
Transforming digital 
banking processes 
with orchestration 
and automation using 
Camunda



Imagine a world where every customer 

interaction is automated, every document is 

instantly processed, and decisions are made 

in real time - what would that mean for 

your organisation?
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How many of you still rely on 
manual document 

processing in your daily work?



Does anyone here use AI or 
machine learning to process 

documents or data?



Oldest banking institution in Mauritius and sub-Saharan Africa

Employees: ~ 4,500

Customers: Over 1.1 million

Branches: 39 ATM: 150

Mobile App Users (MCB 
Juice): ~535,120

Countries of Operation: 10, 
including Madagascar, 
Seychelles, Maldives, 
Réunion, Mayotte, and France

Representative Offices: 
Paris, Johannesburg, Nairobi, 
Lagos, and Dubai



What was holding us back?

Lack of Process Visibility & Control

Time-Consuming Identity 
Verification

Disconnected Systems & Inflexible 
Architecture

Low Operational Efficiency

Compliance & Risk Exposure

Manual, Fragmented Processes



Vision for Transformation

Emphasis on improving turnaround times and customer experience 

Goal to digitise the end-to-end customer journeys 

Need for scalable, future-proof architecture 

Commitment to compliance and risk reduction 

Focus on omnichannel customer experience 

Laying the foundation for change 



Our Business Goals

66%

24x7 Self- 
Service

Quicker 
Response Time

Scalability to ride 
the wave



Our Target Approach with Hyperautomation
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Architecture

Document 
Repository

Omni-Channel 
(Web & Mobile)

API 
Gateway

IDP AI/ML 
Module

Document 
Microservice

Pages with low 
confidence score<  90%

Export Classified Documents and 
Generate Indexer files

Identity Proofing 

Central KYC

Core BankingRisk Profiling

CRM 

Datawarehouse

Camunda

Account to Account  
microservice

Onboarding 
microservice

Amendment 
microservice

Document Capture 
microservice

Trade Finance 
microservice

Letter of Credit 
microservice

Mortgage 
microservice

… microservice

RPA
Raise hits for adverse news, world 
checks, etc...

Middleware Broker 
Service (API)

Customer App



Camunda IDP

• IDP uses artificial intelligence (AI) and machine learning 
(ML) to identify, extract, and organise data from your 
structured and unstructured documents into a structured 
format you can use in your processes.

• For example, use IDP to extract and use data from invoices 
and other document types in your document processing 
workflow.



Main Processes  we are Leveraging on IDP

Customer Onboarding Letter of Credit for Trade Document Classification for 
existing customers

Amendment of Customer for 
KYC

Transfer of funds  A2A
Account to Account

Mortgage documents



Customer Onboarding



Customer Onboarding Process

• Proof of Address
• Proof of Identity
• Supporting Documents

Upload

• Legal ID, Name, DoB
• Address, Country
• Supporting Documents

Extract Data

• Orchestrate FE or BE 
Camunda flow

Integrate and Classify

• Customer Name

Call RPA

• Filter, sort and save data
• Resolve hits

Adverse News

IDP

RPA



Customer Onboarding Flow

Onboarding 
Front-end

Onboarding OCR BE

Utility bills 
uploaded 

Azure Document 
Intelligence

Encrypted data 
to be extracted

JSON Results

Autofill 
Details 
from 
Results

IDP: Extraction 
POI/POA

1

IDP: Extraction 
Customer 
Documents

2



Document Classification



AI/ML IDP Classifier

New/Amended 
Unclassified
Documents
  PDF Documents 

1

0

Train ML Model

Threshold is configurable 

Pages with high confidence score > 90%

2

Pages with low 
confidence score

<  90%
4

Distribute manual repair 
among  multiple users
  

3

Export Classified 
Documents and 
Generate Indexer files

5
Classified
Documents

Document 
Storage

AI/ML Model (LLM)



Benefits of IDP to our Processes

Automation of 
document 
workflows

Faster processing of 
high document 
volumes

Improved accuracy 
with AI and ML

Integration with 
enterprise systems

Cost savings 
through reduced 
manual labour

Enhanced 
compliance and 
auditability



Automation of Document Processes

❖ ~ 100 new customer individual applications per day

❖ End to End Flow per application  prior to IDP  ~  70 
minutes

❖ End to End Flow per application with IDP ~  25 
minutes

❖ Gain  45 minutes saved per application which is 
around ~64 % reduction in processing time per 
application

Gain  in Customer Experience Gain  in terms of Employee Experience 

• Faster account opening or service access around 5 
min per transaction

• Frictionless digital submission from home or on-the-go
• Instant corrective action—smoother user experience. 

• Only on documents having a low confidence and 
used as  a cross-check

• Increased confidence in the institution’s efficiency.



Customer Amendment



Faster Processing of High-Volume Documents

Document 
RepositoryWeb

Mobile

Camunda 
Amendment 

Service 

IDP AI/ML 
Module

Document 
microservice

Pages with low 
confidence score<  90%

Export Classified 
Documents and 
Generate Indexer files

EKYC Updates of around 200-500 applications per days



Improved Accuracy with AL/ML

Azure Document 
Intelligence

In-house document AI/ML 
application

Third party for Proof of 
Identity Verification using 
AI/ML and any other third 

party integration as 
required



Integration with Enterprise Systems

Risk ProfilingIntegration with 
our omni-channel 
platform using 
Camunda and 
IDP

Core banking solution Customer CRM  & 
Datawarehouse 



Cost Savings Through Reduced Manual Labour

Hyperprocess 
Automation

Faster 
Turnaround Time 

and optimised 
workforce 

automation

Fewer 
Human 
Errors

Real time 
monitoring and 

Optimisation 



Enhanced Compliance and Auditability

01 02 03 04

Policy 
Enforcement

Standardised 
Document 
Handling

Redaction and 
Data Privacy 
Controls

Real-Time 
Validation





Account to Account 
Transfer



Account Transfer with IDP

■ Microservice: doc classification, upload docs, archiving



The Outcome at MCB





Efficiency Gained

■ Before IDP: ~70 minutes per application.

■ After IDP: ~25 minutes per application (~64% time savings).

■ Faster onboarding and better customer experience.

■ Enhanced employee experience by reducing manual tasks.

■ Faster account opening and document verification (~5 
minutes).

■ Frictionless digital submission from home or on-the-go.

■ Real-time error handling and automated corrections.



Lessons Learnt

■ IDP enhances decision points in BPMN

■ Better compliance and traceability

■ Use microservice approach (scalable and reusable)

■ Digital assistant – who reads, understands and files everything in seconds

The key takeaway here: 

Automation is a journey - it’s about 
constantly evolving and improving."



Lessons Learnt

Cultural Impact

Evolving with Technology

Call to Action

■ Challenge the Status 

Quo

■ Embrace BPMN

■ Think Bigger

■ Beyond Efficiency

Unlocking Potential Across 

Industries

■ Build a Culture of 

Continuous Improvement

■ Empowerment through 

Clarity

■ Integration with 

Emerging Technologies

■ Adaptive Processes



When we think about the future of banking, 

most of us imagine digital apps, mobile 

wallets, or online loans. But the true 

revolution is happening under the hood - 

through process orchestration and 

automation.



Thank You
https://www.linkedin.com/in/yuvrajkeenoo/

https://www.linkedin.com/in/surajbali-bholanathsingh-phd-44141275/ 

https://mcb.mu/

https://www.linkedin.com/in/yuvrajkeenoo/
https://www.linkedin.com/in/surajbali-bholanathsingh-phd-44141275/
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