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Elevating operational efficiency 
and effectiveness for a major bank

The challenge

Following scrutiny from key stakeholders, a major bank determined that it required an experienced, 

next-generation Customer Due Diligence (CDD) Operate provider to deliver a flexible and cost-

effective solution without compromising on quality. They engaged Deloitte’s Financial Crime 

Operate services to review and enhance a substantial population of high-risk customer files 

while ensuring minimal impact on BAU CDD operations and affected customers.

Compliance transformation

Achieving over 30% cost savings and 75% reduction in review times 

through strategic collaboration and innovative solutions

Operate with confidence.
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A successful partnership

Drawing on experience from other large-scale offshore financial crime operations projects, we 

deployed a tailored solution to meet the client’s specific requirements. 

A combination of trusted onshore and offshore operating models was leveraged alongside 

support from multiple global delivery centres. Flexible access to talent enabled us to scale up or 

down in response to changing business requirements and spikes in demand. Approximately 125 

AML/KYC professionals, with expertise in project management, quality assurance, risk processes, 

and financial crime, supported this end-to-end customer due diligence process.

Our multi-disciplinary teams, technology, and accelerators drove efficiency and consistency, 

facilitating key collaboration with the client’s internal teams. This included prioritisation, decision-

making, strategy, and risk management, which allowed the client to effectively determine which 

cohorts of customer files to prioritise. Enacting specific treatment plans resulted in efficient and 

high-quality reviews.
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Successful Pilot Programme 

• Demonstrated the effectiveness of the operating model by testing the underlying assumptions for 

case processing through an initial pilot.

• Developed a quality assurance methodology and a risk-based approach aligned with Anti-Money 

Laundering (AML) and Counter-Terrorism Financing (CTF) programme requirements.

• Fostered significant engagement and collaboration across the client stakeholder teams, including 

financial crime operations, quality assurance and standards, audit, as well as the respective business 

units.

Improved efficiency and cost savings 

• Efficiency improvements led to cost savings of over 30% for the client.

• Utilised targeted data analytics to determine that 25% of cases were considered ‘lower risk’ and 

therefore suitable for an expedited review process. This reduced review time by 75% per case 

compared to a standard case review by the client’s BAU team.

Continuing the Operate Journey 

• After uplifting the initial population of high-risk customer files, our team was retained to review 

additional populations and provide ongoing support to the client with their CDD operations.

The outcomes

Contacts

Ready to set your business apart? Contact us to 

discover your Operate possibilities.

Karin de Jong

Partner

KadeJong@deloitte.nl

Guido Penzhorn

Director

gpenzhorn@deloitte.nl 

mailto:KadeJong@deloitte.nl
mailto:gpenzhorn@deloitte.nl


Deloitte refers to one or more of Deloitte Touche Tohmatsu Limited (“DTTL”), its global network of member firms, and their related entities (collectively, the “Deloitte organization”). DTTL (also referred to as “Deloitte Global”) and each of its member firms and related 
entities are legally separate and independent entities, which cannot obligate or bind each other in respect of third parties. DTTL and each DTTL member firm and related entity is liable only for its own acts and omissions, and not those of each other. DTTL does not provide 
services to clients. Please see www.deloitte.com/about to learn more.

Deloitte provides industry-leading audit and assurance, tax and legal, consulting, financial advisory, and risk advisory services to nearly 90% of the Fortune Global 500® and thousands of private companies. Our professionals deliver measurable and lasting results that help 
reinforce public trust in capital markets, enable clients to transform and thrive, and lead the way toward a stronger economy, a more equitable society and a sustainable world. Building on its 175-plus year history, Deloitte spans more than 150 countries and territories. 
Learn how Deloitte’s more than 415,000 people worldwide make an impact that matters at www.deloitte.com.

This communication contains general information only, and none of DTTL, its global network of member firms or their related entities is, by means of this communication, rendering professional advice or services. Before making any decision or taking any action that may 
affect your finances or your business, you should consult a qualified professional adviser. No entity in the Deloitte organization shall be responsible for any loss whatsoever sustained by any person who relies on this communication. 

© 2025. For information, contact Deloitte Netherlands.


	Slide 1
	Slide 2
	Slide 3
	Slide 4

