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The Essential Guide
to Automation in
Financial Services
A strategic guide to gaining client
trust, operational excellence, and
competitive advantage through
automation.

Automate to Innovate in Financial Services
Introduction
New challenges have disrupted financial services across the globe,
accelerating the evolution of banking, insurance, and wealth
management for the digital age. Today’s financial institutions need
to be available to customers wherever they are, in an instant.
The events of 2020 demonstrated that employees must be able to
facilitate that customer experience from their dining table if need
be. Organizations slow to respond are already seeing reduced
margins and market share, but for those innovating the fastest,
customer retention and significant growth is on the table.
Read on for insights on:
Building A Competitive Advantage
- Create Frictionless Customer Experiences
- Offer Innovative Employee Experiences
- Respond to Regulatory Pressure
Bridging the Gaps with Automation
Tips for Successful Automation Programs
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Building A Competitive Advantage
3 Essential Strategies to Compete in Financial Services
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1
Create Frictionless Customer
Experiences

2
Offer Innovative Employee
Experiences

3
Respond to Regulatory Pressure

Today’s consumers compare their
banking experiences not only to
those delivered by rival banks, but
also to other services offered by the
world’s most disruptive companies,
including tech giants like Google
and Amazon. To retain and attract
customers, you need to keep pace
with these increasing customer
expectations.

The financial services industry is
a competitive market for the best
talent. Employees expect access
to the best digital tools. They need
the right technologies in order to
be able to work efficiently when
margins are tight and to facilitate
the experiences that today’s
customers demand.

Responding to new regulations is
essential for organizations to avoid
reputational damage. Firms must
create and maintain the ability
to quickly bring new products
and services to market within
the guidelines of 700+ regulatory
bodies – and be agile enough to
adapt when regulations change.

| www.bizagi.com/contact

Copyright © 2021 Bizagi. All rights reserved.

3 Essential Strategies to
Compete in Financial Services
1| 2 | 3

1.
Create Frictionless Customer
Experiences
85% of financial services professionals believe
that responding to customer expectations
faster is an urgent need for the business.
Good customer service is the most highly
valued attribute at banks according to a survey
by Forrester Research of more than 110,000
consumers. Customer experience objectives at
most financial services organizations focus on
internal benefits, according to the Improving the
Customer Experience report. This includes selling
and cost-cutting, rather than customer benefits like
simplicity, ease, and responsiveness.
Banks need to enhance the customer journey so
that every touchpoint with the customer delivers
a valuable interaction. This means connecting
information from back-end legacy systems and
collaborating with front-end systems in a cohesive
manner. Which system gaps are impacting your
customer experience?

4

| www.bizagi.com/contact

Case study

AEON Credit Service Asia (ACSA) approves
credit release decision in 30 minutes to provide
customers with ready-to-use credit cards on the
spot
Financial company ACSA was looking to speed up its
credit card application process, which was taking over
two weeks from the moment that customers filled out
a paper form in-branch until they had their credit limit
set and new card sent to them to use.
Automating the credit card application process has
reduced the time that it takes to approve credit limits
to under 30 minutes from completing application
through to physical credit card in the hands of the
customer. ACSA has combined this with on-site
embossing machines so customers can get their new
credit cards, ready to use, on-the-spot.

30

Minutes to provide
new customer with
a credit card

5

Minutes to capture
new customer
information
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3 Essential Strategies to
Compete in Financial Services
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2.
Offer Innovative Employee
Experiences
It’s not just customer expectations that have
changed

AgFirst Farm Credit Bank replaces legacy
processes increasing loans generated by 40% in
one arm of the business

In the face of fierce competition for the best industry
talent, firms must provide employees with the digital
tools they need to succeed. That means more than
providing a decent laptop or mobile device. It requires
firms to offer staff the up-to-date applications to
manage and complete their work efficiently, and from
whichever device they choose.

AgFirst Credit Bank needed to develop an agile
approach to working to make their loan approval,
special asset management and onboarding processes.
Serving the agricultural industry, AgFirst’s employees
were almost always on the road visiting customers
rather than in the office.

The latest software for administration and customer
service, automation and data analysis are crucial to
today’s employees and to delighting customers. The
efficiency and success of individuals can be severely
limited by the tools they have available to them.
Without the right technology solutions in place,
organizations run the risk of losing staff to competitors
that can provide those individuals with better tools to
do their job. Where’s the biggest gap right now for your
team?
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Case study
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As a result, AgFirst launched a project to deliver robust
and reusable business processes that employees
could engage with from anywhere and on any
device. Utilizing the Bizagi platform, AgFirst now has
a responsive, mobile-optimized platform that has
dramatically improved compliance consistency.

40% increase in loans 60% faster closing of cases
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3.
Respond to Regulatory
Pressure
Protecting the organization from compliance
failures
With over 700 regulatory bodies, operating in the
financial services industry carries a significant
compliance burden. As organizations have evolved
and brought in a range of disconnected technologies,
it’s also increasingly difficult to meet the requirements
of new regulations in KYC, protecting customer data,
providing a clear audit trail of transactions, preventing
fraud and more.
To solve this challenge, financial services firms
across the globe are turning to process automation.
Documenting and automating workflows using a lowcode platform is the ideal way to ensure that specific
requirements are met, and that operations can be agile
enough to evolve when regulations change. What is the
latest regulatory change impacting your operations?

6

| www.bizagi.com/contact

Case study

BNP Paribas Cardif Japan transforms their B2B
insurance claims process to ensure compliance
and delight customers
Part of the eighth largest bank in the world, BNP
Paribas Cardif Japan are beginning their process
automation journey with the claims process – a vital
point in their mortgage insurance. It was necessary for
them to meet regulation deadlines of claims payments,
while avoiding errors in data entry and calculations to
meet compliance standards.
BNP Paribas Cardif Japan is now more compliant
thanks to automated data entry which has improved
the quality of information and saves employees two
hours per day. The automated assessment helps them
to consistently meet regulation deadlines, and will
allow the company to adapt to any future regulatory
changes.

2 hours

Saved per day
by employees

100% Regulation
deadlines met
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Case study

Bridge the Gaps with
Automation
Digital transformation is not just about
modernizing your systems, but also putting
systems in place where there are none.
Even now it’s common across the industry for vital high
value work to depend on emails, spreadsheets and
paper forms being passed between colleagues in a
timely fashion. Such methods are not only difficult to run
effectively, but also to optimize, audit and report on.
The global pandemic shone a light on just how much of
an issue this could be when employees shifted to working
from home. Suddenly processes that seemed to work
as they were stopped working overnight. Which missing
processes in your organization were highlighted by the
pandemic?

Automation accelerated critical loan payment
deferrals for those struggling during the
pandemic
Due to the economic impact of COVID-19 VKB bank
was faced with an increased number of credit
instalment deferrals, jumping from around 150
requests a year to more than 100 per day. The spike in
processes was draining the bank’s resources, as each
request took 40 to 60 minutes to complete.
In just three weeks, they were able to design and
implement a new process using Bizagi, low-code
automation platform, which automated key steps in
the process, supported by UiPath bots. This increased
efficiency by 90%, so processing time was reduced
down to just 4 to 6 minutes. This meant they could
process more credit instalment deferrals without
having to hire more staff, saving them time and
money.
in
50% increase
efficiency
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to process a
4-6 mins
payment deferral
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Tips for Successful Automation Program
“The stage is set for FS automation and AI to move from what was,
only a few years ago, relatively vague concepts to bona fide, strategic
business imperatives.”

– Financier Worldwide Magazine

Integrate Everything

Manage the Change

Your customers don’t see departments,
channels or systems. They see one organization
and they expect their experience to reflect that.
If not, they are increasingly happy to take their
business elsewhere.

Transforming processes at the heart of your
operations can seem daunting, and automation
often meets resistance when staff don’t
understand its purpose – to free up their time
to focus on the customer.

Repeat Your Success
Meaningful change is not driven by the automation
of just one process or department. True success
is defined by an organization’s ability to repeat
successes across the business. That’s why many
organizations choose to create a center of excellence
to build a centralized automation capability.
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Advice for Technology Leaders
69% of organizations say their efforts to transform the business are undermined by the internal
complexity of their organizations. So how can IT leaders bridge the gap and build better relationships?
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Create a Shared Vision

Enable the Business

Facilitate Collaboration

What’s the biggest blocker to
digital change in your organization?
Where should your transformation
begin? How can you define a path
forward that allows the business
to meet its transformation goals
while minimizing costs and risk?
By answering these questions,
you can both facilitate change and
limit the chaos of disconnected
transformation initiatives.

IT leaders from the CIO down are
tasked with supporting the business
with the technologies that it needs,
increasingly that means enabling
business functions with the digital
tools to manage their own destiny.
One example is the rapidly growing
popularity of low-code application
platforms suitable for the citizen
developer with limited IT support.

When the process is the
application, it’s much easier to
manage requirements and even
change them in an agile way.
Process becomes a common
language of collaboration. Getting
together around a process
model that defines the way the
application needs to work and the
systems that it touches saves a lot
of time and back and forth.
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Feeling inspired?
Get in touch with Bizagi

One Platform. Every Process.
Bizagi’s industry leading platform for intelligent process automation
connects people, applications, robots and information. As the
most business friendly and flexible solution on the market, Bizagi
enables true collaboration between business and IT, delivering
faster adoption and success.
Accelerate innovation and time to market
Provide superior customer experiences
Mitigate risk and protect data privacy
Dramatically reduce cost and time
For more information visit www.bizagi.com

Powering Financial Services Across the Globe
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