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RPA in Banking – The Red Carpet Gratification to
Customer Onboarding

Overview
Customers today are spoilt for choice. Retail giants like Amazon and Alibaba have revolutionized the way
customers shop. Facebook and WhatsApp have given a new dimension to the customer connectivity
conundrum. With so many options to make life easier and simpler it is obvious that customers today
expect better experiences and services from their banking and financial partners. Thus, it all boils down to
customer satisfaction and seamless customer experiences.
As the saying goes, “every customer interaction is an opportunity”. Customer onboarding is one such
process where banks get to make the ‘perfect first impression’. It is the first step of your customer
interaction journey and it is important to make it count. To thrive in the current competitive banking
ecosystem, traditional banks need to up their customer interaction game with next-gen technology
solutions like robotic process automation to make banking more personalized and engaging.
Gone are the days when the term ‘robotics’ reminded people of sci-fi movies. Today, robotics process
automation or RPA has a completely new dimension for business. It has become all about enhancing
customer satisfaction, reducing manual effort and skyrocketing the revenue quotient. 			
According to a report published by ‘Transparency Market Research’, RPA is growing at a rate 			
of 60.5% annually.
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RPA in banking is a wholly underutilized technology but comes with the promise of disrupting the high
maintenance business process outsourcing models. RPA opens a plethora of opportunities where the
banking industry is concerned. They can help deliver the best possible customer experiences, minimize
human intervention and maximize operational efficiency.
In this whitepaper, let us delve deep into the customer onboarding process adopted by banks. 		
The paper elucidates how banks can leverage RPA to streamline the process for customers across service
lines. It also talks about the risks, benefits and certain use cases of RPA in banking customer onboarding.

Introduction
When it comes to onboarding a customer, traditional banks have always made it a long, time-consuming
process for both customers as well as employees. The process is filled with complicated paper work for
customers, elaborate documentation, manual processes, approvals and identity verification for employees.
However, with changing times, customer expectations towards their financial partners are also changing.
Millennials, especially do not want to spend time doing long paperwork or even come to a bank for that
matter. They want their financial service providers to come to them and make banking simpler. 		
These, they feel are the basic expectation from their bank and if the banks are unable to satisfy them
they can always find a financial partner who does. Therefore, like all other businesses customer 		
loyalty is quite fickle in the banking domain too owing to the vast number of choices today.
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Customer Onboarding
Customer Onboarding is the first impression you can make with your customer and it is imperative that
you make a good one to have a long and smooth relationship. With customer-centricity being the baseline
for the success of any business, it is time banks focus on providing a seamless onboarding process.
Remember the onboarding process with Facebook and Spotify? I am sure it was so easy to sail through,
that it practically did not register in your mind. Customers today, are used to such types of onboarding
procedures and they expect the same from all the businesses they engage with. Thus, banks need to
understand that it is not the cost or the process but about the customers and it is time they embrace the
customer first approach.

Open innovation, customer-centric design, rapid prototyping and frequent
customer testing are all the simple technical procedures banks can adopt to
stay ahead of the game.

Use Case

Fidor Bank embraced one such approach to streamline
their onboarding process. They removed the need for
customers to provide traditional address proof during
onboarding. In turn, they were sent a unique code to
their address and the quoting the code completed the
verification process. This greatly enhanced their customer
engagement and improved customer onboarding.
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Customer Verification
A banking customer onboarding is never going to be as easy as opening a social media account because
of all the security measures that goes with it and customers are well aware of the fact but customers
definitely prefer a seamless onboarding than what is currently in existence. Thus, banks use Know Your
Customer (KYC) to better understand their customers and make the onboarding process easier. 		
The KYC regulatory framework is an ongoing and retroactive method to collect customer data. The data
quality, diligence of the collection method and regular data updates comply with the regulation directives
making it one of the safest methods for banks to access customer data. Most of the financial services
today use KYC for easy customer onboarding delivering a vastly superior experience and better customer
security while onboarding. Moreover, banks can also include techniques like face/voice recognition and
fingerprint biometrics to enhance security and make verification easier.

Technology Glitches
Onboarding can be made a lot more customer friendly once traditional banks get over their abstinence
towards technology. The biggest obstacle in banking innovation lies in the fear to overcome the
well-established traditional security measures and the lack of trust of modern technology. Other than
these factors, the major impediments towards embracing technological advancement are:


Legacy systems and technology that does not support modern fancy plug-ins



Hesitance to invest in modern technology that although costly may ultimately prove 		
efficient and cost-effective



Lack of trust of modern technology to provide security to financial transactions

These factors prevent traditional banks from upgrading their onboarding process and making it
cumbersome and time-consuming leading to missing out on providing customer-centricity and major
opportunities.
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Intelligent Automation Bundle
The changing financial landscape has made it
imperative for banks to revamp their business
models to drive cost efficiency, customer centricity,
trust and loyalty. To engender these emotions from
customers banks are increasingly seeking RPA as
the tool but to enhance results they are including
next-generation digital technologies like artificial
intelligence, big data, machine learning, and
predictive analytics to streamline and automate
financial processes and to make informed decisions.
This has resulted in banks enjoying profitable
growth, less risk, scalable business models and
targeted customer service along with agile business
processes. The insights and deep learning derived
from these modern technologies has helped banks
amplify process efficiency, enhance workplace
productivity and decrease operational cost and
skyrocket productivity and ROI.
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Digital Influence
Embracing modern digital technologies provides
the onboarding process with the dimension of
customer interaction by


Enhancing operational efficiency and
reducing manual errors and interventions by
enabling banks to future proof their business
and thrive in the competitive landscape



Providing customer-centric approach to the
onboarding and hence making the process
more effortless, transparent and quick



Helping to better understand your customer
by streamlining customer KYC information,
making it easier to engage with customers
and providing seamless customer experience



Reducing process cost thereby providing
greater cost saving and increased ROI
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Augmenting Customer Onboarding

RPA – The Magic Password

There are certain steps banks can adopt to
ease their onboarding process. These upgrades
are imperative if banks need to establish a
personalized and interactive relationship with
their customers’ right from onboarding.

Delivering the best possible customer experience
while trying to minimize cost is a challenge
most banks face. Enhancing process efficiency,
reducing human interventions and making the
best use of their existing human resources are
challenges every traditional bank is battling with
today. This is where modern digital technologies
come into play, to be more specific RPA or robotic
process automation. The virtual workforce has
taken over the cumbersome boring part of
banking with great zeal. They have minimized
human interventions by automating most of the
manual paperwork and brought about 		
70% process efficiency to banking operations
leaving more time for human employees to
do creative jobs.



Discern if there are any impediments in
your customer onboarding process. This will
help you to understand where the problem
begins and assess the problem zone and
weaknesses in your current process. Such a
step will help you optimize the solution and
iron out the complications.



Customers like to know where they stand
in their onboarding journey. Provide
consistent customer engagement and
keep them updated of the progress. This
provides visibility to the customers, which
will enhance customer’s trust from the
onboarding journey itself.



Create a one-point contact to the customer
right in the onboarding stage of your
customer journey. This helps to build a
strong and effective relationship making
the customer comfortable right from the
inception of their banking relationship
journey.



Automate. Adopting modern digital
technologies greatly reduces cumbersome
paper work and human interventions making
the process efficient and flawless. This not
only saves customers time but the employees
as well, helping the employee to focus more
on the customer at an engagement level.
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Traditional banks have realized and understood the potential and usefulness of RPA in enhancing their
process as well as customer experience. Some of the processes currently automated by RPA are:

Customer Onboarding

Employee Onboarding
and Off boarding

Account Maintenance

Trial Balancing

Deposit Processing

Mortgage Processing

Investment Processing

Cheque Processing

Underwriting

Billing

Compliance

General Ledger

Card Services

KYC Process

Loan Processing

Customer Support
and Service

Fraud Detection

Account Closure

These are just some examples. Banks are finding increasingly new job roles for their virtual counterpart to
ease manual errors and enhance process efficiency each day while greatly reducing operational costs.
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RPA Tools Stealing the Limelight
Some of the examples of modern digital technology powered RPA solutions used in banking today are:


Automation Anywhere

Automation Anywhere is an AI and analytics augmented RPA platform to enhance the efforts of the
modern intelligent digital workforce. It is designed to bring down operational costs, enhance customer
satisfaction and deliver competitive advantage. Its core architecture comprises of control room, 			
bot creators, and bot runners to enhance process scaling and derive specific insights.


Blue Prism

Blue Prism is another AI powered RPA solution for financial institutes to deliver exceptional customer
experiences by automating processes, enhancing security, maintaining compliance and providing
comprehensive audit trails and non-repudiation. It is revolutionizing the way financial organizations 		
are deploying RPA as a differentiator to enhance ROI and drive out waste.


UiPath

UiPath is an intuitive RPA platform for banks to enhance security and compliance while streamlining
cost and automating their operational processes. The platform is augmented with AI and other next-gen
digital solutions to make it scalable, secure and agile.
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Navigating the RPA Shift



While implementing RPA into your banking
processes, it is always advisable to understand
your needs and requirements before you jump
into the bandwagon. RPA is beneficial but it is
imperative banks have a thorough idea about
what they want as end results otherwise the cost
of implementation can overcome any business
benefits you might envision.

Choosing the right partner for your RPA
implementation is one of the most important
steps to make the process a success. The partner
should be able to understand your needs and
your financial budget and be more focused on
the success of your automation process than cost
realization.



Feasible Outlook

Getting carried away while implementing RPA
is a common issue faced by most businesses. It is
crucial for banks to understand their current scope
and implement RPA as a test drive, to expand the
amplitude to various areas of operation. This will
lead to better process efficiency, maximized saving
and decreased odds of failure.




Hit the Right Partnership

Trained Employees

Machines do not work by themselves; you need
trained human resources to make the endeavor a
success. Training your employees to control your
virtual workforce and also to work in parallel with
them to a great deal works to the success of your
RPA implementation.

Ironclad Budget

Realizing the prospect for a cost-effective RPA
implementation is always one-step at a time and
only possible if you have a solid financial plan
to go with it. Automating operations in small
chunks within the financial budget is important
if you want to realize the full potential of an RPA
implementation.


Assess Current Process Needs

A thorough process analysis of all the front
and back office tasks you want to automate is
essential to have the right target group for your
RPA implementation. Then create a process flow
document that will help you standardize your
automation implementation.
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RPA in Customer Onboarding
With a market that is so saturated with excellent products and out-of-the world experiences, traditional
banks are finding it a great challenge to demarcate a competitive differentiator. Customers today require
personalization in every aspect of their life and banking is no less. From a bank’s angle, the onboarding
process is crucial to start a smooth journey with the customer.
Onboarding as a process should not only include excellent customer service but also facilitate a seamless
KYC in compliance with the regulations, be flexible, be customizable and above all else quick. Automating
your onboarding platform with RPA makes it comprehensive, consistent and absolute. The virtual assistant
should be able to capture and distribute data across multiple touch points and ultimately result in an
amazing customer experience. The customer and the third party should be able to track the status in
real-time making it transparent, which increases visibility and engenders trust. RPA also runs various
processes in parallel minimizing human intervention and manual errors.

Use Case

Danske Bank engaged RPA to automate their customer
onboarding process to gain $153 billion USD earnings
according to their 2017 annual report. They developed
a robot to automate their onboarding information
collection and transfer paperwork, which usually was a
cumbersome process and took weeks leading to delays
and hassles in onboarding. With RPA, the bank also
realized efficiency savings, reduced manual errors,
faster development period and increased timesaving.
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Risk Awareness
Employing a robot comes with maybe not more but an equal amount of risk as employing a human,
although the RPA does pose operational, compliance, quality and ethical risks.
 The greatest fear today among employees is that robots may take over human jobs rendering humans
jobless. This may pose acceptance issues among staff when such virtual assistances are introduced among
employees. Training employees on the benefits of such an action and emphasizing on how robots will
enhance quality of work for employees is essential to prevent such issues.
 It is imperative that banks bring in strict regulations on how they use robots and what processes
they will be involved. Decision-making and audits needs a human mind to make it real. When robots
get involved in such transactional processes, it may lead to surreal results and lead to complications and
compliance issues.
 A robot enhances process efficiency, and reduces human interventions. The key word here is reduces
and not abolishes. RPA is an automated process but it definitely needs a human to set tasks and approve
the results. Thus, the emphasis is on how robots optimize and ease human workload and not replacement
of human staffs.
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Benefits


Accelerates customer onboarding



Increases revenue and cash flow



Reduces operational costs



Automates manual process



Reduces human interventions enhancing
process efficiency



Decreases customer loss



Provides enhanced customer experience



Reduces churn



Improves customer satisfaction quotient



Engenders customer loyalty and trust



Enhances data quality



Ensures KYC regulations are met



Stabilizes industry best practices

Ensuring the perfect onboarding is imperative
to engender trust and loyalty in this competitive
landscape and RPA is the means most banks
trust to ensure such out-of-the-world customer
experiences. Personalizing and creating a clear
differentiator in the first step of your customer’s
banking journey will definitely create the
impression you want to in their minds. Above
all else, banks should understand that it all boils
down to the customer and not the technology.
The technology is embedded for the customer
and not the other way round. Therefore, focus on
your customer needs; leverage their data to create
communication channels that works best for them
to make them feel welcome and precious.

Perspectives

According to a Forrester report,
50-55% millennials are likely to use
branch banking as other generation,
which highlights the fact that a truly
seamless customer onboarding is highly
essential at this point for any bank.
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ATTENTION. ALWAYS.
Aspire Systems is a global technology services firm serving as a trusted
technology partner for our customers. We work with some of the world’s
most innovative enterprises and independent software vendors, helping
them leverage technology and outsourcing in our specific areas of expertise.
Aspire Systems’ services include Product Engineering, Enterprise Solutions,
Independent Testing Services, Oracle Application Services, Digital Services
and IT infrastructure & Application Support Services. 			
we are currently over 2750+ employees and work with 200+ customers
globally. We are headquartered in Singapore and have a growing presence
in the US, UK, Middle East and Europe. For the ninth time in a row, Aspire
has been selected as one of India’s “Best Companies to Work For” by the
Great Place to Work® Institute, in partnership with The Economic Times.
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