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Genpact Client Lifecycle Management:
Leveraging Lean DigitalSM to deliver profitability along the full 
client lifecycle
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Solution  
Overview

Heightened customer expectations in today’s digital world with a backdrop 
of increased regulation, margin erosion, ageing technology, plus resource-
heavy fragmented middle and back office processes, are making it imperative 
for financial institutions (FIs) to effectively align the on-boarding process and 
business objectives and manage it efficiently for continual improvement. To 
address this many firms are turning to modern and sustainable Client Lifecycle 
Management (CLM) solutions, which complement their own legacy operations 
and aim to deliver a positive client experience.



Overview
CLM is one of the most critical functions for any 
financial institution; either when embarking on a 
relationship with a new customer, or maintaining 
existing accounts. However, it is this critical 
function that very often becomes a victim of 
fragmented processes and bad data inputs and 
can lead to trade and settlement breaks, missed 
delivery instructions and regulatory breaches.

key challenges
The CLM function Client in the global financial 
services industry is undergoing a critical 
metamorphosis. The typical challenges financial 
services firms face are:

•	 Changing customer expectations: In today’s 
digitally connected world customers expect 
accounts to be opened quickly and maintained 
efficiently, with minimal fuss, yet the reality is 
often very different.

•	 Increased competitive threat: Financial services 
firms are facing their “Uber moment” from 
new market entrants leveraging the latest 
technologies.

•	 Rapidly evolving global regulations: Heightened 
regulatory requirements are pressuring financial 
institutions, not only to comply diligently, 
but also to respond quickly and effectively to 
evolving regulatory developments. 

•	 Increasing regulatory audits: In just three years, 
the number of regulatory reviews of financial 
institutions and related service providers 
increased 300%. In the US alone, the Office 

of the Comptroller of the Currency (OCC) and 
Financial Crimes Enforcement Network (Fincen) 
reviewed over 23 FIs in the span of three years 
and levied more than 110 enforcement actions 
with over $671 million in penalties.

•	 Managing data is a paramount concern: 
Managing multiple data sources throughout the 
client lifecycle is a challenge, especially in an 
environment of ageing technology and margin 
squeeze. Moreover, new regulations such as 
EU General Data Protection Regulation (GDPR) 
will penalize financial institutions if they fail 
to re-engineer how they collect and manage 
customer data.

•	 High costs for achieving sustainable compliance: 
On-boarding costs are significant. Typical on-
boarding costs for an institutional client have 
been estimated at around $5,000-$6,000, even 
climbing as high as $20,000 per client in extreme 
cases, plus a process time of up to nine months.

Aside from efficiently managing the compliance 
risks, CLM can also be pivotal for supporting 
cross sell opportunities. Building solutions to 
facilitate robust CLM processes requires in-depth 
understanding and implementation expertise in 
regulated environments, plus excellence in business 
process design. This is where Genpact can help.

Our services
Through our global delivery capability we leverage 
Lean DigitalSM to deliver the right combination of 
agile best-in-class technologies, lean process and 
intelligent analytics for robust sustainability and 
enhanced customer satisfaction.
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Financial institutions are facing challenges like never before



Genpact works with many of the world’s leading 
financial firms in the CLM space. We design, 
transform and run end-to-end solutions for all CLM 
services, designed from the ground up around your 
business.

Our array of solutions for CLM includes:

Lean DigitalsM

Genpact harnesses digital’s revolutionary power 
in an agile way to help generate material impact. 
Through a combination of classic and cutting edge 
methods – specifically, lean principles, advanced 
digital technologies and a discovery process 
that involves design thinking - we help financial 
services firms reimagine their middle and back 
office functions.

In CLM we typically apply Lean Digital for rapid 
automation. Just two examples include; natural 
language processing (NLP) to digitally extract key 
data elements from documentation and routine 
decision-making, where conditions for referral 
to managers are unambiguous, such as cognitive 
processing of false positive alerts.

KYC.com

Kyc.com connects due diligence data to address 
KYC, financial regulation, tax and counterparty 
requirements. Firms benefit from an industry 
led policy standard for KYC data quality and 
completeness, as well as lowered costs and 

simplified processes. By industrializing business 
critical due diligence processes, kyc.com helps firms 
to quickly become eligible and ready to transact.

Risk advisory and solutions

We are the leading provider of risk and regulatory 
services with a 2000+ strong team, each with an 
average of 15+ years of experience. We partner 
with industry leaders, such as Oliver Wyman, to 
provide an insightful end-to-end risk offering from 
consulting to outsourcing, with a key focus on areas 
such as; KYC, AML, Sanctions and Remediation.

Business Process as a Service (BPaaS)

We offer BPaaS solutions for CLM outsourced 
operations, so firms can focus their resources 
for maximum benefit. BPaaS is characterized by 
a “one-to-many” delivery model that leverages a 
shared set of tools to drive significant impact on 
cost, productivity, and time to market. Genpact uses 
this innovative model to provide process services 
leveraging cloud-based ERP solutions, point 
solutions, and end-to-end applications that enhance 
global connectivity and collaboration.
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Together with our design partners Citi, 
Deutsche Bank, HSBC, and Morgan Stanley, 
we have brought together 12 banks who are 
implementing the Service and over 1,600 buy 
side and corporate clients who are registered 
with the service.



SEPSM Diagnostics

Leveraging the Genpact SEPSM framework we run 
an end-to-end diagnosis to assess the current 
state of customers’ business processes, identify 
existing gaps, benchmark their processes against 
industry best practices and design and implement 
a target operating model. Our SEPSM framework 
is a unique methodology that employs analytics, 
sophisticated diagnostics and cross-functional 
benchmarks to maximize process effectiveness 
and harness the power of digital technology.

Process and technology architecture 
blueprinting

Our Lean Six Sigma architects leverage Intelligent 
OperationsSM to build a detailed process handbook 
for our clients. Our technology architects, with 
expertise in onboarding-focused workflow, 
document management, and Mobile Device 
Management (MDM) solutions, help clients define 
technology roadmaps, architectural components, 
and quick POC-based validations.

Reference data advisory services

We have pioneered the development of financial 
services industry benchmarks for reference data 
management functions. This enables our customers 
to benchmark themselves against peers in the 
industry and develop best practices in governance, 
technology, operations, data quality and sourcing.

Analytics

Genpact analytics services are consistently ranked 
among a world leader. We are a pioneer with 
more than 15 years’ experience and over 6,500 
dedicated associates. Within the CLM practice, 
one application is our Fraud Analytics approach, 
which includes strategic and data driven analyses to 
detect complex fraud behavior.

Generating impact
Leveraging Genpact expertise, our solutions create 
impact across CLM to drive a robust and sustainable 
compliant service. Below are two examples of impact 
we have generated for our customers:

Challenge 
Long cycle time for customer onboarding was impacting customer experience and eroding customer satisfaction 

Solution 
Conducted a bottom-up process review to establish root causes, recommend and implement key initiatives and develop a 
transformation roadmap to achieve efficient processes while improving client experience, mitigating regulatory risks and 
reducing operating cost.

Impact
30% reduction in onboarding time, 15% increase in volumes processed. A central document management system and consolidated 
processing teams, across geographies and products, to deliver a consistent customer experience. Transformation roadmap will deliver 
estimated savings of $7.4M, together with a 50% rationalization of systems and applications, leading to further long term savings

CLM transformation for a top tier US bankCase 
Study

about Genpact

Genpact (NYSE: G) stands for “generating business impact.”  We are a global leader in digitally-powered business process management and 
services. Our Lean DigitalSM approach and patented Smart Enterprise ProcessesSM framework reimagine our clients’ operating models end-to-
end, including the middle and back offices – to deliver growth, efficiency, and business agility.  First as a part of GE and later as an independent 
company, we have been passionately serving strategic client relationships including approximately one-fifth of the Fortune Global 500, and 
have grown to over 70,000 people. The resulting domain expertise and experience running complex operations are unique and help us drive 
choices across technology, analytics, and organizational design. 

For additional information, contact, capitalmarkets@genpact.com and visit www.genpact.com/home/industries/capital-markets/client-
lifecycle-management

Follow Genpact on Twitter, Facebook, LinkedIn, and YouTube.
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