
The financial services industry is facing sweeping and 

unprecedented change. Customers today demand personal 

service whenever and wherever they like, and each financial 

institution’s competition is just a mouse click or a street corner 

away. Additionally, there are major challenges presented 

by megamergers, decreasing margins, a stricter regulatory 

environment, and fierce competition, in some cases coming from 

nontraditional sources. Financial institutions need solutions to help 

them seize market opportunities, make smart decisions, and realize 

maximum value from their technology investments.

But financial institutions don’t have a switch they can flip to 

instantly integrate a complex set of systems that include multiple 

products and channels, many of which are often running on 

multiple operating systems. Hoping to find that switch, institutions 

have often turned to new technology to add to the old. However, 

technology by itself is not the solution. Any discussion about 

generating a positive impact for the business should first center 

on how to empower people with effective solutions that deliver 

results. A “connected business” not only leverages a flexible, 

economical technology platform that drives results, but also 

focuses primarily on its greatest asset: people empowered by the 

right solutions to act on the right information at the right time.

To enable your organization’s people assets to extend their 

potential through the use of software, Microsoft delivers agile and 

adaptive solutions for business process automation (BPA). BPA 

solutions provide the tools, technologies, and infrastructure to 

automate complex business processes end to end in order to help 

increase competitive advantage and deliver tremendous value  

and visibility to your business, customers, and trading partners.  

This enables:

• Increased personal and organizational productivity.  
By automating business policies and best practices, removing 

manual tasks, and eliminating error-prone reentry of 

information, BPA boosts individual and team efficiency, which 

enables organizations to deliver results faster and with greater 

predictability.

• Better decision making. By providing real-time insight 

into key business metrics and providing proactive alerts and 

notifications, BPA gives broader insight into essential business 

processes critical to your business and provides real-time 

analytics that enable you to make better decisions faster.

• Enhanced operational excellence. Business processes in 

financial institutions are mission critical, demanding the utmost 

levels of reliability. BPA provides a rock-solid foundation that 

delivers the security, performance, scalability, and reliability 

demanded by the distributed, mission-critical systems of 

modern financial businesses. 

Two key areas of financial business process innovation that can 

be transformed through business process automation are the 

“channel renewal” and “payments” priority solution scenarios. 

These scenarios, or strategic areas of focus, are examined in more 

detail on the following pages.

BUSINESS PROCESS AUTOMATION 
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SCENARIO: CHANNEL RENEWAL

Overview

Today’s financial enterprises are under pressure to provide a more seamless customer experience 

across multiple channels. Burdened by aging legacy systems and processes, their current channel 

silos and fragmented customer interactions result in high cost of sales and service, poor productivity, 

limited flexibility, duplication in maintenance of processes and systems, and, ultimately, presentation 

of an undifferentiated value proposition to customers. Microsoft channel renewal solutions enable the 

development of reusable business components when a channel such as an ATM, a call center, or a branch 

teller is renewed. When the next channel is renewed, the previous business components are used across 

both channels, leading to cross-channel integration, a more consistent customer experience, and a lower 

total cost for providing and maintaining the channels that connect with customers.

Benefits

Cross-channel consistency, superior customer experience, integrated sales and service platform, new 

business models in branch—from service to sales, new customer experience, operational efficiency, risk 

mitigation, and lower infrastructure costs

For more information, please visit www.microsoft.com/biztalk

“Because of all the hours we are 

saving on point-to-point integration 

projects, we are able to redirect our 

time to process management and 

being proactive on initiatives, instead 

of reacting to business problems.”  

—Jay Neathery,  

Director of Program Services, 

CommunityAmerica Credit Union
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Case Study

CommunityAmerica Credit Union (CACU) is a large and growing organization with 126,000 

active members. Senior management launched a business initiative to deliver a consistent customer 

experience across multiple contact channels while simultaneously increasing profitability and replacing 

paper-based procedures that management considered too inefficient and costly. CACU implemented 

a new infrastructure based on using business process automation to automate and optimize processes 

spanning channels. This included integration with CACU’s existing legacy systems, a Web-based 

member banking site, interactive voice response, and customer relationship management business 

systems. Additionally, operational efficiencies were driven through automation and routing of 

electronic forms and business process orchestration.

SCENARIO: PAYMENTS 

Overview

Financial services enterprises face increasing challenges in managing the movement of money to settle 

transactions. Today’s processes are typically based on disparate, nonintegrated systems, lack integration 

with customer accounts, provide weak compliance and audit capability, have limited automation of 

payment transactions, and have high intercountry transaction costs. All of this occurs as payments are 

being increasingly commoditized in the marketplace. Microsoft’s focus on payments helps provide 

the ability to consolidate and standardize payment processing, financial messaging, and archiving 

operations (leveraging open financial standards like SWIFT, FIX, IFX/OFX, Check 21, etc.). This helps 

reduce the complexity and cost base associated with payments and helps create the opportunity for 

new products to increase fee generation and customer knowledge. For corporate-to-bank payments, 

lowering the costs and reducing the complexity of the technology backbone for payments helps  

create an environment that allows both corporations and banks to more easily address this pressing 

issue together.

Benefits

Based on broadly accepted industry standards; minimizes internal costs related to originating, 

settling, and reconciling financial transactions between corporations; provides a secure, reliable, and 

economically viable messaging platform for securities and banking transactions; and integrates with 

existing and legacy systems

Case Study

Sekerbank, a leading Turkish private commercial bank, was looking for a reliable but low-cost way 

to manage SWIFT messaging for international trade, funds management, e-banking, and workflow. 

It implemented a business process automation solution to manage messages for international trade, 

funds management, and capital market transactions. Seventy-five percent of SWIFT messages are now 

created automatically without any human intervention or manual entry. Sekerbank has also enabled 

users to send financial messages from every branch desktop PC, and is giving this same capability 

to its Internet customers and call center users. The solution went from concept to production and 

immediately saved Sekerbank $100,000 in development savings. Going forward, this solution also gives 

the bank operational savings due to a reduced number of staff involved in managing operations. The 

bank has chosen this as a strategic business process automation platform for all financial applications.

“Seventy five percent of SWIFT 

messages are now created 

automatically without any human 

intervention or manual entry. The 

number of people hired for SWIFT 

operations has decreased and 

the process cycle of end-to-end 

messaging has been accelerated.”   

—Tanol Türko-lu, 

Assistant General Manager, 

Sekerbank
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MICROSOFT SOLUTIONS FOR 
FINANCIAL SERVICES BUSINESS 
PROCESS AUTOMATION

Customer Care Framework:  
The Integrated Channel Renewal Solution

The Microsoft® Customer Care Framework (CCF) leverages existing 

banking service capabilities and unlocks new potential for business 

innovation. By connecting a bank’s existing line-of-business (LOB) 

applications to its service channels, CCF delivers substantial business 

agility and control over the customer experience. CCF provides a 

modular framework combined with a suite of powerful tools that 

enables banks to define objectives and deliver results in a fraction 

of the implementation time required by alternative approaches. CCF 

leverages data and functionality from any LOB application and presents 

it in the appropriate context for the user based on current activity. 

Leveraging Microsoft .NET connection software, the CCF desktop 

provides unprecedented functionality combined with ease of 

deployment and management. Integrated components include the 

Customer Care Framework (Smart Client Desktop, Middle Tier Server), 

Microsoft SQL Server™, BizTalk® Server, Windows Server™, Microsoft 

Speech Server, and Microsoft Live Communication Server.

BizTalk Accelerator for SWIFT:  
The Integrated Payments Solution

The Microsoft BizTalk Accelerator for SWIFT (A4SWIFT) enables 

securities firms, banks, and their corporate customers to implement an 

integrated, end-to-end payment process that automates the initiation, 

settlement, and reconciliation of payments, trades, cash management, 

and other financial transactions. This can produce a dramatic 

reduction in the time and cost associated with settling and reconciling 

transactions. This framework leverages real-time business process 

activity information to give you insight into your end-to-end processes. 

By using the integrated capabilities of the Business Activity Monitoring 

(BAM) framework, your business analysts now have direct visibility into 

payment transactions across all the systems or human workflow tasks 

that touch those transactions.

Integration of Microsoft Office InfoPath® provides information workers 

with dynamic forms to gather and share information across a wide 

range of business processes. A4SWIFT provides out-of-the box support 

for all SWIFT FIN and XML messages as InfoPath templates, allowing 

manual message entry and repair facilities. This can be extended to 

other payment message formats, as desired. Comprehensive validation 

of the outgoing messages is performed against message standards, 

including the set of network validation rules present in the SWIFT User 

Handbooks, market practices, and specific business solution templates. 

It also incorporates predefined workflows that define verification steps 

for all messages entered or repaired manually.

Integrated components include BizTalk Accelerator for SWIFT, SQL 

Server, BizTalk Server, Windows Server, SharePoint® Portal Server, and 

Microsoft Office InfoPath.

For more information on these solutions  
and the set of Microsoft business process 
automation technologies, please visit  
www.microsoft.com/biztalk.


