
To fulfil the expectations of the new-age customers, the 
bank was in quest of a technology that could digitally 
enhance its onboarding process. They needed a solution 
that would make them compliant with regulations of 
different countries and help them in rationalizing the 
operations for their onboarding process. As, the bank 
was looking forward to a greater market penetration and 
enhancing its customer experience; onboarding 
customers digitally became one of their most important 
aspects. The bank thus needed an agile framework that 
could seamlessly onboard its new customers by 
eradicating a paper-intensive process. 

Few of the other subsequent challenges were: 
• Eradicating the manual effort involved in collecting
   customer’s information.
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OVERVIEW

NEED STATE

The client is one of the leading global banks with 
presence in 60 countries. They serve millions of 
customers through their various business domains; Retail 
Banking, Corporate Banking, Wealth Management, etc. 

The bank implemented digital customer onboarding process 
with the help of FCI for ensuring consistent and intuitive 
onboarding process and reduced its KYC due diligence time. 

FCI delivered digital customer 
onboarding experience for the bank 
with an out-of-the-box, 
mobile-based application that 
captures customer data like 
identity, Proof of Address (POA), 
Proof of Identity (POI) & Biometric 
Fingerprints, etc.  This has 
simplified the onboarding process 
which included a series of 
validation and verification steps of 
the customer. Few of the other 
benefits after the implementation 
were:
•Automated customer data capture 
on digital platform

•Integration with national database 
approved authorities

•Reduction in data entry and 
  maintainenece cost

•Adherence to regulatory 
  compliance

•Offline capture of customer data
  in areas of less connectivity

•Reduced KYC due diligence time
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1

2

3

4

5

6

SUCCESS STORY

Improving
Customer Satisfaction with 
a Digital Onboarding Framework



• Migrating traditional physical documentation which
   was not in sync to the present digital trends.

• Inconsistent and time-consuming onboarding 
   processes with manual and detailed customer 
   onboarding forms
 
• Multiple systems working in silos affecting customer
   experience which made it difficult for the bank to 
   integrate with related CRM systems 

• Acquiring customers at different locations due to lack
  of a mobile solution in place that can capture 
  customer’s information at any location & time. 

Higher customer satisfaction with 
improved turnaround times

Centralized document storage with 
access rights

Auto-fetched and pre-filled customer 
details in forms

Consistent and intuitive onboarding 
processes

RESULTS ACHIEVED
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FCI is revolutionizing the customer communications for its clients who 
are in the consumer-facing business by delivering amazing digital 
experiences to their customers with the help of dynamic, interactive 
and highly personalized communications. FCI help organizations 
improve operational efficiency, support regulatory compliance, and 
drive business growth via its customer communication management 
solutions and services.

ABOUT FCI

To see FCI in action, please click the button below:

https://fci-ccm.com/request-a-demo-banking.php

Increase in customer’s digital usage, 
adoption, and loyalty

Digital processes and interactive 
strategies

        In today's competitive aura, 
creating excellent onboarding 
experience is one of the major 
aspects for brands. We at FCI 
have been pioneer in facilitating 
brands with the right solution to 
maximize their customer 
satisfaction with regards to the 
entire customer journey."

- Amit Sawhney, CEO, FCI


