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Banking & Capital Markets case study

Global bank processes complex documents 98% faster
with generative Al

Cognizant develops a gen Al-based key information extraction solution that cuts average processing times for printed, scanned
and hand-written documents from 30 minutes to 30 seconds.
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The challenge

Our client is a leading multinational banking organization headquartered in Europe, with strong brand recognition around the
world. Its business lines include consumer banking, corporate and investment banking, private banking and asset management.

Many of the bank’s activities involve extracting key information from documents of different types. For a credit card fraud claim,
for example, a claims handling team may have to extract information from a variety of sources including scanned receipts,
email trails, instant messages and bank statements. For a mortgage application, supporting documentation may amount to
hundreds of pages of information about the property and the buyer.



Key information extraction was slow and
costly, affecting the customer experience

All of this information—amounting to tens of thousands of
documents daily, in a wide range of formats—would be
manually reviewed by bank employees, who would extract key
information and enter it into the relevant system. Subject
matter experts (SMEs) often had to clarify technical points,
increasing the time and resources spent on the task, taking
SMEs away from their primary job.

With each document taking on average 30 minutes to process,
key information extraction (KIE) was contributing to high
operating costs and long timescales. The customer experience
was suffering too, as customers, anxious for a fraud claim to
be settled or a mortgage lending decision to be made, could
be left feeling frustrated with the long wait.

The bank identified an opportunity to accelerate the key
information extraction process using Al. It engaged a
dedicated team of gen Al specialists from Cognizant to design
and develop a solution.

We worked with the bank’s Al center of excellence to build, test and refine a solution based on optical character recognition
(OCR), machine learning (ML) and gen Al. All of these technologies have matured significantly in recent times, making them

ideal partners for an automated solution.

Drawing on specialist Cognizant Al expertise gained in academia and across multiple industries, we were able to develop a
minimum viable product (MVP) in just four weeks. We then refined the solution until it performed accurately enough to be

deployed into production.
The key capabilities of the solution are:

. OCR text extraction: We used Microsoft Azure Al Digital
Intelligence as the OCR engine to scan structured and
unstructured documents and turn them into digitized text.
It employs deep learning to mimic human visual recognition
and excels at recognizing printed and handwritten text—
including from low-quality images and scans. Its APl also
made it ideal for integration into the process flow of this
solution.

ML-based document classification: A classification stage
enables relevant documents to be identified and irrelevant
information to be filtered out, making the KIE process even
more efficient. We devised and trained an ML algorithm to
classify documents that had been digitized using OCR, so
only relevant information would be put forward for gen Al
analysis.

Analysis with gen Al: We instructed Microsoft Azure OpenAl GPT-40 to analyze the digitized text from relevant documents
and extract key information from them. It identifies entities and relationships between them, enabling it to extract the fields
required for the relevant business process. In addition, we used GPT-40's multimodal capabilities to identify and extract

relevant images, including signatures, logos and seals.

. Back-office integration: The working solution runs on Microsoft Azure, our client’s strategic cloud platform, and integrates

with relevant back-office systems also running in Azure.

« Human in the loop: While the solution automates the extraction of key information, all extracted fields are reviewed by a

bank employee to ensure they are accurate.




Business outcomes

The solution is currently deployed in over 20 different use cases across the bank, including customer onboarding, mortgage
applications, fraud claims processing and assignment of customer power of attorney. Its wide applicability means it can be
applied to further use cases in the future. Since going live, the solution has delivered significant benefits for the bank and its
customers in terms of process acceleration, cost reduction, optimized workloads and customer satisfaction.

Key benefits achieved to date include:

« 96% accuracy in key information extraction: The solution is capable of extracting relevant information from tens of
thousands of documents with 96% accuracy, and without requiring help from SMEs when dealing with complex legal or

technical documents.

. 98% faster KIE process: The average time to process a single document before the solution was 30 minutes. The solution
takes an average of 30 seconds to perform the same task—from digitizing the selected documents with OCR, to extracting
the key fields using Gen Al and populating a form in the relevant back-office system.

« Up to 98% reduction in document processing costs: The solution has the potential to reduce the cost of processing a single
document from an average of $5 to just $0.10 or less. The savings potential across the bank’s business divisions on a

worldwide basis is significant.

. Optimized workloads: Subject matter experts in legal and technical matters no longer have to be called in to help identify the
relevant information in a complex document. This streamlines their workload and frees up more time for their primary job

role.

. Enhance customer experience: Key customer-facing processes can now be completed much faster, delivering a significantly-

improved customer experience.

A state-of-the art gen Al platform delivering
major cost and efficiency gains

As at every bank, many of our client’s operations depend
heavily on the extraction of key information from large
amounts of documentation. This was a time-consuming
manual job, particularly since documents come in many
different forms and often contain complex legal and technicall
information. By working with Cognizant’s Al specialists, the
bank has been able to automate the KIE process to a level of
96% accuracy, unlocking significant cost and efficiency gains
as well as improving the customer experience. As a solution
that can be applied to many different use cases across the
bank, its incremental benefits will continue to be felt long into
the future.
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Cognizant (Nosdag-100: CTSH) engineers modern businesses. We help our clients modernize technology, reimagine processes
ond transform experiences so they con stay chead in our fast-changing world. Together, we're improving everyday life. See how
ot www.cognizont.com or @cognizant.

World Headquarters Europeon Headquerters India Operations APAC Headquarters

Headquerters
300 Fronk W. Burr Blvd. 280 Bishopsgcte 1 Fusionopolis Link, Level 5

Suite 36, 6th Floor London 5/535, Okkiom Thoradipckkam,  NEXUS@One-North, North
Teoneck, NJ 07666 USA EC2M 4RB Old Mohabdlipuram Roaod, Tower

Phone: +1 2018010233 Englond Chennai 600 096 Singapore 138542

Fox: +1201801 0243 Tel: +44 (01) 020 7297 7600 Tel: 1-800-208-6999 Phone: +65 6812 4000

Toll Free: +1888 937 3277 Fox: +91 (01) 44 4209 6060 Email: inquiry@cognizent.com

© Copyright 2025, Cognizont. All rights reserved. No part of this document moy be reproduced, stored in aretrievd system,
tronsmitted in ony form or by ony means, electronic, mechanicd, photocopying, recording, or otherwise, without the express
written permission of Cognizont. The information contained herein is subject to change without notice. All other trodemarks
mentioned here in are the property of their respective owners.




