
The New Digital Norm  
in Financial Services
Data and automation will be essential to 
doing business in banking, financial services 
and insurance
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Overview 
Banking, financial services and insurance (BFSI) face 

a milestone challenge today: Develop approaches 

and strategies to help their companies understand 

and build a better digital infrastructure. As Accenture1 

said, “Customers, shareholders and employees are 

moving quickly to innovate and adapt to a rapidly 

changing business environment. In the future, 

companies can survive and ultimately, thrive only if 

they are able to embrace innovation.”

That innovation means going digital. Transformation 

takes time, but data and analytics initiatives are 

needed now.

Data-driven decisions produce predictive insights, 

cost savings and more lucrative products used by 

more customers. This technology will soon be the 

avenue for everything in BFSI from onboarding 

and product rollout to regulatory compliance and 

reducing fraud. Data will become the building blocks 

of almost every important initiative in these fields, 

backed by artificial intelligence (AI) and machine 

learning. 

Success will depend on the automated collection 

and retention of data and the use of AI to add context 

which will allow to create a 360-degree view of the 

customer.

Creating value through integrated, end-to-end automation 
is a trend for finance leaders in 2021, and companies can 
take several immediate steps to improve data collection.

 1“Charting a Path to Intelligent Automation (for the financial services 
finance function),” Accenture Consulting, 2020
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Predictions Are Clear:  
Know Your Customer
A critical component of BFSI customer onboarding is “Know Your 

Customer” (KYC), which builds comprehensive customer profiles to 

better sell products and identity verification to help reduce fraudulent 

accounts.

All financial services industries will deal with increasing digital 

environments, but let’s use banking as a first example. According to 

research from IDC2, within the next few years one in 10 banks will use 

consumer digital identities to drive business models, three quarters 

of consumer and small-business loans originate through AI-enabled 

and automated processes and 20% of consumer loans will also be 

disbursed in a central bank digital currency.

In financial services in general, Covid-19 is also expected to continue to 

accelerate digitization as clients expect faster, contact-free transactions 

across all services – a trend many companies have already embraced 

more efficiently than they might have expected before the pandemic. 

Increasing reliance on technology may also unfortunately open the 

door wider to fraud (often based on identity theft), which means digital 

initiatives must keep the safeguarding of client data front of mind.

10% of banks will use consumer  
digital identities

75% of loans will originate using AI, 
automated processes

 2IDC FutureScape Worldwide Financial Services 2021 Predictions, 2020
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Start With Questions 
As with most groundswell innovations, change begins with BFSI decision-makers. C-Suite execs in financial services need to ask about digitization specific 

to their functions.

 CIO: Are we positioned to leverage the vast technological advantage we have stored in our client and reference data?

 Audit committee: Are we satisfied that important processes are effective in ensuring efficient and compliant operations that keep us  
 within regulatory guidelines?

 CFO: Can our organizations substantially reduce the cost of manual, paper-based processing to validate and maintain regulatory  
 compliance?

 Risk committee and CRO: Are processes in place where issues affecting risk – including reputation risk – are getting the attention of  
 the highest levels of the organization?

 Chief compliance officer: Are our compliance and risk-management governance programs robust enough for this era of heightened  

 regulatory scrutiny?

Some of these questions work particularly well for BFSI customer onboarding. In insurance, for example, the onboarding of applicants has often been 

laborious, manual and paper-oriented. Insurers’ customers frequently encounter long and repetitious (and ultimately frustrating) onboarding processes for 

policies, but carriers lose time and money – and lose a valuable opportunity to collect and store customer data in a digitized format. Similar problems continue 

for insurers in claims handling.

According to IBM3 report, 85% of insurance executives deploy customer experience (CX) initiatives and 90% have a Chief CX or Chief Customer Officer 

(CCO). Yet nearly half (42%) of customers don’t “fully trust” their insurer. “While challenges exist convincing customers to share their data, insurers using AI-

based tools to augment understanding report significantly better customer satisfaction and retention, saving money at the same time.”

Additionally, IBM adds, “to reach increasingly internet-savvy customers, insurers are investing in various forms of digital self-service, mainly websites and 
apps, with some forays into chatbots and digital virtual assistants.”

42% of customers don’t fully trust their insurer

3“Elevating the Insurance Customer Experience,” IBM, 2020
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New commercial banking customers cited by Wipro4 also report time is wasted by piecemeal 

requests for documentation. Customers also say they typically have a loss of trust stemming from 

lack of transparency during onboarding; see a lack of proper assessment and personalization of 

products initially offered; and experience an obvious lack of CRM across customer interaction 

channels. Reasons for these problems usually stem from such factors as banks’ legacy systems 

with poor flexibility and scalability, inability to manage customers’ expectations around digital 

touchpoints and lack of a KYC analysis after poor re-use of existing data.

Reasons customers don’t trust their 
insurers:

  Lack of transparency during onboarding

  Lack of personalized product offerings

  Inconsistent customer interactions

Reasons can also be more deep-rooted – and less defensible. Many insurers continue to 

engage primarily by phone and traditional mail, adds IBM: “The latter is relatively expensive and 

makes seamless integration difficult, requiring several steps to digitize, analyze and integrate 

communications. Investment in digital front-office transformation would better align insurers with 

their customers’ engagement needs and improve cost efficiency.”

1

2

3

4“The Future of Commercial Customer Onboarding in Banks,” Wipro Limited, 2021
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Avoid Data Pitfalls
The ultimate damage to a BFSI organization’s bottom line can start when the customer 

walks in: Problems with data often begin early.

Initial collection workflow, for example, can involve tedious or time-consuming input on the 

part of BFSI staff or redundant – not even just repetitious but sometimes also conflicting – 

requests for customers’ information. Staff’s inconsistent willingness to gather or input data 

can also spell trouble for later stages of the onboarding process.

Once collected, the data might also find itself siloed by an organization’s various 

departments. Such a piecemeal process can indulge the narrow metrics of independent 

teams rather than be a process tailored for a customer’s successful onboarding. It can 

also inhibit a complete, start-to-finish understanding of CX in onboarding and product 

promotion. That’s a lost chance, especially in BFSI. Data obtained from the customer as 

part of the KYC process aids greatly in determining and predicting future customer needs 

and helps deepen the relationship earlier in the customer life cycle. 

As noted before, many data-collection processes across BFSI also date from before 

multiple inputs across the organization were technologically possible (not even considering 

changes over time in regulatory regimes and compliance needs). Also, new privacy and 

information-protection requirements can also mean that layers of additional security may 

be needed when sharing customer data across the organization.

Digital business of course lends itself to quick – and often safe, in a pandemic – frictionless 

transactions. Unfortunately, it also lends itself well to fraud and identity theft. Verification 

security is essential, and in BFSI the verification of identity, assets, income and employment 

are indispensable from the standpoint of risk and liability in a digital environment.
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Preventing AML
This will likely only intensify after the recent omnibus bill that 

included the Anti-Money Laundering Act of 2020, billed as one of 

the largest reforms of the American anti-money laundering laws in 

almost two decades. Among the reforms: a national registry to track 

the beneficial ownership information of certain entities, updated 

whistleblower provisions, penalty enhancements for violations of the 

Bank Secrecy Act and modernized language to address the rise in 

cryptocurrency transactions.

Verification security also needs to become deeply integrated with 

initial data collection from customers and KYC onboarding, as 

digitally shared services for processes such as credit checks and 

authentication will decrease onboarding time and cost. A single 

repository of customer data, just to use one example, better equips 

compliance teams to spot high-risk customers and suspicious 

activity. Such a repository will also increase data integrity and 

provide an audit trail across departments of all customer interactions 

and transactions.

AI-based capture  
technology can extract  
key data from a digital image 
and automatically identify  
specific fields on different 
types of documents.



75“Overcome Typical Customer Onboarding Challenges in Retail Banking,” Gartner Inc., 2020

6“2021 banking and capital markets outlook,” Deloitte Insights, 2020

Other Solutions

Creating finance value through integrated, end-to-end automation is a key trend for BFSI leaders in 2021, and Gartner5 reports that companies can take 

several immediate steps to improve data collection:

• Empower staff to filter and prioritize customers and to see how the data gathered can be rechanneled right at onboarding to benefit company teams 
who will work with the customers later in the relationship.

• Improve customers’ knowledge of where their data is in the process and how that benefits them.

• Many firms don’t use a single person or team for full visibility into onboarding. Determine the priorities for data in the workflows and find redundancies.

Deloitte6 adds that AI could also be deployed to automate finance processes and free up capacity to take on more strategic activities.

BFSI executives already acknowledge the need for – though don’t always have resources for – some of these changes, according to a survey cited by 

Deloitte. More than 60% of respondents in the finance function expect to increase cloud investments and 51% said their firms will increase spending on data 

analytics. But only 40% expect increased investment in automation and 43% expect increases for AI.

↑60% ↑40% ↑43%

Investment in cloud Investment in automation Investment in AI



Innovative Intelligent Document 
Processing Solutions
AI-based capture technology can extract key data from a digital image 
(the format doesn’t matter) and by subsequently learning to identify 
specific fields on different types of documents can learn to recognize 
important documentation. Leveraging customer data and analytics 
is the key to digitally delivering hyper-personalized services to engage 
customers.

For example, Ephesoft’s use of AI and machine learning is continuing to 
evolve to bring about more improvements. Its intelligent data processing 
platform automatically captures, classifies, extracts, validates and 
exports data from the documents submitted. This data can then be 
analyzed and assessed in a fraction of the time required for a manual 
process and any discrepancies identified quickly. 

Ephesoft technology is already simplifying the onboarding process for 
mortgages, loans and current accounts and is in place with several top 
financial organizations. Financial services customers report seeing 
increases in productivity of up to 400%. The average improvements in 
processing time for documents are often 80% or higher. Many Ephesoft 
customers are now exporting data captured from onboarding documents 
into other applications such as ERP, ECM, RPA, workflow or other line of 
business systems.

8

↓ 80% 
processing time 

↑ 400% 
productivity



97Black Knight, Inc., Sept. 8, 2020

Visibility Into Audits
Intelligent document processing (IDP) solutions can do more than 
simplify and accelerate processes – they can transform documents 
into usable data for audits. The Accenture report notes that human 
decisions can be tracked for audit but those made by AI-based tools 
rest on data that can’t be audited conventionally. Mistakes made using 
the technology can be difficult to understand if the proper structure is 
not in place. “Organizations should build governance frameworks that 
understand why and how intelligent automation-based decisions were 
made, with processes established to address any undesired outcomes.”

Ephesoft features easier access to the relevant batch information when 
completing a manual audit log. A popup dialog provides a variety of data 
to the user at the end of a batch being scanned, improving productivity 
and reducing compliance costs. Changes to the document format 
enhance the code maintainability and provide additional audit data 
collected during batch processing. These capabilities reduce TCO and 
increase the level of process visibility and auditability.

Another Key To Data Processing
Recent months in the mortgage industry offer a peek at how much 
intelligent document processing is needed in BFSI. The second quarter 
of 2020 alone saw nearly $1.1 trillion in first lien mortgages originated7 – 
yet lender operations executives still almost all report continuing to rely 
heavily on staffing overtime and have not turned to rely on technology.

Reasons cited: the burdensome nature of the mortgage 
loan process for all stakeholders and the length of time 
technology implementations typically require.

BFSI’s time in implementation of IDP, which helps increase productivity, 
efficiency and accuracy by unlocking enterprise data in documents with 
digital transformation, could be well invested. BFSI enterprises with a 
high volume of documents will benefit from IDP automation, especially 
for invoices, services documents, claims, loans, mailroom, records, 
human resources and ID extraction.

Ephesoft solutions offer a good example of what an IDP system should 
do for BFSI. Ephesoft’s platform integrates into outside operating 
systems to automatically capture, classify and extract data to export, 
the first step of any digital transformation project. Customers are seeing 
incredible results, with some seeing as much as a 400% increase in 
invoices processed per day and a reduced process time to 36 seconds 
per invoice.

Seconds to process 
an invoice

36 400%

Increase in invoices 
processed
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Digital Transformation Use Cases
One large insurance company using Ephesoft reported that their claims processing time was 

reduced to 8 days, instead of 45 to 75 days, which is up to 87% faster. Additionally, they were 

able to increase the number of claims processed in a day from 100 to about 700 on average, 

which is 7 times the number of claims versus the old process.

Another customer, Mountain West Financial, took their mortgage loan processing time down 

from 45 minutes to 5 minutes, an 89% time savings, while achieving 95% data accuracy from 

automatically classifying and separating documents. And, they were able to achieve their ROI 

in less than 5 months.

Faster to process 
claims

Scalability to 
process claims

7x87%

Time savings to
process loans

Data accuracy Months ROI

589% 95%

“Managing technology  
that provides true business 

value to our customers  
is irreplaceable. Ephesoft, 

combined with our  
other technology, has given 
us streamlined processes, 
decreased costs, provided 
intelligent content capture 
and happier customers. We 
are able to process claims 

quickly and efficiently.”
– Enterprise Applications Administrator in IT  

Operations at a large insurance company

https://ephesoft.com/success-stories/large-insurance-company/
https://ephesoft.com/success-stories/mountain-west-financial/


Are you ready to embrace the new normal?
Digital processes aren’t the vision of tomorrow’s business – and they don’t have to seem impossible. AI is turning dull compliance details into valuable 

marketing data to ensure customer success and superior customer onboarding experiences. Integrating customer data in the needs of modern BFSI may 

require time and effort, but it can also open marketing, customer service, cost savings, compliance and growth for companies like never before.

Get started today!

Contact Us

Contact us today at info@ephesoft.com for a 

personalized demo or call +1-949-335-5335.

Follow Us

 YouTube

 Blog

 LinkedIn

 @Ephesoft

© 2021 Ephesoft. All rights reserved. Visit ephesoft.com to learn more.

United States HQ
+1 (949) 335–5335

info@ephesoft.com

Ephesoft, Inc.

8707 Research Dr.

Irvine, CA 92618

United States

United Kingdom
+44 (0) 1184665000

info.eu@ephesoft.com

Australia
+61 2 9056 7490

info.au@ephesoft.com

Germany
+49 6126 5503510

info.eu@ephesoft.com

Italy
+39 (02) 8088 6345

info.it@ephesoft.com

France
+33 1 8288 4002

info.eu@ephesoft.com

Singapore
+65 3163 5499

info.asean@ephesoft.com

blog

11

IT’S EASY TO GET STARTED
SCHEDULE A DEMO GET A FREE TRIAL

https://www.youtube.com/c/ephesoftinc
https://ephesoft.com/blog/
https://www.linkedin.com/company/ephesoft-inc/
http://twitter.com/Ephesoft
https://ephesoft.com/
https://ephesoft.com/schedule-a-demo/?utm_source=ebook&utm_medium=demo&utm_campaign=ww-2021-q1-ebook-new-digital-norm-in-finserv
https://ephesoft.com/schedule-a-demo/?utm_source=ebook&utm_medium=demo&utm_campaign=ww-2021-q1-ebook-new-digital-norm-in-finserv
https://ephesoft.com/get-trial/?utm_source=ebook&utm_medium=trial&&utm_campaign=ww-2021-q1-ebook-new-digital-norm-in-finserv
https://ephesoft.com/get-trial/?utm_source=ebook&utm_medium=trial&&utm_campaign=ww-2021-q1-ebook-new-digital-norm-in-finserv

