
ONLINE CUSTOMER ONBOARDING 
GROWS 400%
ENHANCED NEW ACCOUNT OPENING PROCESS IMPROVES BOTTOM LINE

VISION Simplify and Streamline Online Onboarding
Retail deposit growth is a key initiative at SunTrust, as the bank wanted to reduce its reliance on wholesale 
funding sources for capital. The majority of new account onboarding took place in person at the branch, 
while the Internet remained an underutilized source of new business for the bank, representing only a small 
fraction of new accounts opened. 

SunTrust’s management believed that an engaging customer experience with simplified end-to-end work 
automation would turn the online account onboarding business into a growth engine. For SunTrust to 
realize its business goals, they needed an agile onboarding solution that could cut processing time, increase 
booking rates of online applications, and accommodate the unique needs of the Internet. An enhanced 
online customer onboarding experience would also increase the volume of account activity and the 
percentage of applications funded and activated, while decreasing time-to-revenue for faster deposits and 
increased funding resources.

EXECUTION Simplified Processes Transform Online Onboarding 
Modifying SunTrust’s existing systems and processes to support the new processing requirements was a 
challenge. SunTrust knew that the new onboarding infrastructure had to evolve quickly with the changing 
requirements of the business. Traditional business software could not provide the agility needed to be 
successful and treat account onboarding as a case management process. Pega’s Build for Change® technology 
empowered SunTrust to create a new Sales Application Center (SAC). The bank used Pega to consolidate all 
content in order to reduce overall navigation time; enable customers to save a partially completed application 
and return to it later; and allow the customer to begin an application online and complete it with a contact 
center representative.

OUTCOME Double-digit Increase in Online Account Activations

Using Pega, SunTrust’s online new account opening operations are far more efficient, delivering profitability 
and a superior customer onboarding experience—with just an eight month implementation time. Through 
the SAC initiative, SunTrust has drastically reduced the processing time of online applications by 30 percent, 
delivering disclosures, identity verifications, and approvals in real time. The volume of new account applications 
has quadrupled with account activations increasing by 50 percent. Of these new accounts opened, 70 percent of 
them are brand new relationships to the bank. SAC also provides automatic account setup and enrollment and 
integrated account funding, enabling SunTrust to produce more detailed reporting and exceptions management 
to drive continuous process improvement.

“Our new Sales Application Center (SAC) solution has enabled us to simplify the account 
opening process and grow new accounts online by more than 400%.” 

Christian Casperson
Vice President, Business Process Lead, SunTrust

SunTrust is one of the U.S.’s largest financial holding companies, providing consumer, commercial, and investment 
services to a broad range of clients.
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▪▪  Increase activation rates and 
grow value of deposits

▪▪ Gain new customer retail 
accounts

▪▪ Streamline onboarding 
processes to improve 
operational efficiency

▪▪ Seamlessly integrate services 
between web, branch, and 
contact center 
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