
The Problem
The Private Banking unit of a global bank, and its 
associated account-opening process, is typically 
the first formal interaction with a client. 

Therefore, the process should be clearly defined, 
well understood and capable of establishing 
accounts quickly and smoothly, creating a positive 
experience for both the client and the relationship-
management team. When this happens, the bank 
can quickly put the new capital to work. 

But in the Americas, the account-opening process 
was taking an average of 12 days to complete 
with a median of eight days - an unacceptable 
time frame. Also, data showed that when errors 
occurred, further delays developed in opening the 
requested account.

The account opening process was complex and 
therefore not easily understood, particularly 
by the new teams joining the bank. Many forms 
were utilized in a multi-phased process requiring 
numerous signatures and approvals. There were 
no sub-process metrics available, so while overall 
performance was tracked, it was difficult for 

operations management to understand where the 
delays were occurring. There was no established 
reporting to manage the process.

Clearly the team needed to reduce the cycle time 
to open an account, its primary metric.
   
The Solution
The team interviewed key process stakeholders 
and began mapping the existing process. Handoffs 
and approvals were identified and evaluated. 
Overall cycle-time data (between the initial 
request to open an account to account opened) 
was tracked, granting that there were no metrics 
available to track the interim process steps.  

CASE STUDY   |  Improve Account Opening Process

How the Private Banking unit of a global bank, and its associated account-opening 
process, is typically the first formal interaction with a client. 

Global Headquarters  ●  1-800-467-4462  ●  +1-303-827-0010  ●  www.BMGI.com     © BMGI1

Problem Solved.

Problem
Account openings taking too long

Solution
Mapped existing process

Collected and tracked cycle-time data

Measured and investigated relationship 
between time and errors

Implemented automated process - 
measurement tool

Conducted process training

Result
Reduced cycle time from 8 to 3 days

Reduces rejection rates by 50%, 50% and 
75% respectively in three locations.
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Problem Solved.

Therefore, the team developed a data collection plan to capture the cycle times for each major process 
step. The team also decided to measure rejection rates since they found in their root cause analysis that 
there was a strong relationship between the process time and number of error rejects.

Further analysis helped the team identify several areas of potential improvement, including the clarity 
of overall and sub-process ownership, document and data requirements, training issues and process 
transparency.

Then the team implemented a process-measurement tool to track performance across all US branches. This 
automated tool tracked cycle time and rejection rates for each branch and phase of the account-opening 
process. Operations management, as well as the Branch Managers, could now identify problem areas and 
opportunities to leverage best practices. 

Training classes were held for newly hired teams, and requirement documents were developed and 
published.  Clear process ownership was agreed and communicated with all key stakeholders, who were 
also given report-outs to enable them to begin managing the process. 

The Results
Once implemented, the median cycle time to open an account was reduced from eight to three days. 
Further, new account rejection rates were reduced for the following sub-processes:

BAM: from 21% to 10%

CID: from 11% to 5%

PA: from 44.5% to 10%
 
This allowed relationship-management teams to open accounts faster with less chance of error.


