FINANCIAL SERVICES

A N D R E W L O N G S TA F F : M I C R O S O F T

The confluence of technology advances, cultural
shifts, and regulatory change has brought the
financial services industry to a pivotal moment. The
cloud is enabling a wave of innovation, empowering
financial institutions to create new value and be an
indispensable part of interdependent value chains
that cross business and industry boundaries.
It’s this digital transformation that we’ll be
focusing on at Sibos 2017 – the premier forum
for the global financial services community,
that will bring together influential leaders from
financial institutions, market infrastructures and
technology partners to collectively shape the future
of financial services. In the following pages, you’ll
find an in-depth overview of the solutions we’ll be
presenting with our partners, along with the usual
mix of thought leadership articles and case studies.
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Preparing
for tomorrow
T

his is a time of transformation for the
financial services industry. Technology
advances, cultural shifts, cybersecurity
threats and regulatory change have brought a
pressing need for banks to rethink the way they
work. And innovative new capabilities, enabled
by the financial services-ready cloud, are helping
them transform their business for the better.
Microsoft’s commitment to helping banks take
control of their future will take centre stage at

Sibos 2017 in Toronto, where industry experts will
be on hand with cutting-edge demonstrations,
discussions and insights. Underlining Microsoft’s
role as a trusted partner in the industry’s transformation, Microsoft CEO Satya Nadella will deliver
the closing plenary keynote speech on 19 October.
“Banks are having to transform as a growing
number of non-bank, cloud-native competitors
go after their value chain,” says Peter Hazou,
Microsoft’s director of business development,

SWIFT

Peter Hazou discusses how Microsoft is helping banks tackle the
industry’s most pressing issues and take control of their futures

TRANSFORM YOUR PRODUCTS

Blockchain enables financial inclusion
Accenture has partnered with Microsoft and Avanade
to develop an identity prototype based on blockchain
technology, in support of global public-private
partnership ID2020.
ID2020 seeks to leverage secure and established
technologies to solve the issues faced by more than 1.1
billion people who have no documented proof of identity
– enabling them to access vital financial and other services.
The prototype, which runs on Microsoft Azure,
builds on Accenture’s capabilities in blockchain and
large-scale biometric systems. It eliminates the need
for a central authority by using a distributed database
architecture maintained by multiple, trusted parties
on the blockchain. Instead of storing personally
identifiable information, it taps into existing ‘off-chain’
identity systems when the individual user grants access.
To solve problems faced by people who lack official
identities, Accenture will leverage its Unique Identity
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Service Platform to deploy a breakthrough biometrics
system that can manage fingerprints, iris and other data.
“People without a documented identity suffer by
being excluded from modern society,” said David Treat,
a managing director in Accenture’s global blockchain
business. “Our prototype is personal, private and
portable, empowering individuals to access and share
appropriate information when convenient and without
the worry of using or losing paper documentation.”

FINANCIAL SERVICES

Financial Services. “A lot of powerful new technologies, from machine learning and cognitive
chatbots to advanced analytics and blockchain,
are coming to fruition at the same time within
the scope of the cloud to enable them to do that.”
Customer-centricity is a key focus for banks,
and today’s advanced analytics and artificial intelligence (AI) technologies can deliver the contextualised insights that make it a reality. “Customers
expect banks to understand their personal needs,
their business and their context, and to offer
relevant products and services that will help
improve their lives and businesses,” says Hazou.
“Banks inherently have the information flows to
achieve that insight because they interact with all
parts of the economy. But traditionally they haven’t been able to harvest all those insights effectively. The power of the cloud lies in being able to
deliver those data-driven insights, derived from
advanced analytics and AI capabilities, to deliver
a seamless experience and surface the next best
conversation to have with the customer.”
To deliver customer-centricity, employees need
to collaborate seamlessly across the information
siloes that traditionally exist in banking organisations – something that is increasingly pressing as
banks compete with cloud-native, n
 on-banking
entrants. Microsoft has mapped the journeys of
different bank roles – or ‘personas’ – to enable

a strategic approach to empowering employees.
“Customer-centricity entails a journey around
many areas, from product development to customer service, and banks need to find the most
efficient and effective way to coordinate those
journeys,” says Hazou. “It’s not about the feature
and function of the technology bankers use; it’s
about their journey to accomplish their business goals. For example, mobility is not simply
about having a smartphone. It’s about working
in a mobile way, in proximity with the customer,
with full access to the bank’s core systems in a
secure way in full collaboration with colleagues.
That can’t be achieved by adding new technologies as they emerge. It has to be a strategic intent
that addresses how bank employees work.”
As banks work to adapt to a changing industry
amid emerging risks and increasing regulatory
requirements, they face a pressing need to optimise their operations and rethink the ways they
make money. “Since the financial crisis, many
banks have implemented a lot of manual processes to meet regulatory compliance deadlines,”
says Hazou. “But enabling a more secure and
effective environment means addressing the way
they do a lot of things such as risk compute and
handling data models. A lot of banks are now
optimising their operations by leveraging the
cloud as a secure, scalable environment for their
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Finastra is partnering with Microsoft to enable
seamless, real-time operation for financial firms. “While
transaction volumes are rising rapidly, margins are
falling – pushing banks to explore ways to increase the
scalability, operational efficiency and cost effectiveness
of their infrastructure,” says Hugh Cumming, CTO
platforms at Finastra. “Regulation is another driver for
transformation – programmes like PSD2 in Europe,
combined with the rise of immediate/faster payments,
are forcing banks to real-time-enable their legacy
infrastructure and open up third-party access to backend systems via open APIs, for payment initiation as
well as account access.
“Our partnership with Microsoft is a key element
of our Finastra cloud strategy. We have already
transformed several of our market-leading products

in the lending space by leveraging Microsoft Azure
Platform-as-a-Service, and we will continue to depend
on Microsoft as a key partner on this journey.
“My team works across product lines to ensure
our solutions work seamlessly together to provide
our customers with a single integrated cloud-ready
Finastra experience. One thing we will be talking about
at Sibos is our FusionFabric.cloud launch later this
year. FusionFabric.cloud will open a rich developer
ecosystem for partners, customers and fintechs
to innovate on top of our product platform, thus
extending the value we bring to our customers and
preparing them for the future. We’re excited about
FusionFabric.cloud as it represents a step forward in
financial services technology – think the App store, but
for banking and financial services applications.”

C U S TO M E R E X P E R I E N C E

Reimagining the customer experience
VeriPark is leveraging the Microsoft platform to
empower financial firms to reimagine the customer
experience. “The financial services industry has been
impacted by the increasing use of technology from
smartphones to wearables, artificial intelligence to
advanced analytics,” says Wim Geukens, managing
director of VeriPark Europe. “This transformation in
methods of transacting has enabled more personalised
engagement, allowing customers engage seamlessly
across multiple channels and increasing both the
potential and complexity of creating a positive and
enhanced customer experience.
“The explosive growth of structured and
unstructured data, along with the availability of
cloud compute capacity for artificial intelligence
and machine learning algorithms, have made the
expanded adoption of new technologies in banking
possible. Smarter use of data for combined nonfinancial and financial solutions, and new, real-time
delivery alternatives significantly change the entire
structure of financial services. Hyper-personalised
customer interaction and personalised delivery of
services directly enables financial organisations to
enhance the customer experience.
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“Together with Microsoft, VeriPark offers proven and
predictable routes to implement digital transformation
solutions to the financial services industry. VeriPark
delivers the ability to ensure a comprehensive
360-degree customer view and analysis with one-time
deep integration with the core systems of financial
services industry players, identifying appropriate
next best actions/offers as well as providing omnichannel interaction across existing and new online
channels. Based on VeriPark’s understanding of digital
transformation in the industry, we see an opportunity
to help financial institutions sell, solve and serve from a
single infrastructure to gain competitive advantage while
improving efficiency.”

SWIFT

Enabling seamless experiences

FINANCIAL SERVICES

computation. They’re using advanced analytics
to drive action from all the data they have and
capabilities like natural language recognition to
democratise that data and make it easy to use.
“As technology has advanced it has also created
a global, interrelated supply chain and for banks,
the traditional ways of making money have
changed or diminished. Now, in the face of new
competitors, banks need to reinvent their business model and they need product development
to fulfil that. Banks need to collaborate better to
ideate about problems, opportunities and solutions. This will involve a lot of new technologies,
such as AI and robotic process automation to
enable more scalable products.”
More challenges loom in the immediate future,
with increasing opportunities for banks that
have the capabilities to take them. For example,
the implementation of PSD2 in 2018 will create
an API economy that that opens the industry
still further. “Banks have distinct domain experience and competency in certain parts of the
solution, but clients’ requirements are broader,”
says Hazou. “In the future, banks will have distinct competencies in certain areas but they will
need to be much more open as a platform and
integrate other partners into the solution. They
need to develop new products to tap new wallets, developing new business models in areas
like pay-as-you-go and the internet of things.”
In addition, changes to the payments infrastructure in the US and Europe will mean banks
need to transform their traditional on-premise,
batch-driven payments processing to compete in
a real-time payments environment. “Traditional

bank data centres are not oriented to the
24x7x365 operation needed to process real-time
payments,” says Hazou. “In addition, real-time
payments are by and large an optional service
and not a regulatory requirement. All banks are
expected to adopt it, but without the ‘regulatory requirement’ marker that would make it a
budget priority, banks will be looking for lowcost solutions to enable the service. The cloud is
the perfect solution for that.”
Microsoft has invested significantly in ensuring the financial services-ready cloud provides a
secure platform for solutions to the challenges
banks face, and it is working with new technologies such as blockchain to provide proofs of concept in areas such as trade finance and identity
documentation. At Sibos, visitors will be able to
explore the strategies and technologies to help
them address their challenges.
Ultimately, Hazou says, each bank will use the
technologies it needs to enable its own transformational journey. As a trusted partner on that
journey, Microsoft’s focus is on enabling the business outcomes each bank requires. “It’s a matter
of how these technologies coalesce into solutions
for clients,” says Hazou. “Banks need to fundamentally consider what their business model
should be going forward, given the changes in
the financial services environment. Everybody
has to find their own path based on their clients,
their business, and the strategy of their bank. We
have the technology that can help with that and
the Microsoft Azure cloud is the platform that
will facilitate it, enabling banks to create powerful
solutions that will prepare them for tomorrow.”
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Empowering the businesses of the future
“Banking and financial services firms face a laundry list
of labour-intensive compliance standards, on top of
dealing with many administrative tasks for the business,”
says Colin Redbond, head of technology strategy and
architecture at Blue Prism. “To stay competitive, they
need to find ways to be more agile and responsive to
changing business conditions.
“New technologies like artificial intelligence (AI) and
robotic process automation (RPA) can help ‘take the
robot out of the human’. Businesses can now combine AI
and RPA, making a true digital workforce that can work
alongside the existing human workforce to innovate the
businesses of the future.
“Blue Prism created a unique technology category to
extend and enable automation and AI in the enterprise.

Leveraging Microsoft’s Azure cloud platform in tandem
with enterprise-grade automation empowers financial
firms to simplify time-consuming tasks so employees
can spend more time on innovative new projects,
customer relationships and building out new processes.
We provide joint customers with reference architectures
which enable them to deploy our RPA solution either on
premise or in the cloud – quickly and simply.
“Financial services companies were early adopters
of Blue Prism RPA, and more than half of the Fortune
500 financial services organisations use it. One financial
services customer simplified several processes including
the settlement of trades that didn’t settle automatically
when received from the client. Previously, those deals
required someone to manually compare the client’s
database to their own before it could be cleared. This
could take 5-10 minutes for each trade, and there is
often a long queue of trades to review. By leveraging
Blue Prism RPA, each failed trade can be reconciled
by a software robot in a quarter of a second, freeing
employees to service clients and perform higher-value
and more analytical tasks.”

MODERN WORKPL ACE

Intelligent, collaborative and compliant
Binary Tree is helping financial organisations empower
their workers for a digital future. “Individuals can no
longer manage the needs of an organisation on-thefly,” says Justin Harris, manager of product architecture
at Binary Tree. “Without proper business intelligence
and domain knowledge, poor decision-making and
operational inefficiency arise, decreasing the return on
investment of existing solutions.”
“Binary Tree has deployed over 40 million messaging
seats, and over seven million seats to Office 365,” adds
Brad Sevenko, Binary Tree’s managing director for the
Microsoft global relationship. “Together with Microsoft, we
are just getting started helping customers consume more
workloads across Microsoft 365 and Microsoft Azure.”
Harris points to HSBC’s Mercury Transformation
Programme as a prime example of how Binary Tree is
enabling digital transformation projects for financial
institutions. “The project addressed the enterprise
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federated collaborative suite of tools for employees,” he
says. “Binary Tree enabled the long-term coexistence
and day-one directory synchronisation needs to
strengthen the collaboration capabilities of 235,000
employees in 4,000 offices around the globe. The
project was such a success that HSBC won the Banker
Technology Project of the year award in 2017.”
Another way that Binary Tree strengthens organisations’
digital transformation projects is through the delivery
of highly-regulated merger and acquisition (M&A)
projects. “A global operator of financial exchanges
recently leveraged Binary Tree’s history of M&A success
to address stringent government regulations to ensure
end-user collaboration continued without expensive
interruptions to the business,” says Harris. “The benefit
of acting as a trusted advisor helped fuel an acquisition
to address data discovery, data migration and help the
exchange address best practices during the acquisition.”

Innovative insurance technology backed
by industry insight
We combine technical expertise with a rich understanding of the
insurance industry to provide robust, innovative and cost-eﬀective
solutions that span the insurance value chain.
An unwavering focus on the needs of customers has made us one of
the largest providers of actuarial software. We help clients to improve
performance, manage risk and safeguard solvency.
We live insurance.
Find out more: willistowerswatson.com/ICandT

willistowerswatson.com

VIEWPOINT

Towards a data-led
insurance industry
M A G D A L E N A R A M A D A : W I L L I S T O W E R S W AT S O N

While many large underwriters and reinsurers started their big data and
predictive analytics journey over a decade ago, most midsize and smaller
insurers have only just begun

H

ow insurers collect unique data sets will
be key in a more connected world. Smart,
value-adding apps and the design of

products and services that, by their very nature,
generate lots of useful insurance and customer
behavioural data, will underpin insurers’ attempts
to gather unique data sets. This can help them learn
more about customer needs, allow them to get
closer to their customers and facilitate a new type
of relationship that will shift from low frequency
to a high frequency interaction, allowing for better near real-time risk mitigation. However, it will
also have very broad implications for the likely volumes of data to be gathered and processed.

“How insurers collect unique
data sets will be key in a more
connected world”
Some companies have already started to store big
data – both structured and unstructured – in data
lakes, instead of simply organising them; they are
then using technology to access and interrogate
their data. Results have, in some cases, been impressive. Still, there is much to be done in this area.
Regardless of the speed at which insurance
technology and data analytics innovation occurs,
the future of insurance is very likely to be one in
which the nature of risk, the value of data and the
relationship between underwriters and customers
is radically changed. The impact will be felt on
products and distribution channels, customer and
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risk models, regulatory frameworks, and the transition into cognitive big data and next-generation
predictive analytics.
Like any other transformation, this requires
strategy and direction, crucially underpinned by
company views of the future state – despite the
many uncertainties and out-and-out unknowns.
Just as important is where the company fits into
those future states, the associated implications for
data and analytics, risk appetite, talent retention
and attraction, customer relationships, market
positioning, cost-efficiency, and the required levels of innovation and change.
Transformation won’t happen overnight, but has
to start somewhere and incorporate longer-term
scenario and contingency planning. Subsequent
practical steps to kick-start programmes include
looking at a foundation-level data infrastructure
that is or will be in place and a corporate culture
that understands the value of data and enables
innovation. It’s also important to implement a
joined-up approach to opportunities and initiatives. Lead by doing, as it will give insight, aid
recruitment and retention, and may be the source
of some lasting competitive advantage.
There is general agreement that companies best
able to ride the disruptive wave of insurance technology are highly agile, geared to execute managed
risk-taking activities/investments, quick to make
major decisions and are capable of forming strategic partnerships when advantageous.
Magdalena Ramada is senior economist at
Willis Towers Watson
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Addressing
automation concerns
D AV I D M O S S : B L U E P R I S M

Robotic process automation is providing forward-thinking financial services firms
with the ability to succeed, despite operating against a backdrop of challenges

F

inancial services firms today face more than
just a few challenges. Against the backdrop of
competition and increased customer expectations, they see new threats including scaled theft/
fraud, cyberattacks, malicious corruption of data
and more. Meanwhile, the regulatory environment
is growing in complexity and severity. And there’s
no recourse for organisations that can’t keep up
with new regulations, or fall out of line with an
old one: noncompliance carries fiscal and – in the
case of severe breaches – criminal penalties for the
institution as well as any individuals involved.
It’s not surprising, then, that many financial
services firms are looking to automation to help
ease some of these burdens. Robotic process
automation (RPA) has emerged as a way to more
efficiently keep up with new regulations, while

“Robotic process automation (RPA) has
emerged as a way to more efficiently
keep up with new regulations”
reducing the human errors that can cause noncompliance in the first place.
A digital workforce created by RPA can be
deployed alongside human workers to create new
capacity. Activities that require accuracy, consistency and repeatability can be handed off between
the two workforces. This way organisations can
respond more quickly and be more agile. It delivers the foundation for true digital transformation
by leveraging best-of-breed artificial intelligence

(AI), machine learning, analytics and cloud capabilities while safeguarding existing IT investments.
Because the digital workforce can only be truly
effective if it is housed in the data centre and
has access to the sensitive information that the
regulations are meant to protect, it requires oversight, just as a human workforce does. Financial
services organisations are tasked with ensuring
that the automation solution they choose meets
enterprise-grade standards for security, auditability and governance. Centrally managed user
access control, multi-factor security and infrastructural security are all necessary elements
– but a digital workforce is more effective at protecting against misuse and provides an audit trail
for every transaction executed.
Ask a human to complete a process exactly the
same way a hundred times over, and you’ve set
them up for failure; humans are, after all, fallible.
But a member of a digital workforce can meet
that standard, and leave a clear audit trail for each
action, ensuring easy compliance checks and a
traceable record if something does go wrong,
whether by accident or by employee interference.
The regulations that govern financial services
are only going to grow more complex – and it’s
critical that organisations find solutions that
allow them to meet the high service expectations
of their customers and efficiency expectations
of their business, while also safeguarding their
most important asset: their customers’ trust that
their information will be kept safe.
David Moss is co-founder and CTO of Blue Prism
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The electricity
of the economy
E D A D S H E A D - G R A N T : B OT TO M L I N E T E C H N O LO G I E S

Real-time payments are delivering heightened service, but it’s vital that security
and efficiency remain top of mind

P

ayments are the electricity of the economy
– people don’t notice there’s a problem until
it’s switched off. While businesses need to
have constant uptime to deliver the highest level
of payment performance, care must be taken to
ensure payments are not being exposed to, or disrupted by, fraudulent activity.
Launched in the UK in 2008, real-time payments deliver certainty of fund transfers on a 24/7
basis. Although initial uptake has been relatively
slow, we are beginning to see a significant increase
in adoption rates – both locally and globally.

“Inertia is not a strategy here –
standing still and doing nothing
will only put organisations at risk”
Why the movement towards real-time payments? Because consumers are demanding it, and
businesses need to follow suit. In today’s digital
world where same or next day service delivery is
fast becoming the norm, one expects payments to
be processed before a physical parcel is delivered.
On the supply side, innovation curves have accelerated while financial providers worldwide are
working quickly to accommodate this demand.
This facilitates a move away from closed, complex
proprietary protocols towards global interoperability and format standards, which reduces cost
and risk, and signals true payment innovation.
Real-time payments also enable global trading
at a higher velocity. Money can be moved more
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easily, and companies will be better placed when
it comes to trading with other parts of the world.
Cash is king, and moving cash from A to B is the
underlying principle of all business globally. The
Faster Payments initiative naturally supports this.
With all this innovation and change, it’s vital that
the authenticity around payments remains a priority. Fraud cannot be allowed to infiltrate.
The integrity of these Faster Payments must
remain sound – both internally and externally
for companies. It’s not just about payments being
quicker, they must be equally secure and trusted.
Substantial changes are approaching in the payment space as part of a regulatory push, which
includes the introduction of Open Banking in the
UK and PSD2 across Europe. This means going
real-time is inevitable, so banks and organisations
need to have a real-time strategy to compete.
Inertia is not a strategy here – standing still and
doing nothing will only put organisations at risk.
Bottomline Technologies, an established provider of real-time payments in the UK, has the
technology to plug any corporate entity, bank or
government into the various payment rails available today. This includes Faster Payments, Bacs,
SWIFT, EBICS, distributed ledger technology,
fraud prevention capabilities and much more.
Through a single point of entry, Bottomline’s
market-leading solution help to remove the complexity of managing multiple supplier arrangements, protocols and data mappings.
Ed Adshead-Grant is general manager of
payments at Bottomline Technologies
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Making data an asset
JUSTIN HARRIS: BINARY TREE

An organisation’s data repository is now a strong financial asset to help fuel
future growth. Effective data storytelling and insight helps to bring the consumer
closer all the while introducing new revenue streams

O

rganisations find themselves chasing
ever increasing complexity to keep up
with the rapid pace of technology. As
technology is leveraged to solve new business
problems, the requirement to plan, implement
and manage increases linearly in both time
and complexity. Change is the one constant
found within the rapidly evolving technology landscape. The proliferation of mobile,
cloud computing and cloud-based regulatory
requirements highlights the need for datadriven decision making, data transparency and
data privacy.
The use of business intelligence, predictive analytics and artificial intelligence (AI) to provide
actionable insight factor heavily into the nearterm success of a financial organisation’s digital
transformation efforts.

Overlaying predictive analytics helps provide deeper insights into existing platforms
to drive operational efficiency and effective
decision-making. Business value is introduced
through solving problems that deliver increased
insight to obtain competitive differentiation,
market intelligence and user context.
Binary Tree has fully embraced Microsoft technologies thanks to the unique value proposition
that is delivered to the financial sector through the
Microsoft Azure cloud platform. Microsoft Azure
is the key enabler to run our cloud business on a
global scale, seamlessly meet global demand and
operate within the confines of a financially efficient business model. It also gives us the dexterity
we need to deliver resources to meet the real-time
consumption demands of our customers.
The once capital-intensive cost model now leverages a consumption model that allows us to
dynamically scale to meet real-time high-volume
workloads. Reducing these costs has allowed
Binary Tree to build a transformative cloud-based
day-one integration platform to unlock new business opportunities for financial organisations.
Aligning with an enterprise partner like Binary
Tree unlocks the ability to successfully navigate
digital transformation projects all the while
keeping up with the aggressive rate of change in
our industry.
Binary Tree’s experienced data professionals
have a proven track record helping financial
institutions produce targeted high-value business outcomes through comprehensive identity
and collaboration solutions that inject business
value and drive operational efficiency.
Justin Harris is manager of product architecture
at Binary Tree
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Putting customers first
W I M G E U K E N S : V E R I PA R K

Customer relationship management solutions can help banks and insurance
companies to grow their customer base and personalise their services

T

he way people buy products and services
has fundamentally changed, so the usual
methods of doing business no longer
work. Today’s customers are mobile and always
connected to their social networks, using these
platforms to find their own solutions to solve
their problems in minutes, not days or weeks.
Consequently, today’s winning financial institutions are the ones that put the customer at the
core of their business.
The increase of technologies such as smartphones, wearables, artificial intelligence and
advanced analytics – has enabled companies to
personalise customer engagements. Being able
to tap into the social conversation and leverage
personal networks and data across the entire
company gives financial institutions a proven
advantage when it comes to improving customer satisfaction.

“VeriTouch helps banks and insurers
tap into information to create
amazing consumer experiences”
To develop a better customer experience,
financial institutions must start by understanding why and how customers interact with their
company, a process known as mapping the
customer journey. The relationship between
customer experience, trust and engagement
has an impact on consumer attitudes to sharing more personal information. According
to EY’s Customer Experience: Innovate Like a
FinTech report, for example, 36% of customers
said they would be willing to provide more personal information if it meant that banks could
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anticipate their needs better and increase their
customer experience.
Based on our understanding of the priorities of
financial institutions, VeriPark sees an opportunity to help them sell products, solve problems
and serve customers using a single solution to
gain a competitive advantage while improving
efficiency. Microsoft Dynamics 365 is a comprehensive business solution that provides marketing, sales and customer care personnel with rich
information about individual customers. This
enables financial institutions to build a better
customer experience and thus, enhance customer loyalty.
In the modern competitive world, it has never
been more important for financial institutions
to deliver differentiated customer experiences.
VeriPark’s VeriTouch solution, built on top
of Microsoft Dynamics 365, helps banks and
insurance companies tap into the information
they need so they can create amazing consumer
experiences across their sales, marketing and
customer care teams. This directly affects the
amount of revenue generated for all lines of business, including retail banking, corporate banking, private banking and insurance.
It can take companies months, or even years, to
implement new pieces of customer relationship
management (CRM) technologies and fully roll
them out across all departments. However, one
of the key success factors of VeriPark’s certified
VeriTouch solution is that it tailors Microsoft
Dynamics 365 to fit financial institutions’ needs.
VeriPark’s solution provides built-in industry
best practices with higher adoption rates and
faster time to market. A specific financial services data model, product catalogue, role-based
dashboards, out-of-the-box financial services

FINANCIAL SERVICES

processes, back-end integrations, extensions
and reports make it much easier for a financial
institution to implement a CRM solution. In
addition, VeriPark Next Best Action, built on
Microsoft cloud technology, enables financial
institutions to address each customer individually and deliver intelligent interactions by recommending the next best action in real time. This
increases the likelihood of a positive response –
both for inbound and outbound channels – with
scoring algorithms leading to an improved customer relationship, a boost in customer satisfaction, and an enhanced omnichannel experience.
The combined structure also helps financial
institutions to move from expensive assisted
channels to cheaper online channels.
Although the lines between marketing, selling, and delivering exceptional service are more
entwined than ever, the VeriTouch CRM solution
enables financial institutions to gain cutting-edge
insights into customer buying behaviours and
expectations, and better manage real-time

services so they stand out from the competition.
The solution helps financial institutions to acquire
and retain customers, increase their loyalty, and
develop actionable customer insights. By using
the solution, some of VeriPark’s clients were able
to acquire 27,000 new customers in one month,
sell 25,000 extra loans to small and medium-sized
enterprises, and decrease call duration by 17% in
the call centre.
Financial institutions usually think they will
need more than one year to implement new
CRM technologies and achieve such a return
on investment. However, VeriPark’s flexible and
customisable platform can be implemented in a
short period of time, and can easily be scaled to
support new product or service solutions. One
recent customer, for example, was able to use the
VeriTouch CRM solution for 2,000 users within
four months of starting the project.
Wim Geukens is managing director of
VeriPark Europe
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The benefits of agility
The Co-operative Bank is realising multiple benefits following the implementation of operational
agility software from Blue Prism. Most notably it has cut processing costs by 80%

T

he excess queue procedure at The
Co-operative Bank is carried out daily
to accept, reject and return direct debits,
cheques and standing orders as a result of the
customer having insufficient funds to meet the
payments. Overnight BACS processing results
in a daily ‘queue’ of customers with payments
due to leave their accounts and with insufficient funds to meet these payments. A ninestrong team in the bank would have the daily
responsibility of manually reviewing the 2,500
or so higher risk accounts. They would then
make a decision to either return or process the
payments depending on the account profile of
each customer.
Recognising the need to automate the procedure, the bank turned to Microsoft partner
Blue Prism for help. Blue Prism implemented
its operational agility software, which enables
non-technical users to integrate and orchestrate
systems and processes non-invasively and without change to the bank’s core systems.
The automation of the entire procedure means
that the bank now has a ‘virtual team’ of 20 people completing the workload by 11am each day
instead of a team of employees working to meet
a 3pm daily processing deadline.
The bank has seen a number of benefits as a
result of automating the excess queue procedure. Employees previously engaged in manual processing have been released to work on
pro-active customer account management.
Meanwhile, outbound customer calls can now
be made every day of the week where previously
they were confined to Saturday when there was
no activity required on the excess queue.
“With more staff now working on outbound
customer calls, we are able to quickly identify customers in financial difficulty and
pro-actively call them to discuss their accounts,
rather than reacting too late, enhancing our
overall customer service,” explains Joanne
Masters, the bank’s business systems manager.
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“The reduction in processing costs
and the multiple benefits being
realised are substantial”
Furthermore, the rules-based Blue Prism
process ensures that the excess queue procedure is followed in exactly the same way every
time, ensuring that the bank is able to meet its
FSA obligations.
Significant time savings have also been realised. Prior to automation, eleven employees
would work from 7.30am to clear the queue
yet on high volume days struggled to meet the
daily 3pm deadline for payment processing.
With 80% of the process already automated,
nine team members have been moved across to
customer facing.
“We are delighted that The Co-operative
Bank is realising such demonstrable value
from implementing Blue Prism software,” says
Alastair Bathgate, Blue Prism’s CEO. “The
reduction in processing costs and the multiple
benefits being realised are substantial and we
look forward to continuing working with the
team on new challenges.”
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Automating
a complex migration
After an acquisition, a global financial operator needed to combine its messaging platform and
directories. It turned to Binary Tree for a business solution that could merge systems without
disrupting users. The result – lower operating costs and higher collaboration

A

global operator of regulated exchanges
and clearing houses recently acquired a
financial data services company. To help
the 5,500 employees of the newly-minted company collaborate effectively, it needed to integrate
its Active Directory and Exchange environments.
But there was a catch: it needed to unite its systems while meeting the increasing standards set
by the highly-regulated financial services industry. Specifically, it had to migrate without the
benefit of a trust relationship between the Active
Directory environments.
To help it meet this challenge, the client turned to
Active Directory Pro from Binary Tree. This platform automates the migration of Active Directory
environments, including mobile users. All the
while, it ensures that users have seamless access
to resources in both the old and new domains.
Active Directory Pro shortens the timeline for a
project and reduces human error by automating
complex tasks. It’s simple to deploy and customise
for any migration scenario and has an intuitive
user interface to manage the entire migration.

The client also implemented Binary Tree’s Ex
change Pro to consolidate its separate Exchange
messaging systems, again without having to
disrupt users.
“We’ve given enterprises with diversified
workforces even more flexibility to deploy
our software however they need,” says Vadim
Gringolts, chief technology officer at Binary
Tree. “The goal is for users to keep working
during the migration – without even noticing
that you’re doing a migration.”
By aligning with Binary Tree, this global operator of regulated exchanges successfully navigated a digital transformation project to lower
operating costs and speed collaboration. And
they did it all with unparalleled efficiency.

“The goal is for users to keep working
during the migration – without even
noticing that you’re doing a migration”
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