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Many banks and financial institutions have invested heavily on Robotic Process Automation (RPA) to
streamline workflows around account opening, onboarding and customer service. Leading automation
software solutions like Pega, Appian or IBM, as well as core systems like Salesforce, provide
functionality designed to eliminate manual work and speed up response time.

However, these solutions often have key gaps when it comes to delivering a fast and seamless
customer experience. Here are three ways banks are using the power of open APIs and cloud-native
platforms to get more from their current RPA and core systems and connect the dots to remove friction
along the customer journey.

1. Rethink Forms and Process Automation

Many banking processes still today start with a form. And even if you've moved those forms online,
chances are that you still have some sort of “swivel chair” work happening, where financial advisor or
loan officer is rekeying data from one place into another system to kick off automated workflows. This
human element creates data quality and integrity issues, and incomplete forms or manual processes
usually mean delays that affect revenue and customer satisfaction.
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Instead, think of that first touchpoint as a digital domino—where you use collected information to kick
off workflows, bring in stakeholders and ultimately determine the next step in the customer’s path.

This means re-imagining forms-based data collection as a two-way, guided, digital interview,
personalized with data you already have in your core system. Using any new or confirmed data, you
can trigger straight-through processes like approvals and manage exceptions. And by connecting these
smart forms and workflows, you can collaborate in real time with multiple stakeholders in the process
and accelerate any business process.

2. Deliver Compliant, Personalized Customer Communications On Demand

Customer communications are at the heart of banking customer engagement, from loan agreements
and account opening documentation, to notifications and statements, to ad-hoc customer service
correspondence. For many banks, here’s the challenge: the tools they use to produce these are
managed by IT and exist in a silo, producing documents in batch to go out in the mail. This is not only
slow, it it's inefficient. Instead, look at how you can integrate document generation capabilities inside
the systems your business already uses.

SmartCOMM for Pega, for example, works directly within Pega’'s Customer Decision Hub and Customer
Service applications, enabling users to create documents and other communication types from within
the same interface. This includes communications with interactive capabilities - meaning customer
service agents and business users can efficiently personalize every engagement with the customer to
deliver an optimal customer experience - regardless of the channel - being sure that the right
disclosures and language is applied for compliance.

For organizations looking to modernize and shift more of their tech stack to the cloud, the opportunity
is to think about embedding an enterprise-class customer communications platform inside your
chosen system (such as Pega, Salesforce or CGI Credit Studio) rather than thinking of communications
or document generation as a completely different step in the business process.

3. Connect Agreements to eSignature and Archiving Automatically

Does your straight-through process actually stop when someone needs to upload a document or
agreement to your e-signature platform? Are agreements then stored automatically in Box, Sharepoint
or your chosen content archive, or does that also require a human element?

Some e-signature platforms like DocuSign or OneSpan feature lightweight workflows, but for banks that
want to build an efficient end-to-end process that leverages best-of-breed technologies, the best
approach might be to focus on integrating that tool into enterprise-class platforms that tie in data
collection and communications management.

Smart Communications offers prebuilt, proven connectors with the major e-signature and content
management solutions, as well as many core banking and other systems, which can mean real cost
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savings and faster deployment. Learn how Smart Communications enables banks and lenders to
reduce costs and improve customer experience, and check out our partner integrations, designed to
help you get the most out of your technology investments.
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