
About the client
The client is a leading publically listed banking group 
in Malaysia, offering a host of personal financing 
products and services ranging from loans, credit cards, 
online banking, mobile banking, share financing, 
investment, and insurance, as well as deposits and 
remittance to individuals and small businesses.

Requirement
The client was looking for an RPA partner to automate 
75+ business processes across various business units 
such as collections, card operation, and fulfillment 
to reduce the manual errors and efforts and to 
improve the productivity and efficiency in opening 
and maintenance of cards (debit & credit), accounts 
(savings, current & merchant) in retail and commercial 
banking operations.

Solution
A strategic partner possessing enterprise-level 
RPA tools and implementation expertise, Servion 
implemented a Robotic Process Automation (RPA) 
solution after a thorough discovery workshop and 
detailed design during a period of 42 months. It 
deployed in 21 unattended BOTs, and 4 attended BOTs

The solution also included: 

•  Host interfaces - AS400, web application, desktop
application – IBM Content Manager OnDemand
(CMOD), and eKnowledge portal integration

•  Implemented key capabilities to process Excel and
PDF files, and emails using Outlook, and export
output files in newly created template documents.

•  Custom Invoker to assign to a particular BOT, based
on ticket type.
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• Real-time email notification

•  Additional LCM licensing for two agent pools, i.e., 
a larger pool of blended agents and a group of 50
outbound agents.

Business outcomes

Servion’s deployment brought about several 
tangible benefits for the client, including:

•  400% increase in throughput - From 5864 to 23494
records per day

•  69% FTE Reduction - From 67.3 to 21.1 FTEs

•  50% increase in uptime - From 8 to 12 hours

•  34% reduction in processing time - From 20.6 to
13.5 minutes per record

•  Cost Savings in terms of $594 K per annum

For more than 25 years, Servion has been trusted by 
customer-centric brands for designing, building, running and 
optimizing Contact Centers and Customer Experience (CX) 
solutions. Our 1100 CX professionals apply their passion 
and deep domain expertise to the entire design-build-run-
optimize solution lifecycle. For more information, 
visit https://servion.com/.

Servion is a registered trademark worldwide. The mention 
of other product and service names might be trademarks of 
other companies. This document is current as of the initial 
date of publication and may be changed at any given point 
of time.
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