for autonomous Receivables 

Processing

Forward Looking. 

Directional List



All AI usage guarded by Deluxe Ethics and Responsible AI

Deluxe AI | Responsibility in Innovation

Compliant with Customer 

Contracts
Zero PII/Customer Data Copy

Secured under Deluxe.trust Scrutinized by AI Governance 



Learn and grow

Learnings from 
Deluxe’s AI Journey



Learnings from our AI Journey

Generative AI services are fast evolving, teams need to be agile and nimble to 

take advantages of the improvements.

Internal generative AI implementation is not synonymous to ChatGPT; there needs 

to be considerable effort to make LLMs and RAG work for an organization.

In general, machine learning resources are scarce – it’s twice as difficult to find an 

LLM/prompt engineering expert due to it still being a niche technology.

Increased focus on compliance, cybersecurity, safe AI usage and upholding the 

trust of customers.

Generative AI needs more experimentation and re-validation of results.



Key Takeaways

Executive Summary

Deluxe is optimistically cautious about AI and automation 

driving innovation and powering our product offering

» Have made great strides on Automation driving Operational Efficiency and is on 

its way to digitize & modernize traditional processes

» AI/ML drives efficiency and beyond. AI is powering our Product Offerings and 

improves our Customer Experience.

» AI & Automation combined creates differentiated value for deluxe+ Customers

» We are learning on the way and are making sure we use Emerging Technologies 

in Responsible way to get maximum benefit
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