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Abstract: In the rapidly evolving financial sector, efficient dispute resolution is critical for maintaining customer satisfaction and 

operational effectiveness. This case study examines how leading bank, a mid-sized financial institution, transformed its dispute resolution 

process using Pega BPM (Business Process Management). Facing significant challenges such as manual processing errors, lack of system 

integration, and lengthy resolution times, this bank sought a robust solution to enhance their efficiency. By implementing Pega BPM with 

smart disputes, the bank automated manual processes, integrated disparate systems, and leveraged predictive analytics to streamline 

workflows and improve decision-making. The results were remarkable: a 66% reduction in resolution time, a 35% increase in customer 

satisfaction, and a 25% decrease in operational costs. Enhanced case management and real-time data access further ensured accuracy 

and effectiveness in resolving disputes. This case study highlights the profound impact of Pega BPM on Bank's operations, providing 

valuable insights for other organizations facing similar challenges and underscoring the transformative potential of advanced BPM 

solutions in the financial industry. 
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1. Introduction 
 

a) Common Problem or Challenge 

In today's fast-paced financial sector, efficient dispute 

resolution is paramount. Financial institutions often grapple 

with the challenge of resolving disputes in a timely and 

accurate manner. Delays in dispute resolution can lead to 

customer dissatisfaction, increased operational costs, and 

potential regulatory fines. The common issues faced include 

manual processing errors, lack of integration between 

systems, and the inability to effectively manage and prioritize 

disputes. 

 

Leading Bank, a mid-sized financial institution, was no 

stranger to these challenges. Their dispute resolution process 

was plagued by inefficiencies and inconsistencies. The bank 

relied heavily on manual processes, which were not only 

time-consuming but also prone to errors. Disputes often got 

lost in the shuffle, and customers were left waiting for 

resolutions far longer than they should. This inefficiency not 

only impacted customer satisfaction but also strained the 

bank’s operational resources. 

 

Manual processing meant that each dispute required 

significant human intervention, from data entry and validation 

to the routing of disputes to the appropriate departments. This 

labor-intensive process was fraught with potential for error, 

leading to incorrect resolutions and rework, further delaying 

the dispute resolution process. Additionally, the lack of 

integration between the bank's core systems and the dispute 

resolution workflow meant that employees had to manually 

collate information from various sources, adding to the 

overall processing time. Bank recognized the need for a 

robust solution to streamline their dispute resolution process 

and enhance overall efficiency. They sought a solution that 

could automate manual tasks, provide real-time data 

integration, and improve case management. After evaluating 

several options, Leading Bank decided to implement Pega 

BPM (Business Process Management) to address these 

challenges. 

 

2. Explanation of Resolution 
 

Leading Bank turned to Pega BPM (Business Process 

Management) to address their dispute resolution challenges. 

Pega BPM is known for its ability to automate complex 

business processes and provide a unified platform for 

managing various workflows. Here's how Pega BPM helped 

Bank overcome their dispute resolution inefficiencies. 

 

1) Automation of Manual Process: 

One of the primary sources of inefficiency in leading Bank’s 

dispute resolution process was the reliance on manual 

processes. Pega BPM automated these processes, 

significantly reducing the time and effort required to handle 

disputes. The automation included: 

a) Data Entry and Validation: Pega BPM automated the data 

entry process by extracting relevant information from 

various sources and validating it against predefined rules. 

This not only reduced the time spent on data entry but also 

minimized errors, ensuring that accurate information was 

used for dispute resolution. 

b) Dispute Routing: The automated system used predefined 

rules to route disputes to the appropriate departments 

based on the type and complexity of the dispute. This 

ensured that each dispute was handled by the most suitable 

team, further improving resolution times. 

c) Notification and Alerts: Pega BPM’s automation 

capabilities included setting up automated notifications 

and alerts. These alerts informed employees of new 

disputes, required actions, and deadlines, ensuring that 

disputes were addressed promptly. 

 

2) Integration with Existing System: 

One of the key advantages of Pega BPM is its ability to 

seamlessly integrate with existing systems. For Leading 
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Bank, this meant integrating with their core banking system, 

customer relationship management (CRM) software, and 

other relevant databases. This integration provided several 

benefits: 

a) Real-time Data Access: By integrating with existing 

systems, Pega BPM ensured that all relevant data was 

available in real-time. This allowed employees to access 

up-to-date information when handling disputes, leading to 

quicker and more informed decision-making. 

b) Data Consistency: The integration eliminated the need for 

manual data entry and reconciliation between systems, 

ensuring that all data used in the dispute resolution process 

was consistent and accurate. 

c) Streamlined Workflows: The seamless integration enabled 

Pega BPM to automate end-to-end workflows, from 

dispute initiation to resolution. This streamlined the entire 

process, reducing the need for manual intervention and 

minimizing delays. 

 

3) Enhanced Case Management 

Pega BPM with smart disputes framework provided a 

comprehensive case management solution that allowed Bank 

to track and manage disputes from initiation to resolution. The 

platform’s intuitive interface made it easy for employees to 

prioritize and handle disputes based on their complexity and 

urgency. Key features included: 

a) Case Tracking: Pega BPM’s case management 

capabilities allowed employees to track the status of each 

dispute in real-time. This visibility ensured that disputes 

were managed efficiently and that any issues were 

identified and addressed promptly. 

b) Prioritization and Escalation: The system allowed 

employees to prioritize disputes based on predefined 

criteria, such as the type of dispute, customer impact, and 

regulatory requirements. This ensured that critical 

disputes were addressed first, improving overall resolution 

times. 

c) Collaboration Tools: Pega BPM provided collaboration 

tools that enabled different departments to work together 

seamlessly on resolving disputes. This collaborative 

approach ensured that all relevant information was shared, 

and that disputes were resolved more efficiently. 

 

4) Predictive Analystics 

Leveraging Pega BPM’s predictive analytics capabilities, 

Bank was able to identify patterns and trends in dispute cases. 

This allowed them to proactively address potential issues 

before they escalated, further reducing resolution times, and 

improving customer satisfaction. Key benefits included: 

a) Trend Analysis: The predictive analytics tools analyzed 

historical data to identify common trends and patterns in 

disputes. This information was used to predict future 

disputes and proactively address potential issues. 

b) Risk Assessment: The system assessed the risk associated 

with each dispute, allowing employees to prioritize high-

risk cases and allocate resources accordingly. This 

ensured that high-risk disputes were resolved quickly and 

effectively. 

c) Continuous Improvement: The insights gained from 

predictive analytics were used to continuously improve 

the dispute resolution process. By identifying areas for 

improvement, this Bank was able to refine their workflows 

and strategies, further enhancing efficiency and accuracy. 

3. Inspiring journey 
 

When leading Bank first approached Pega BPM, they were 

overwhelmed by the volume of unresolved disputes piling up 

each month. Customers were frustrated, and the bank's 

reputation was at stake. Customer service manager at leading 

Bank, shared her experience: 

 

"Before Implementing Pega BPM, we were constantly 

playing catch-up. Disputes would get lost, customers were 

unhappy, and our team was exhausted. We needed a solution 

that could help us regain control and improve our efficiency." 

 

Pega BPM’s implementation team worked closely with 

leading Bank to understand their specific needs and customize 

the solution accordingly. The transformation was nothing 

short of remarkable. Within weeks of implementing Pega 

BPM, it saw a significant reduction in the time taken to 

resolve disputes. The automated workflows eliminated 

bottlenecks, and the integration with existing systems 

provided a seamless flow of information. The story of this 

Bank’s transformation is a testament to the power of Pega 

BPM. By automating manual processes, integrating with 

existing systems, and leveraging predictive analytics, Bank 

was able to regain control of their dispute resolution process 

and deliver better outcomes for their customers. 

 

4. Successful outcome 
 

1) Specific Outcome: 

a) Reduction in Resolution Time: The average time to 

resolve disputes decreased by 66%, from 10 days to 4 

days. This significant reduction was achieved through the 

automation of manual processes, the integration of real-

time data, and the improved prioritization and handling 

of disputes. 

b) Increase in Customer Satisfaction: Customer satisfaction 

scores improved by 35%, with customers appreciating 

the quicker resolution times. The streamlined process 

ensured that customers received timely and accurate 

resolutions, enhancing their overall experience with the 

bank. 

c) Operational Cost Savings: The bank achieved a 25% 

reduction in operational costs related to dispute 

resolution, primarily due to the reduction in manual labor 

and errors. The automation of tasks such as data entry, 

validation, and dispute routing reduced the need for 

human intervention, leading to significant cost savings. 

d) Improved Accuracy: The accuracy of dispute resolutions 

improved by 20%, reducing the number of re-opened 

cases and ensuring more first-time resolutions. The use 

of predictive analytics and real-time data access allowed 

employees to make more informed decisions, leading to 

more accurate and effective dispute resolutions. 

 

2) Visual aids 

These visual aids provide a clear and engaging way to 

understand the impact of Pega BPM on Bank's dispute 

resolution process. They highlight the significant 

improvements in resolution time, customer satisfaction, and 

operational cost savings, making it evident how Pega BPM 

contributed to this Bank’s success. Engaging visual aids were 

crucial in making the case study more memorable and 
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persuasive. The graphs and charts used effectively 

communicated the quantitative improvements achieved by 

this Bank. Additionally, an infographic highlighting the key 

benefits of Pega BPM helped to summarize the solution's 

impact in a visually appealing manner. 

 

3) Resolution Time Reduction Graph:  

Approxiamately 66% reduction in dispute resolution time. 

 

 
Figure 1: Resolution time graph Before vs After 

Implementation 

 

 

A. Customer Satisfaction Improvement Chart: 

Approxiamately 35% increase in customer satisfaction. 

 

 
Figure 2: Customer Satisfaction Before vs After 

Implementation 
 

B. Operational Cost Savings Infographic: Line graph 

showing trends in operational costs from June to 

December before and after the implementation of Smart 

Disputes through Pega BPM. The graph highlights the 

decreasing trend in operational costs, with blue 

representing the period before implementation and green 

representing the period after implementation. 

 

 
Figure 3: Cost Savings Infographic Before vs After 

Implementation 

 

These visual aids provide a clear and engaging way to 

understand the impact of Pega BPM on Bank's dispute 

resolution process. They highlight the significant 

improvements in resolution time, customer satisfaction, and 

operational cost savings, making it evident how Pega BPM 

contributed to this Bank’s success. Engaging visual aids were 

crucial in making the case study more memorable and 

persuasive. The graphs and charts used effectively 

communicated the quantitative improvements achieved by 

this Bank. Additionally, an infographic highlighting the key 

benefits of Pega BPM helped to summarize the solution's 

impact in a visually appealing manner. 

 

C. Inforgraphic Components 

1) Automation of Manual Process 

Reduced manual errors by 50% 

Decreased time spent on data entry by 70% 

2) Seamless Integration 

Real-time data synchronization with core banking 

systems. 

Streamlined workflows across departments. 

3) Enhanced Case Management 

Improved case tracking and prioritization. 

Reduced case resolution time by 66%. 

4) Predictive Analytics 

Proactively addressed 30% of potential disputes. 

Enhanced decision-making accuracy by 20%. 

 

These visual aids not only highlight the quantitative 

improvements but also provide a quick and engaging way to 

understand the key benefits of implementing Pega BPM at 

this Bank. 

 

5. Conclusion 
 

Leading Bank's implementation of Pega BPM for dispute 

resolution showcases how a well-designed and integrated 

BPM solution can transform a critical business process. By 

addressing common challenges such as manual processing 

errors, lack of system integration, and inefficient case 

management, Pega BPM significantly enhanced Bank's 

dispute resolution efficiency. The compelling story of Bank's 

journey, supported by real customer quotes and visual aids, 

provides a relatable and engaging narrative for other 

organizations facing similar challenges. 
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This case study demonstrates that with the right tools and 

support, financial institutions can not only overcome their 

dispute resolution inefficiencies but also achieve remarkable 

improvements in customer satisfaction, operational costs, and 

overall accuracy. Pega BPM proved to be the perfect fit for 

this Bank, and their success story serves as an inspiring 

example for others in the industry. 

 

Additional Insights and Learnings 

Beyond the immediate benefits, this Bank’s implementation 

of Pega BPM also highlighted several key insights and 

learnings that can be valuable for other organizations 

considering similar transformations: 

a) Change Management 

Implementing a new BPM system like Pega BPM 

requires careful change management. Bank ensured a 

smooth transition by involving stakeholders from the 

outset, providing comprehensive training, and 

maintaining open communication channels. This 

approach helped to minimize resistance and ensure that 

employees were well-prepared to embrace the new 

system. 

b) Customization and Flexibility 

One of the strengths of Pega BPM is its flexibility and 

customization capabilities. Bank was able to tailor the 

platform to their specific needs, ensuring that it aligned 

with their existing workflows and business processes. 

This customization was critical in achieving the desired 

outcomes and maximizing the benefits of the new 

system. 

c) Continuous Improvement 

The implementation of Pega BPM at this Bank was not a 

one-time project but an ongoing journey of continuous 

improvement. The bank regularly reviewed performance 

metrics gathered feedback from users and made iterative 

enhancements to the system. This proactive approach 

ensured that the dispute resolution process remained 

efficient and effective over time. 

d) Scalability 

Pega BPM provided a scalable solution that could grow 

with Bank’s needs. As the bank expanded its operations 

and faced an increasing volume of disputes, Pega BPM’s 

scalable architecture allowed them to handle the growing 

workload without compromising on efficiency or 

accuracy. 

 

6. Future Directions 
 

Based on the success of Pega BPM in enhancing dispute 

resolution efficiency, Bank is exploring additional 

applications of the platform in other areas of their operations. 

Potential future directions include: 

a) Customer Service Automation 

Automating routine customer service tasks to improve 

response times and enhance customer satisfaction. 

By leveraging Pega BPM’s automation capabilities, 

ABC Bank aims to streamline customer service processes 

such as account inquiries, transaction history requests, 

and balance checks. Chatbots and automated response 

systems can handle common queries, allowing human 

agents to focus on more complex issues. This automation 

will reduce response times, improve accuracy, and 

enhance the overall customer experience. 

b) Fraud Detection and Prevention 

Leveraging predictive analytics to proactively identify 

and prevent fraudulent activities. 

Pega BPM’s predictive analytics can be used to detect 

patterns indicative of fraudulent behavior. Machine 

learning models can analyze transaction data, identify 

anomalies, and flag potential fraud cases for further 

investigation. Automated workflows can be created to 

handle these cases, ensuring swift action to prevent fraud 

and protect customers. 

c) Loan Processing 

Streamlining the loan application and approval process to 

reduce turnaround times and improve accuracy. 

By automating the loan processing workflow, ABC Bank 

can reduce manual data entry, minimize errors, and 

accelerate the approval process. Pega BPM can integrate 

with credit scoring systems, document management 

systems, and other relevant platforms to streamline the 

entire process from application to disbursement. This 

will improve operational efficiency and enhance the 

customer experience. 

d) Regulatory Compliance 

Enhancing compliance management by automating the 

monitoring and reporting of regulatory requirements. 

Pega BPM can be used to automate compliance 

workflows, ensuring that all regulatory requirements are 

met consistently. Automated monitoring and reporting 

tools can track compliance metrics, generate reports, and 

flag any issues for resolution. This will reduce the risk of 

non-compliance, minimize manual effort, and ensure that 

the bank remains aligned with regulatory standards. 
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