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1. Executive Summary

In today’s rapidly evolving digital banking landscape in Singapore, customer onboarding has become
a critical differentiator. Customers expect a seamless, secure, and user-friendly experience while
complying with the region’s strict regulatory frameworks, such as MAS (Monetary Authority of
Singapore) guidelines.

This proposal details how Generative Al integrated with the Agentics Al autonomous process
framework can transform the customer onboarding process, particularly focusing on automated
identity verification. By integrating cutting-edge Al-driven solutions, banks can achieve faster
approvals, enhance fraud detection, and elevate customer satisfaction.

2. Problem Statement: Existing Challenges in Customer Onboarding

Despite digital advancements, many banks still encounter bottlenecks in their customer onboarding
procedures:

1. Manual Verification: Human-led identity checks are slow, prone to error, and expensive.

2. Fragmented Processes: Multiple disparate systems for Know Your Customer (KYC), Anti-
Money Laundering (AML), and compliance create data silos.

3. High Drop-off Rates: Customers abandon overly complex onboarding steps, resulting in lost
revenue opportunities and negative brand impact.

4. Regulatory Pressure: Strict compliance requirements mean that any oversight can lead to
hefty fines and reputational damage.

5. Limited Integration: Traditional systems do not communicate well with next-generation Al
modules, causing friction in automation.

How Gen Al with Agentics Al Process Helps

¢ Advanced Data Extraction: Machine learning models automatically read and interpret
identity documents with minimal errors.

e Continuous Process Automation: Agentics Al autonomously navigates decision pathways,
reducing the need for manual intervention.

e Secure and Real-time Verification: Leveraging advanced Al-based checks (facial recognition,
digital footprint analysis) ensures faster identity confirmation.

e Regulatory Compliance: Al models can be trained to stay up to date with regulatory
guidelines, reducing non-compliance risk.

3. The Power of Gen Al with Agentics Al

Generative Al algorithms excel in capturing subtle patterns, enabling them to automate identity
verification with greater accuracy than traditional rule-based systems. Agentics Al, acting
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autonomously, orchestrates the end-to-end process flow—from document capture to final
approval—allowing the onboarding function to run with minimal human oversight.

1. Autonomous Decision-Making: Agentics Al can interpret results from Generative Al models,
decide when manual intervention is necessary, and automatically route complex cases for
review.

2. Smart Learning: As the system ingests more data, it refines identification accuracy, rapidly
adapting to emerging fraud tactics or regulatory changes.

3. Scalability: The framework easily accommodates growing volumes of new applicants
without compromising on speed or quality.

4. Current Process Flow
Step 1: Customer Application Submission

e Prospective customers fill out forms (physical or online), uploading documents like
passport/ID.

Step 2: Manual KYC and AML Checks
e Employees verify identities through data comparison with official databases.
Step 3: Data Entry and Processing
e Staff manually input details into core banking systems, risking human error.
Step 4: Document Review and Approval
e Compliance teams cross-check documentation for authenticity and regulatory adherence.
Step 5: Account Activation
e Once verified, the customer’s account is activated and welcome kits are sent.

This workflow is slow, siloed, and prone to errors, ultimately jeopardizing customer satisfaction and
compliance.

5. From Current Processes to To-Be Processes
Current State
¢ Heavy Reliance on Manual Labor
o Employees spend time on repetitive tasks, delaying turnaround.
¢ Fragmented Tools and Databases
o No unified dashboard to monitor onboarding stages.
e High Operational Costs

o Overtime or additional staff required for peak periods.
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To-Be State
1. Automated Document Capture

o Customer uploads identity documents; system automatically extracts and verifies
data using Generative Al.

2. Real-Time Verification

o Agentics Al leverages advanced algorithms to verify authenticity (e.g., facial
recognition match, hologram checks).

3. Unified Onboarding Dashboard

o Asingle platform tracks each applicant’s progress, facilitating better collaboration
among front-line staff, compliance officers, and management.

4. Instant Decisioning

o Straight-through processing for risk-free applicants; only complex or high-risk cases
get flagged for manual oversight.

5. Ongoing Learning and Adaptation

o Al models continually refine their algorithms based on historical outcomes, reducing
false positives and false negatives.

6. Key Risks and Mitigation Strategies
1. Data Privacy Breach
o Risk: Unauthorized access to sensitive customer data.

o Mitigation: End-to-end encryption, robust access controls, and regular cybersecurity
audits.

2. Regulatory Non-Compliance
o Risk: Fines, legal repercussions, and reputational damage.

o Mitigation: Real-time compliance checks, periodic updates to Al models, and
frequent testing against MAS guidelines.

3. Algorithmic Bias
o Risk: Incorrect rejection or acceptance based on unbalanced training data.

o Mitigation: Inclusive data sets, continuous monitoring of Al decisions, and retraining
to correct biases.

4. System Downtime or Failure
o Risk: Operational disruptions leading to delays and lost revenue.
o Mitigation: Redundant infrastructure, load balancing, and robust failover strategies.

5. Adoption Resistance
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o Risk: Staff or customers reluctant to trust Al-driven verification.

o Mitigation: Thorough training, transparent communication about Al benefits, pilot
rollouts to foster trust.

7. Proposed Solution and ROI
Solution Overview
Integrated Al-Driven Identity Verification Platform
e Document Intelligence: Al automatically scans and validates IDs, passports, utility bills, etc.

e Biometric Verification: Face matching, voice biometrics, or fingerprint ID to confirm
applicant authenticity in real time.

e Agentics Al Orchestration: The autonomous layer that monitors tasks and dynamically
allocates resources, ensuring continuous process flow.

Financial Justification
1. Cost Reduction: Less manual verification reduces labor expenses by up to 40-50%.

2. Faster Onboarding: Automation cuts verification time from days to minutes, translating into
higher customer satisfaction and improved brand reputation.

3. Revenue Growth: A streamlined process can boost new customer acquisition, driving an
estimated 15-20% increase in onboarding conversion.

4. Compliance Savings: Minimizing regulatory lapses spares potential fines and brand damage
costs.

ROI Calculation (lllustrative Example)
¢ Initial Investment: SS3 million in Al platform license, integration, staff training.
¢ Annual Savings: S$1.5 million from reduced staffing and operational costs.
e Additional Revenue: S$1 million from improved conversion rates.

e Payback Period: Approximately 1.5 to 2 years, with subsequent incremental gains.

8. Long-Term Benefits to Operations and Consumers
¢ Enhanced Customer Experience: Quick, hassle-free onboarding fosters trust and loyalty.

e Operational Efficiency: Automated workflows allow staff to focus on higher-value tasks like
customer relationship building.

e Regulatory Confidence: The continuous updating of Al models ensures compliance with
evolving MAS regulations.

e Competitive Advantage: Early adoption of cutting-edge Al solutions positions the bank as an
industry leader.

5|Page



Prepare by: Ng Kee Meng

e Scalability and Agility: The flexible architecture accommodates changing business needs and

volumes.

9. Implementation and Transformation Success Approach

1. Pilot Launch: Roll out to a controlled customer segment, gather feedback, refine processes.

2. Stakeholder Engagement: Conduct regular briefings and workshops with staff, compliance
officers, and executive leadership to align on progress.

3. Continuous Training: Equip teams with knowledge on how to interpret Al-generated insights
and handle exceptions.

4. Phased Rollout: Expand the scope incrementally, ensuring each phase meets performance
and compliance criteria before scaling further.

5. Monitoring and Optimization: Implement performance dashboards to track onboarding
times, identify bottlenecks, and adjust Al models as needed.

By combining the technical prowess of Generative Al with the autonomous capabilities of Agentics
Al, the transformation journey can be seamless and sustainable.

10. 5D Framework for Project Execution

5D Stages Purpose

Uncover
challenges,
1. gather
Discovery requirements,
and define
project scope

Develop
architectural
blueprint and
solution
specifications

2. Design

Build, train, and
test the
Generative Al and
Agentics Al
components

3.
Develop

Key Content
Activities

- Stakeholder
interviews -
Current process
mapping -
Regulatory
compliance review

- Workflow design
- Al model
selection - Data
privacy and
compliance
framework

- Al model training
and validation -
System
integrations (KYC,
AML, core

banking) - Sandbox

testing

Success
Measures /
Outcomes

Expected Timeline

- Clear project
objectives -
Identified
bottlenecks and
areas of focus

2-4 weeks

- Approved
design docs -
Aligned Al
capabilities with
business goals

4-6 weeks

- Successful
proof-of-
concept -
Minimal false
positives /
negatives

8-12 weeks

Proposed
Budget

(S$)

50,000 —
80,000

100,000 —
150,000

300,000 -
500,000
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Success Proposed
Key Content . .
5D Stages Purpose Y Measures / Expected Timeline Budget
Activities
Outcomes (S$)

- Live rollout to
Implement the . - Stable system
pilot segment -

solution in erformance -
M stafftrainingand o0 200,000 —
4. Deploy production with ) Positive 4-8 weeks
i readiness - Real- 300,000
real-time . customer
monitorin time performance feedback
& dashboards
Evaluate - Performance
. - Measurable

performance, analytics - Lessons . 50,000 —
5. L ROI - Enhanced Ongoing

extract insights, learned workshops . 100,000
Decode . . compliance and (Monthly/Quarterly)

and iterate for - Continuous . . per cycle

. ] user satisfaction

improvement model refinement

11. Conclusion

Embracing Generative Al alongside the Agentics Al autonomous process framewaork has the
potential to revolutionize the customer onboarding experience within the Singaporean banking
sector. This transformation addresses key pain points—reducing manual interventions, enhancing
compliance, and boosting customer satisfaction. Additionally, it delivers a substantial return on
investment by lowering operational costs and speeding up time to market.

By following the 5D framework—Discovery, Design, Develop, Deploy, and Decode—banks can
systematically identify requirements, craft and implement sophisticated Al solutions, and
continuously refine these solutions for maximum impact. The end result is a cutting-edge
onboarding process that is more secure, faster, and future-proof, creating lasting value for both the
organization and its customers.

With a well-structured roadmap, thorough stakeholder engagement, and robust compliance
measures, this Automated Identity Verification project stands ready to deliver reliable and scalable
outcomes that will keep the bank at the forefront of innovation in a highly competitive and
regulated market.
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