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Abstract: The accurate and compliant distribution of assets belonging to deceased customers is a significant challenge for financial 

institutions. Ensuring that these assets are correctly allocated to rightful parties requires meticulous management of processes, 

stakeholders, and regulatory compliance. This technical paper explores how Pega Case Management can be leveraged by financial 

institutions to streamline the asset distribution process, enhance communication among stakeholders, and ensure adherence to regulatory 

standards. By examining the theoretical framework, methodologies, and results of implementing Pega Case Management, this study 

contributes valuable insights into improving asset distribution accuracy and compliance.  
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1. Introduction 
 

The distribution of assets belonging to deceased customers is 

fraught with complexities and regulatory requirements. 

Financial institutions must navigate these challenges to 

ensure that assets are distributed accurately and lawfully. 

Inaccurate distribution can lead to legal disputes, financial 

loss, and damage to the institution's reputation. Additionally, 

the manual handling of these processes is often inefficient and 

prone to errors, leading to delays and compliance risks. 

Hence, there is a critical need for a robust solution that can 

automate and manage these processes efficiently. A survey 

conducted by the Financial Conduct Authority (FCA) found 

that 30% of asset distribution cases involved errors or delays 

due to manual processing and lack of coordination among 

departments (FCA, 2020). Furthermore, regulatory bodies 

such as the SEC and FINRA have imposed hefty fines on 

institutions for non - compliance with asset distribution 

regulations, highlighting the urgent need for effective case 

management systems.  

 

2. Contribution to the field 
 

This research provides a comprehensive analysis of Pega 

Case Management's role in asset distribution for deceased 

customers. It advances knowledge in the field by 

demonstrating how a structured case management approach 

can address common challenges faced by financial 

institutions. Additionally, it highlights the benefits of 

integrating advanced case management systems in regulatory 

compliance and stakeholder communication. By offering 

empirical data and real - world examples, this study 

contributes to the growing body of literature on the 

application of business process management (BPM) in 

financial services. Research question evolves around How 

can Pega Case Management be utilized to ensure compliance 

and accuracy in the distribution of deceased customers' assets 

in financial institutions? 

 

 

 

3. Background of the Problem 
 

This study is based on the framework of Business Process 

Management (BPM) and its application in financial services. 

BPM principles emphasize the optimization of organizational 

processes through systematic design, execution, monitoring, 

and analysis. Pega Case Management, a BPM tool, provides 

a structured approach to managing complex asset distribution 

processes, ensuring regulatory compliance and stakeholder 

engagement. The framework is built upon key BPM concepts 

such as process automation, process improvement, and 

stakeholder collaboration.  

 

The accurate distribution of assets of deceased customers 

poses significant challenges due to the intricate legal and 

regulatory frameworks that must be adhered to. Financial 

institutions often face difficulties in tracking asset distribution 

status, coordinating among various stakeholders, and 

maintaining compliance with ever - evolving regulations. 

Studies have shown that inadequate case management can 

lead to delays, errors, and legal complications (Smith & 

Jones, 2020; Brown, 2019). The financial sector has seen 

numerous instances where poor asset management has 

resulted in costly legal battles and regulatory fines, 

underscoring the need for effective solutions.  

 

A report by Deloitte (2019) highlighted that financial 

institutions spend approximately $1.5 billion annually on 

resolving disputes related to asset distribution errors. These 

errors often stem from manual processing, lack of 

standardized procedures, and poor communication among 

departments. Moreover, the increasing complexity of 

regulatory requirements has made it challenging for 

institutions to stay compliant without the aid of advanced 

technological solutions.  

 

Current State of Knowledge 

Current literature on asset distribution for deceased customers 

highlights the importance of robust case management 

systems. Studies by Williams (2021) and Clark (2018) 

emphasize the need for financial institutions to adopt 
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advanced technological solutions to manage the complexities 

involved in asset distribution. These studies highlight the 

benefits of automation and structured workflows in enhancing 

efficiency and compliance. However, there is limited research 

on the specific application of Pega Case Management in this 

context, which this study aims to address.  

 

A study by Gartner (2020) noted that financial institutions 

using BPM tools like Pega Case Management reported a 25% 

increase in process efficiency and a 20% reduction in 

compliance issues. Despite these promising findings, there 

remains a gap in literature specifically addressing the 

application of Pega Case Management for deceased customer 

asset distribution, necessitating further exploration and 

empirical validation.  

 

4. Methods & implementation 
 

This study employs a mixed - methods approach, combining 

qualitative and quantitative techniques to evaluate the 

effectiveness of Pega Case Management. The primary data 

collection methods include structured interviews with 

financial institution professionals, surveys, and analysis of 

case management system data. This approach ensures a 

comprehensive understanding of the system's impact from 

multiple perspectives.  

 

a) Environment Setup 

The environment setup involves implementing Pega Case 

Management in a controlled environment within a financial 

institution. The implementation includes integrating Pega 

with existing systems to manage the entire asset distribution 

process. The setup involved collaboration between the IT 

department and business units to ensure seamless integration. 

This included data migration from legacy systems, 

configuration of workflows, and customization of user 

interfaces to meet specific institutional needs. The controlled 

environment allowed for monitoring of system performance 

and identification of potential issues without disrupting 

ongoing operations.  

 

b) Data Collection Capabilities 

Data collection instruments include structured interviews, 

surveys, and system logs. The interview and survey questions 

are designed to assess the efficiency, compliance, and 

accuracy of asset distribution processes. The system logs 

provide detailed information on process timelines, error rates, 

and user interactions, allowing for an in - depth analysis of 

the system's performance.  

 

The survey included Likert - scale questions to quantify user 

satisfaction and perceived improvements in process 

efficiency and compliance. Additionally, open - ended 

questions allowed respondents to provide detailed feedback 

on specific aspects of the system. System logs were analyzed 

to track key performance indicators such as average 

processing time, number of compliance violations, and 

frequency of manual interventions.  

 

c) Validity and Reliability 

The validity and reliability of the analysis methods are 

supported by prior studies on BPM and case management 

systems. The instruments used have been validated in similar 

studies (Johnson & White, 2017; Green, 2016). This was 

implemented in one of the largest financial bank where real 

customers would enter their information via different 

channels web, chat, phone etc and that informtion would be 

later passed on to the backend system for further processing.  

 

d) Analysis Methods 

Data analysis involves statistical techniques to quantify 

improvements in process efficiency and compliance. 

Qualitative data from interviews and surveys are analyzed 

using thematic analysis to identify key themes and insights. 

This mixed - methods approach ensures a comprehensive 

understanding of the system's impact and allows for 

triangulation of findings to enhance reliability.  

 

Statistical techniques such as t - tests and chi - square tests 

were used to compare pre - and post - implementation 

performance metrics. Thematic analysis of qualitative data 

involved coding responses and identifying recurring themes 

related to system usability, process improvements, and 

compliance enhancements. This multi - faceted analysis 

provided a robust evaluation of Pega Case Management's 

effectiveness.  

 

5. Results 
 

5.1 Visual Aids 

 

The results are presented using tables and figures to provide 

a clear and concise overview of the findings. Key metrics 

include process efficiency, compliance rates, and stakeholder 

satisfaction.  

 

Table 1: Improvements in Asset Distribution Pre and Post Implementation 
Metric Pre - Implementation Post - Implementation Improvement 

Average Distribution Time 45 Days 30 Days 33% 

Compliance Rate 85% 98% 15% 

User Satisfaction 3.5/5 4.8/5 37% 
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Figure 1: Impact of Personalized Communication on Patient Satisfaction 

 

The data reveals significant improvements in compliance and 

accuracy. For example, the average time to complete asset 

distribution decreased by 33%, and compliance rates 

increased by 15%. User satisfaction with the system also saw 

a substantial increase, indicating that the system's interface 

and functionalities were well - received. Detailed analysis of 

system logs showed a reduction in manual interventions and 

errors. The number of compliance violations dropped from 12 

per month to 2 per month, highlighting the system's 

effectiveness in ensuring regulatory adherence. Additionally, 

user feedback indicated that the system's automated 

notifications and reminders improved task tracking and 

accountability.  

 

a) ROI Calculations 

1) Average Distribution Time Improvement:  

• Pre - Implementation: 45 Days 

• Post - Implementation: 30 Days 

• Improvement: (45−30) /45=0.33 (45 - 30) / 45 = 0.33 

(45−30) /45=0.33 or 33% 

 

2) Compliance Rate Improvement:  

• Pre - Implementation: 85% 

• Post - Implementation: 98% 

• Improvement: (98−85) /85=0.153 (98 - 85) / 85 = 0.153 

(98−85) /85=0.153 or 15.3% 

 

3) User Satisfaction Improvement:  

• Pre - Implementation: 3.5/5 

• Post - Implementation: 4.8/5 

• Improvement: (4.8−3.5) /3.5=0.371 (4.8 - 3.5) / 3.5 = 

0.371 (4.8−3.5) /3.5=0.371 or 37.1% 

 

 
Fig 2: ROI Improvements for different Metrics 

 

6. Main Findings 
 

The main findings indicate that Pega Case Management 

effectively streamlines asset distribution processes, enhances 

compliance with regulations, and improves stakeholder 

communication. The system's automation capabilities reduce 

manual errors and expedite process timelines, while its 

structured workflows ensure adherence to regulatory 

requirements.  

 

The results suggest that Pega Case Management not only 

meets regulatory requirements but also significantly enhances 
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process efficiency and stakeholder satisfaction. The system's 

ability to automate and streamline processes reduces the 

burden on staff and ensures that all steps are completed 

accurately and in compliance with regulations. The reduction 

in processing time and compliance violations highlights the 

system's effectiveness in addressing common challenges in 

asset distribution. The increased user satisfaction and 

improved inter - departmental collaboration further 

demonstrate the system's value in enhancing overall 

operational efficiency.  

 

Unexpected Results 

An unexpected finding was the high level of user satisfaction 

with the system's intuitive interface, which was not a primary 

focus of the study but emerged as a significant benefit. Users 

reported that the system's user - friendly design made it easier 

to navigate complex processes and reduced the learning 

curve. Another surprising result was the system's positive 

impact on inter - departmental collaboration. The centralized 

case management approach facilitated better communication 

and coordination among different departments, leading to 

more efficient resolution of asset distribution cases. 

 

7. Discussion 
 

a) Hypothesis Support 

The hypothesis that Pega Case Management improves 

compliance and accuracy in asset distribution is supported by 

the data. The significant improvements in process timelines, 

compliance rates, and user satisfaction provide strong 

evidence for the system's effectiveness.  

 

b) Interpretation of Results 

The results imply that adopting Pega Case Management can 

lead to more efficient and compliant asset distribution 

processes in financial institutions. The system's automation 

and structured workflows address common challenges such 

as manual errors, process delays, and regulatory compliance 

issues.  

 

The findings suggest that the integration of Pega Case 

Management can transform asset distribution processes by 

reducing manual interventions and ensuring consistent 

adherence to regulatory standards. The system's user - 

friendly interface and automated features contribute to higher 

user satisfaction and improved task management.  

 

c) Relation to Previous Studies 

These findings align with previous studies on BPM and case 

management systems, which also highlight the benefits of 

structured process management in complex regulatory 

environments (Williams, 2021; Clark, 2018). The study 

extends these findings by providing specific insights into the 

application of Pega Case Management in asset distribution.  

 

This study adds to existing knowledge by providing empirical 

evidence of Pega Case Management's effectiveness in a 

specific use case within financial services. It demonstrates 

how BPM principles can be applied to enhance process 

efficiency and compliance in asset distribution. The study's 

findings contribute to the broader understanding of BPM 

applications in financial institutions, highlighting the 

potential for case management systems to address complex 

regulatory and operational challenges. By providing detailed 

empirical evidence, the study offers valuable insights for 

practitioners and researchers in the field. Alternative 

explanations for the results could include variations in 

institutional practices or external regulatory changes during 

the study period.  

 

d) Limitation 

The study's limitations include its focus on a single financial 

institution, which may not capture all real - world variables. 

Future studies could expand the scope to multiple institutions 

and real - world environments to validate the findings further. 

Another limitation is the potential for bias in self - reported 

data from surveys and interviews. Although efforts were 

made to ensure data accuracy, there is always a risk of 

subjective bias. Future research could incorporate objective 

performance metrics and external audits to enhance 

reliability.  

 

8. Conclusion 

 

a) Learnings 
The study demonstrates that Pega Case Management can 

significantly enhance the accuracy and compliance of asset 

distribution processes in financial institutions. The system's 

automation and structured workflows address common 

challenges and improve overall process efficiency. The 

findings highlight the potential for BPM tools like Pega Case 

Management to transform asset distribution processes by 

reducing manual errors, ensuring regulatory compliance, and 

enhancing user satisfaction. The study provides practical 

insights for financial institutions seeking to improve their 

asset distribution practices.  

 

The findings directly address the research question, highlight 

the potential for BPM tools like Pega Case Management to 

transform asset distribution processes by reducing manual 

errors, ensuring regulatory compliance, and enhancing user 

satisfaction. The study provides practical insights for 

financial institutions seeking to improve their asset 

distribution practices. 

 

b) Broader Implications 

The broader implications of this research suggest that other 

financial institutions could benefit from adopting similar case 

management systems to improve compliance and efficiency. 

The study highlights the potential for BPM tools to transform 

complex regulatory processes in financial services. The 

findings underscore the importance of integrating advanced 

technological solutions to address the challenges of asset 

distribution. Financial institutions can leverage BPM tools to 

enhance process efficiency, ensure regulatory compliance, 

and improve overall operational performance.  

 

9. Future Research Directions 

 
Future research could explore the application of Pega Case 

Management in other areas of financial services and in 

different regulatory environments to validate the findings. 

Additionally, studies could investigate the long - term impact 

of the system on institutional performance and customer 

satisfaction. Further research could also examine the 
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scalability of Pega Case Management in larger institutions 

and its integration with other emerging technologies such as 

artificial intelligence and blockchain. These studies could 

provide deeper insights into the potential for BPM tools to 

drive innovation and efficiency in financial services.  
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