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Bank response time on credit decision

Lack of coordination

Poor communication support

Too much information required

Outdated methods

Repeating information

Lack of offline support

CORPORATE CLIENT 
ONBOARDING 
IN THE AGE OF THE CUSTOMER

Percentages of  revenue 
lost and  deals  lost due 
to problems in the current 
onboarding process:

Improvements in onboarding 
functionality will come from:

Process problems affect all 
phases of onboarding:

The most common reasons why 
a customer drops out of the 

onboarding process:

New applications 
developed in-house 
(e.g., java programming)

Built-for-purpose 
onboarding 
application36% 

Your core 
system provider 
(e.g., loan origination)31% 

36% Provider of BPM or 
case management22% 

62% Business process management / case management 
provider with onboarding framework (31%) 
& CRM vendor with modifications (31%)

is a leader in these categories*

*according to recent studies by Gartner and Forrester Research
© 2014 Pegasystems

For more information about Pega in client onboarding or the survey please 
visit www.pega.com or contact ron.wellman@pega.com
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63% believe revenue is lost, and 61% believe deals are lost due to problems in onboarding

Collecting the right 
information while 

maintaining customer 
experience

Presenting the right 
information to clients at 

the right stage in the process

Too complex a process for 
assigning and managing 

system permissions 
for customers

Re-keying or wasted time 
coordinating various systems 

of records, core systems, 
and packaged apps

Operational Reporting / 
Key Performance Indicators

Poor response and 
escalation mechanisms 

for issues

47%

53%

41%

33%

42%

40%

60%

45%

55%

40%

36%

55%

32%35%

49%

38%39%

46%37%

36%

PHASES: 

1 Sales engagement handoff

2 Application data gathering

3 Know your customer / due diligence

4 Initial deal configuration & pricing

PHASE 1

2

3

4

5

6

7

8

5 Credit underwriting / risk sanctioning

6 Final pricing / sales

7 Closing and funding of credit

8 Fulfillment of cash, trade, 
 or investment accounts & services

http://www.pega.com/solutions/by-industry/financial-services/commercial-banking
mailto:ron.wellman@pega.com
http://www.pega.com/solutions/by-industry/financial-services/commercial-banking

