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According to the Frost & Sullivan white paper “BPO (Business Process Outsourcing) Trends for the
Banking and Financial Services Market”

Improving Customer Experience is the Most
Effective Strategy for Increasing the
Competitiveness of Banks and Financial
Institutions




Integrated front and back office management is crucial for competing in the increasingly digital environment
offered by the banking and financial services sector
Digital and automated solutions applied to back office processes can significantly improve productivity,
efficiency and customer satisfaction indexes
Practical examples of these solutions created by Atento for leading sector companies show how improving
back office processes generate a better customer experience

NEW YORK, December 3, 2015 - Banks and financial services companies are facing a growing number of challenges, which
include: the rapid digitalization of customer relationships, increased mobility and the emergence of new competitors in
the sector such as retail chains, crowdfunding platforms, technology companies or NFC (Near Field Communications)
payment system suppliers. The agility and innovation of these new competitors attract the attention of consumers,
increase the level of competition for traditional players, and magnify the impact of new information and communications
technologies on customer management in the sector.
The best strategy to meet these challenges is to offer an exceptional customer experience which must include
comprehensive and efficient management of the front and back office processes that directly affect this experience,
according to the white paper “BPO (Business Process Outsourcing) Trends for the Banking and Financial Services Market”.
This report was prepared for Atento by consultancy firm Frost & Sullivan. Atento S.A. (NYSE: ATTO), is a leading provider
of customer relationship management and business process outsourcing services worldwide (CRM/BPO).
According to Juan González, Frost & Sullivan Research Manager Digital Transformation, “In the last decade, many
resources designed to improve the experience of bank and financial entity customers have focused on front office
processes. More recently, companies in this sector have started to realize the growing importance of improving back
office processes to increase productivity, efficiency and ultimately the level of customer satisfaction with the entity
providing them services.”
The analysis conducted by Frost & Sullivan uses case studies of Atento and its banking and financial services sector clients
to show how reengineering back office processes, the increased digitalization and automation of these processes as well
as smart document management are decisively contributing to increasing the productivity and efficiency of different
financial entities in various countries. This improvement in back office processes is also optimizing front office processes
and, therefore, the experience of the end customers of these entities.
The white paper includes an analysis of the main BPO trends in the banking and financial services sector that have a
greater impact on customer experience. It also provides a series of case studies in which Atento, using back office
solutions especially designed and implemented for the banking and financial services sector, is helping these institutions
to be more efficient and competitive in the increasingly digital environment in which they work.
BPO trends for the banking and financial services market highlighted in the white paper
Automation: back office automation solutions allow companies to prioritize and efficiently manage customer demands
from any channel, increasing the number and quality of interactions with customers.
Back office optimization to manage omnichannel environments: the biggest challenge when offering an exceptional
customer experience is that front office and back office work is very different. Having an omnichannel customer service
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environment that also effectively integrates the front office and back office can become a major competitive edge.
Companies are implementing back office optimization solutions that are gradually increasing processes to eventually
include front office work and effectively manage an omnichannel environment.
Electronic document management: “When document management coincides with personal and corporate work flows,
the result is improved efficiency and user satisfaction”, according to the white paper. Solutions that guarantee the
digitalization, processing and secure management of documents can significantly improve processes such as applying for
and managing credits, risk analysis, managing insurance policies and a wide range of sector services that highly depend on
documentation.
Mobile devices: the sector has been quick to accept the mobile channel; the Frost & Sullivan report prepared for Atento
predicts that this trend will continue, and most entities will use mobile applications as a customer contact channel. The
implications for customer services range from designing services exclusively for mobile devices, incorporating geolocation
components, full integration between existing and new channels, and increasing challenges from the Internet and
communications software.

Improving efficiency using back office solutions: three Atento client case studies
Case 1. Automation to increase the efficiency of back office operations (Means of Payment Solution)
The client is one of Brazil’s largest and most important banks. It works with large and medium-sized enterprises, offering
credit cards and other financial services such as insurance.
Atento developed a solution to automate manual back office processes. This included the automatic update of points of
sale, options for the automatic reimbursement of low amounts claimed, automatic search and management of the
customer’s history and the automation of document request processes, etc. Atento also implemented an IWD (Intelligent
Workload Distribution) tool to manage workloads. The automated solution generated a 90% improvement in SLAs, and
100% in productivity measured in number of processes/day.
Case 2. Automatic and instant approval of credit cards (Means of Payment Solution)
The client, a leading retail bank in Mexico, wanted to stand out from its competitors by offering a more practical credit
card with secure, instant credit approval.
The solution implemented by Atento included improving and automating back office processes to make analyzing
customer information and documents more efficient, providing the necessary security to instantly authorize or reject the
credit card. The application is processed in less than 20 minutes, managing the scanned documents and applying risk
policies to the customer history and credit rating in order to provide a quick response. The solution has allowed the bank
to analyze and issue over 900,000 credit cards a year, a 17% increase. During a single campaign for a public holiday in
Mexico approximately 38,000 credit cards were issued and the central office processed 200% more applications than on a
normal day.
Case 3. Reducing waiting times and errors in automobile loan processes (Credit Management Solution)
The client is an important private Brazilian financial entity that operates in the loan sector for purchasing cars,
motorcycles, trucks, buses, machinery, etc. It needed to improve processes, reduce accumulated work and provide higher
quality services.
Atento implemented a back office operation automation solution to analyze credit with a volume of over 200,000 loan
processes a year. The solution generated efficiency in electronic document management and security in handling
customer information, as well as allowing the customer to monitor the process via various communication channels such
as chat, SMS, email or telephone. In one year there were 93% fewer process errors, a 35% drop in waiting times and a
56% fall in the complaint rate.
Access the full white paper “BPO (Business Process Outsourcing) Trends for the Banking and Financial Services Market”
here http://www.atento.com/downloads/thought_leadership/White%20Paper%20BPO%20trends%20for%20the%20BFS%20Market_EN_vf.pdf
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About Frost & Sullivan
Frost & Sullivan, the Growth Partnership Company, works in collaboration with clients to leverage visionary innovation
that addresses the global challenges and related growth opportunities that will make or break today's market
participants. For more than 50 years, we have been developing growth strategies for the global 1000, emerging
businesses, the public sector and the investment community. Is your organization prepared for the next profound wave of
industry convergence, disruptive technologies, increasing competitive intensity, Mega Trends, breakthrough best
practices, changing customer dynamics and emerging economies? Contact us: Contact us: Start the discussion
About Atento
Atento is the largest customer relationship management and business process outsourcing (CRM/BPO) business in Latin
America, and one of the three largest providers in the world in terms of revenue. Atento is also a leading nearshoring
CRM/BPO service provider for companies operating in the United States. Since 1999, the company has developed its
business model in 14 countries where it employs over 160,000 people. Atento has over 400 clients to whom it offers a
wide range of CRM/BPO services through multiple channels. Its clients are leading multinational corporations in sectors
such as telecommunications, banking and finance, health care, retail and public administration, among others. Atento
stocks are traded under the symbol ATTO on the New York Stock Exchange. In 2015, Atento was recognized as one of the
World’s 25 Best Multinational Workplaces by Great Place to Work®. For more information www.atento.com
Media relations Frost & Sullivan LatAm
Francesca Valente +54 11 4777 5300
francesca.valente@frost.com
Media relations Atento
Maite Cordero +34 91 740 74 47
media@atento.com
Investor relations Atento
Lynn Antipas Tyson + 1 914-485-1150
lynn.tyson@atento.com
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