
Digital Transformation - 
Business Process Automation 
Case Study

Challenge
In hope of improving the quality of customer 
experience, a leading wealth management 
company was looking to transform its new account 
opening process. In its current state, this critical 
process revolved around paper documents and a 
time consuming manual workflow. With the process 
typically taking three days to complete, and even 
longer if the documentation contained missing 
information, customers could not begin trading 
until the process was finalised. There were also 
variations in the way individual offices handled the 
workflow, which made it difficult to achieve 
maximum consistency, efficiency and speed. 

With competition steadily increasing in the industry, 
improving this key customer facing process was of 
top priority. As a result, senior leaders of the 
organisation decided to turn the process into a 
benchmark operation.

Approach
Working closely with the client, we critically 
analysed the new account opening process by 
utilising the tools and methodologies of the 
business improvement approach, Lean Six Sigma. 
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This knowledge helped us identify wasteful steps in the workflow that represented 
major opportunities for improvement. We then developed a series of 
recommendations for a standardised solution that would decrease cycle times, 
lower operational costs, reduce error rates and improve the quality of the new 
customer experience.

We also recommended a gradual migration path, with the ultimate goal being a 
complete business process transformation. This practical approach would make it 
easier for financial advisors and other office employees to adapt to a more 
efficient way of working.

Finally, we worked with our client to eliminate one of the most costly and 
time-consuming manual steps in the process, overnight shipping. To accomplish 
this goal, we installed state of the art multifunction devices equipped with high 
quality scanning and emailing capabilities in a test group of offices. Financial 
advisors could then use the new technology to immediately scan and upload new 
account applications.

Outcomes and Benefits
Utilising the expert skills of the Chrysalis team, we were able to considerably 
reduce the account opening process from 3 days to 2 hours, resulting in an 
improvement of 90%. Additionally, due to the increase in data accuracy, the error 
rate in new account documentation decreased from double digits to a range 
between 0.5% - 2%.

With document management tasks taking considerably less time, employee 
productivity increased by as much as 40%. Moreover, as financial advisors had 
more time to focus on their client’s wealth management objectives, overall client 
satisfaction drastically improved. 

About Chrysalis Software Solutions
Chrysalis is a digital transformation company, we support businesses in enhancing 
both their operations and customer experiences to encourage growth and 
development within the digital realm. We guide organisations in understanding 
relevant trends and benchmark their digital capabilities against best practices and 
competitors. Our consultants at Chrysalis are true hands-on strategists who delve 
into data, analyse objectives and reveal all opportunities.
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