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Case Study

Client
A world leader in financial services domain
Industry
Financial Services
Business need addressed
Identify potential compliance risk areas and 
the detractors to arrest the negative buzz 
by taking necessary actions

Genpact solution
Genpact tracked and alerted the client 
on potential compliance problems, which 
helped them to take proactive action on 
instances of compliance violations

Business impact
Our step-by-step approach tracked  
and alerted the client on potential 
compliance problems, which helped them 
to take proactive action on instances 
of compliance violations. Our Impact 
Index, which measures the extent of risk 
compliance at theme level/individual level 
(based on the parameters like severity of 
negativity, density of conversations, etc.), 
helped the client prioritize issues over  
the tipping point
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Our client, a world leader in financial services, wanted to understand the risk 
implications from customers in social media space that impacts them from a 
regulatory compliance perspective. The client chose to work with us, owing to 
our expertise in digital media consulting. Our unique combination of technology 
tools and human intelligence provided the client with clear insights, thus 
addressing their challenge.

Business challenge
One of our clients from the financial services domain 
wanted to assess their exposure to compliance risk in 
social media. They asked us to help them understand 
the risk implications from customers in social media 
space that impacts them from a regulatory  
compliance perspective.

The Genpact solution
We set up a listening post to track and analyze 
conversations pertaining to compliance problems in 
various social media channels and to help the client 
identify risk areas. We provided alerts for the negative 
buzz leading to potential compliance risk and also 
offered customer service related alerts based on the 
impact score. 

Business Impact
Our step-by-step approach tracked and alerted the client on potential compliance problems, which helped them to take proactive 

action on instances of compliance violations. Our Impact Index, which measures the extent of risk compliance at theme level/

individual level (based on the parameters like severity of negativity, density of conversations, etc.), helped the client prioritize issues 

over the tipping point.

Genpact Limited (NYSE:G), a global leader in business process management and 
technology services, leverages the power of smarter processes, smarter analytics 
and smarter technology to help its clients drive intelligence across the enterprise.  
Genpact’s Smart Enterprise Processes (SEPSM) framework, its unique science of 
process combined with deep domain expertise in multiple industry verticals, leads 
to superior business outcomes. Genpact’s Smart Decision Services deliver valuable 
business insights to its clients through targeted analytics, reengineering expertise, 
and advanced risk management. Making technology more intelligent by 
embedding it with process and data insights, Genpact also offers a wide variety 
of technology solutions for better business outcomes. 

For more information, visit www.genpact.com. Follow Genpact on Twitter, 
Facebook and LinkedIn.

Copyright © Genpact 2012. All Rights Reserved.

about Genpact For More information, contact:

eric Magnuson  
Vice President, Digital Consulting Services
eric.magnuson@genpact.com

Priya venkataraman 
Vice President, Digital Consulting Services
priya.venkataraman@genpact.com 

Tool listening + Human  
Filtering of noise

Media liSTeninG

Media conversations are tracked for 
companies at the organization and the 
individual level (typically  senior management  
that could be in the news) 

caTeGorize on coMPliance THeMeS

Semantic analysis used to stack up the media 
coverage according to non compliance 
categories- integrate coverage from traditional 
and social media for the organization

GeneraTe iMPacT index

alerT THe STakeHolderS 

Impact Index is generated to measure the 
extent of risk compliance at theme level/
individual level based on the parameters like 
severity of negativity, density of  
conversations etc 

Based on the descending impact score, the 
negative alerts, that are over the tipping point 
along with issues are alerted to identified 
stakeholders. Further an Index can be created 
to predict the occurrence of a customer 
complaint and also provide insights about the 
possible cause

Negativity Alerts: Critical Issues
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5 Worst Credit Cards 
of 2011: CardRatings' 
Plastic Hall Of Shame 

January 13, 2012

“Any card issued, underwritten, or backed by GE Money is the worst card you can 
have. They have their hands in Chevron, Meijer, Sam's Club, WalMart, AE, Aerie, 
&77Kids, Belk, Banana Republic, Brook's Brothers, ebay, Gap, JC Penney, Lord & 
Taylor, and a few others. Most of these companies are quality businesses that take 
care of their customers, but when it comes to the credit cards, you have to deal 
with GE Money. With their own methods they steal everything they can to 
increase rates and impose fees. You may mail your payment over a week early, but 
they'll hold it until the day AFTER it's due to charge you a $39 late fee and increase 
your interest rate to 30+%.”

Late Fee/Poor 
Customer 

Service

Comment on 
Daily Finance 
news article

JDEN1952

Crooks December 8, 2011

“I have a Lowes card through GE Money bank make payment every month on time 
but GE still charge me late fees. My balance went from $700 to owing them over 
$1200 in a couple of months stay away from opening a Lowes credit card if they 
use GE Money Bank. Crooks- they GE will tell you a lie in a split second DO NOT 
trust them. IF there is any one out there like myself I want to get a Class Action law 
suit against GE Money Bank for all the wrong they have did to people like myself 
and others. “

Late Fees Forum Posts DVJ

Post from Erin 
Medlicott December 3, 2011

“2012 CLASS ACTION SUIT AGAINST GE MONEY Do you live in the state of New 
Jersey, and have a third-party GE Money credit account (through Select Comfort, 
JC Penney, other retailers) ? Are you the victim of unconsciously high interest 
rates, phone harassment? Did GE Money fail to do a proper investigation of billing 
errors on your credit card, like they failed to do with me? Did they claim they never 
received your payments, or charge late fees that were not applicable? Contact me 
with your details and we will join other NJeans seeking justice. e-mail: 
erin_medlicott@yahoo.com.”

High Interest 
Rates/Phone 
Harassment

facebook.com 
Discussions Erin Medlicott

JCpenney - JC 
Penneys/GE Money 

Credit card

November 27, 
2011

“This is how they treat loyal, long time in good standing customers It seems that JC 
Penney made a huge mistake in going with GE Money . I discovered that TJ Visa 
recently went with GE Money....oh boy..more trouble in the works...which I 
already experienced. They dinged me with late charges when they transferred over 
my account, all because I didn't make a payment. Kind of hard to make a payment 
when you have not received any statements, nor notices of the changes.”

Late Fee
Charges/Reduc
ed Credit Limit

Forum Posts BEVVYNY
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GE Complain Index Word Index

our 4 step approach to understand the lead risk indicators and alert mechanism for compliance managementOur 4 step approach to understand the lead risk indicators and alert mechanism for compliance management
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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, banking.solutions@genpact.com and visit, www.genpact.com/home/industries/banking-financial-services

Follow Genpact on Twitter, Facebook, LinkedIn, and YouTube.
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In addition, we helped our client in identifying the 
detractors so that they could take necessary actions to 
arrest virality/negative influence.

Business impact
Our step-by-step approach tracked and alerted 
the client on potential compliance problems, which 

helped them to take proactive action on instances of 
compliance violations. 

Our Impact Index, which measures the extent of risk 
compliance at theme level/individual level (based on 
the parameters like severity of negativity, density of 
conversations, etc.), helped the client prioritize issues 
over the tipping point.
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