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Introduction
Hyperautomation: Is it indeed all hype, 
or the future of customer experiences?

Emerging technologies are transforming financial 
services. When applied effectively, they can 
enhance operational efficiency, introduce innovative 
products, and win customer loyalty. 

It’s a concept that integrates advanced 
technologies like Artificial Intelligence (AI), Machine 
Learning (ML), Robotic Process Automation (RPA), 
and Business Process Management (BPM) to 
automate every possible interaction or process 
within an organisation that can be.

However, hyperautomation brings challenges, 
including data privacy, ethical issues, and the fear 
of job redundancy. It’s crucial to balance automated 
processes with the human touch for those 
customers who need it. 

In the context of hyperautomation, another 
concept like “Garbage In, Garbage Out” (GIGO) is 
often referred to as “automation of inefficiency” or 
“automation of flawed processes.” This means that 
if the underlying processes and data are flawed or 
inefficient, automating them will only magnify those 
issues rather than solve them. So human oversight 
is vital. 

As hyperautomation adoption accelerates, it 
presents new opportunities and challenges 
for financial institutions. According to Gartner, 
hyperautomation is one of the top strategic 
technology trends, set to revolutionise the industry. 

This whitepaper explores how hyperautomation is 
transforming financial services, examining drivers, 
benefits, costs, examples, and best practices. We’ll 
also look at future trends and implications for the 
sector and its stakeholders.

Dive in to see how hyperautomation is reshaping 
the financial landscape.



Hyperautomation is a term that was coined by Gartner in 2019. It’s the 
coordinated use of multiple technologies including, but not limited to, RPA, 
AI, Machine Learning and Business Process Management (BPM) to scale 
automation within a business.

Gartner’s definition of hyperautomation

Hyperautomation is a business-driven, disciplined 
approach that organisations use to rapidly identify, vet, 
and automate as many business and IT processes as 
possible. Hyperautomation involves the orchestrated use 
of multiple technologies, tools, or platforms, including: 

artificial intelligence (AI)

machine learning (ML)

event-driven software architecture

robotic process automation (RPA)

business process management (BPM) 	

intelligent business process management suites (iBPMS) 

integration platform as a service (iPaaS)  

low-code/no-code tools

packaged software 

and other types of decision, process, and task automation tools. 

(Source: Hyperautomation | Glossary | Information-technology | Gartner)

Exploring the future of FinServ 4

https://www.gartner.com/en/information-technology/glossary/hyperautomation


Exploring the future of FinServ 5

The digital accelerator
Technology is constantly evolving, and 
even before the pandemic, it was clear 
that the digital outlook for businesses 
was changing. Transformation was 
inevitable. The pandemic effectively 
placed a rocket under the hood and 
gave businesses no choice but to act. 

As a result, clients and consumers have become 
much more accustomed to seamless automated 
experiences; in fact, they now expect it. There
was a surge in demand for digital financial products 
and services, such as loans, insurance, investments, 
and payments. This shift also transformed customer 
expectations, as they began to expect seamless, 
personalised automated experiences across 
multiple touchpoints.

Moreover, there was a significant cultural shift in 
how and where we work. Working from home or 
adopting a hybrid model has become commonplace. 

Remote and hybrid working have endured for many, 
requiring businesses to adapt. Digital collaboration 
and meeting tools have become the norm - who 
wishes they had bought shares in Zoom and Teams 
when the first lockdown loomed!

The cultural shift
Before the pandemic: Only about one in eight 
working adults reported working from home.

Recent data: The Office for National Statistics 
reported that 40% of working adults worked from 
home at some point in the past seven days.1

A quantum leap
According to a McKinsey survey, digital 
adoption has taken a quantum leap at both 
the organisational and industry levels, pushing 
companies over the technology tipping point and 
transforming business forever.2

Report link COVID-19 digital transformation & technology | McKinsey.3

The COVID-19 crisis has accelerated the digitisation of 
customer interactions by several years
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https://www.mckinsey.com/capabilities/strategy-and-corporate-finance/our-insights/how-covid-19-has-pushed-companies-over-the-technology-tipping-point-and-transformed-business-forever
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The tech quartet
The core technologies driving hyperautomation can be thought of as a powerful 
quartet, working in harmony to enable intelligent automation across business 
processes:

Artificial Intelligence (AI)

Enabling intelligent decision-
making. While ChatGPT has 
garnered significant attention 
for its conversational AI 
capabilities, it’s not the only 
tool helping to transform 
customer experiences. Artificial 
intelligence (AI) encompasses 
a wide range of technologies 
that are shaking up how 
businesses interact with and 
serve their customers.

Key applications
•	Uncovering insights from

massive data sets to predict
trends and optimise critical
processes like credit decisions 
and risk management

•	Gauging customer sentiment
through AI-driven analysis,
enabling proactive responses
tailored to their needs

•	Powering intelligent chatbots,
virtual assistants, and real-
time fraud detection systems.

Robotic Process 
Automation (RPA)

Automating repetitive tasks. 
RPA uses software bots to 
automate repetitive, rule-based 
tasks across various processes. 
RPA bots can interact with 
applications, extract data, and 
perform actions mimicking 
human steps.

Key applications
•	Automating repetitive, rule-

based tasks like data entry,
transaction processing, and
document handling, reducing
errors and costs

•	Streamlining processes like
customer onboarding, loan
processing, and regulatory
reporting by automating data
extraction, validation, and
integration

•	Scraping data from various
sources for efficient analysis
and processing

•	Optimising anti-fraud
workflows and tasks, boosting
accuracy and efficiency.

Business Process 
Management (BPM)/ 
Intelligent Business 
Process Management 
(iBPM)

Business Process Management 
(BPM) provides the foundation 
for modelling, optimising, and 
managing business processes 
and workflows. Intelligent 
BPM (iBPM) takes it further 
by incorporating AI, ML, and 
real-time analytics to enable 
intelligent process automation 
that adapts based on data 
insights.

Key applications
•	Modelling, optimising, and

managing business processes
and workflows for better
understanding and analysis

•	Automating repetitive tasks
and workflows to reduce
manual effort and increase
efficiency

•	Tracking and monitoring
process performance using
KPIs, identifying areas for
improvement

•	Continuously optimising
processes based on data-
driven insights, ensuring
alignment with business goals
and customer needs

•	Enabling intelligent process
discovery, predictive process
monitoring, adaptive process
automation, and AI-driven
decision-making.

Machine Learning (ML)

Providing valuable insights. 
ML algorithms enable 
systems to learn and adapt 
from data inputs, providing 
valuable insights and enabling 
intelligent decision-making. 
In the context of financial 
services, ML can be leveraged 
in the following ways.

Key applications
•	Analysing customer data,

transaction patterns, and
financial records to provide
personalised product,
service, and investment
recommendations tailored
to individual preferences and
risk profiles

•	Enabling predictive analytics
for credit risk assessment,
fraud detection, and market
forecasting through historical
data analysis

•	Assessing and mitigating
risks associated with lending,
investments, and other
financial activities

•	Identifying anomalies and
suspicious activities in real-
time for proactive fraud
prevention

•	Providing insights for
continuous process
optimisation by analysing
data and identifying
bottlenecks.
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Hyperautomation has the potential to revolutionise 
the entire customer journey, from initial onboarding 
to ongoing transactions and personalised offerings.

Here’s a few ways how:

Seamless onboarding and KYC compliance
By leveraging AI, RPA, and biometrics, 
hyperautomation streamlines the customer 
onboarding process while ensuring compliance 
with Know Your Customer (KYC) regulations4. 

It can automate data extraction from documents, 
verify information against databases to detect 
fraud, and intelligently assign tasks for review 
and approval. This accelerates onboarding 
while maintaining regulatory compliance, 
providing a smooth and hassle-free experience 
for new customers.

Efficient loan and mortgage processing
Hyperautomation can automate the collection 
and analysis of applicant information, such as 
credit scores and financial records using APIs 
and Open Banking. AI-driven risk assessments 
ensure accurate loan approvals, reducing the 
risk of approving risky loans. This results in 
faster processing times and a vastly improved 
customer experience for lenders.

Robust transaction monitoring and AML 
compliance
It can be deployed to automatically identify 
suspicious transactions using predefined 
rules and criteria, flagging them for detailed 
investigation. 

This ensures Anti-Money Laundering (AML) 
compliance while providing a seamless 
experience for legitimate customers, 
minimising disruptions, and maintaining trust.

Personalised marketing and cross-selling 
opportunities
By analysing customer data, FinServ can create 
tailored marketing campaigns and product 
recommendations in app or via channel of 
choice to customers. This personalised approach 
boosts customer engagement and enables 
effective cross-selling opportunities 
throughout the customer lifecycle.

Continuous regulatory reporting and 
compliance
Hyperautomation can be used to automate 
regulatory reporting processes by collecting 
data from various sources, validating it, and 
generating standardised reports. It enables 
real-time monitoring and ensures continuous 
compliance with evolving regulations5.

Product personalisation and switch alerts
Personalised product offerings become 
much more tailored based on customer 
behaviour and user preferences. By analysing 
customer data and transaction patterns, 
hyperautomation can identify opportunities for 
product switches or upgrades that better align 
with the customer’s needs.

Automated alerts and recommendations can 
be triggered, ensuring customers are informed 
about relevant product options so facilitating a 
seamless transition to more suitable offerings.

Transforming experiences
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The customer gains
Customer outcomes and experience 
should already be top priority for 
businesses, even more so now that 
Consumer Duty is here. Businesses 
must find a way to deliver ‘A rated’ 
customer processes and services that 
don’t break the bank.

Customer service is the key to building trust and 
loyalty. It can also be a vital way of differentiating 
yourself from your competitors. 

And hyperautomation can me a powerful tool in 
your arsenal!

The digitally native population are growing up and 
expect a frictionless banking experience in exchange 
for their customer loyalty. Customer experience is 
critical for business to not only attract new customers 
but to keep existing customers onside and to upsell 
new products and services.

Here’s a look of the key benefits for customers and 
organisations.

Speed and efficiency: Faster
processing of customer requests, 
reducing wait times significantly (e.g., 
automated loan approvals in minutes).

24/7 service: AI-driven chatbots and
virtual assistants provide round-the-
clock support, improving customer 
satisfaction.

Personalised services and tailored 
financial advice: AI algorithms analyse
customer data to offer personalised 
financial advice and products matching 
individual needs and preferences.

Customer benefits of hyperautomation

Improved accessibility: AI-powered
credit scoring models consider 
broader data points, allowing more 
people, including those with limited 
credit history, to access loans.

Increased security and fraud 
protection: AI-driven systems monitor
transactions in real-time, identifying 
and preventing fraudulent activities 
more effectively.

Cost savings: Automation reduces
operational costs for banks, which can 
be passed on to customers in the form 
of lower fees and better interest rates.
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Operational benefits for financial services

Operational efficiency
Cost reduction by minimising 
manual intervention and labour 
costs. Scalability to handle 
increased workloads without 
proportional cost increases.

Risk management
Enhanced risk analysis using
AI/ ML models for better risk 
mitigation strategies. Automation 
of compliance processes ensures 
adherence to regulations with 
minimal errors.

Innovation and competitive 
advantage 
Rapid development and 
deployment of new financial 
products/services. Data-driven 
strategic decisions and 
identification of new market 
opportunities.

Enhanced fraud detection
Proactive fraud prevention 
by continuously monitoring 
transactions and detecting 
fraudulent activities that 
traditional methods might miss.

Improved data management
Hyperautomation enables better 
data integration, quality, and 
governance across disparate 
systems, leading to more 
accurate and timely insights.

Customer retention
Improved service delivery and 
faster response times increase 
customer satisfaction and loyalty. 
Personalisation by offering 
tailored products/services 
based on AI-driven insights.
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Real world examples
While “hyperautomation” is a relatively 
new term, FinServ firms have been 
integrating AI, RPA, Machine Learning, 
and automation for years, accelerated 
by the pandemic.

Traditional banks carefully manage risk, running 
pilots before full implementation, initially focusing 

on areas like fraud detection and customer service 
automation6.

Unencumbered by legacy systems, neo and 
challenger banks like Monzo and Revolut are rapidly 
deploying hyperautomation across customer 
touchpoints, offering seamless, personalised 
experiences7.

Lloyds Banking Group8

User case |

Solution   |

Benefits   |

Transaction monitoring and direct debit 
refunds

Implemented ServiceNow’s9 
hyperautomation solutions integrating 
AI, RPA, and process automation

Automated 82% of direct debit refunds 
in under 30 seconds and over 90% of 
payment exception handling

Barclays11

User case |

Solution   |

Benefits   |

Fraud detection and prevention

AI-powered transaction monitoring 
system to identify and prevent fraudulent 
activities in real-time

Significantly reduced fraud incidence 
and enhanced security

Revolut (Challenger Bank)12

User case |

Solution   |

Benefits   |

Personalised financial insights

AI-powered analysis of customer 
transaction data and spending patterns 
to provide personalised insights and 
recommendations

Enabled customers to make informed 
financial decisions and better manage 
their finances

Natwest13

User case |

Solution   |

Benefits   |

Personalised product recommendations

AI-powered platform analysing customer 
data to recommend tailored products 
and services

Increased customer engagement and 
cross-selling opportunities through 
personalised offerings

Starling Bank (Challenger Bank)14

User case |

Solution   |

Benefits   |

Personalised budgeting and savings

AI-driven analysis of customer income 
and spending patterns to provide 
personalised budgeting and savings 
recommendations

Helped customers better manage their 
finances and achieve their financial 
goals

Monzo (Challenger Bank)10

User case |

Solution   |

Benefits   |

Personalised customer service

AI-driven analysis of user behaviour 
and pain points, empowering customer 
service reps to handle 85% of daily 
queries directly

Improved customer satisfaction through 
personalised and efficient service
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Challenges to 
hyperautomation
Hyperautomation is a fundamental shift in approach and therefore is not an option 
to be taken lightly. A clear strategic roadmap to implementation is needed to 
ensure the smooth transition to an automated future for your business. 

The benefits to hyperautomation are clear, but as
with any digital transformation, there are also draw-
backs and fundamental considerations that, if not 
considered, could spell disaster for firms. Careful 
consideration is needed for each process to make 
sure that automation IS the right answer. 

Main challenges

Data quality and availability

To deliver effective hyperautomation, a vast amount 
of high-quality data is needed to ensure accurate 
decisions and outcomes. Remember GIGO! Ensuring
data integrity and completeness is imperative. 

Customer inclusivity

All customer populations must be included in process 
reviews before implementing hyperautomation. Fully 
automating processes may not be in the best interests 
of certain customer segments, such as those classified 
as vulnerable.

Underlying process issues

If the underlying processes to be automated have 
inherent issues, hyperautomation will only reinforce 
and exacerbate these problems, leading to further 
complications.



Exploring the future of FinServ 12

Challenges to hyperautomation cont.

Mitigating risk

The main risks for implementing hyperautomation for banks and financial services firms are:

Resistance to change
Employees may hesitate to adopt new 
technologies, which can slow the adoption 
process. 

To mitigate this risk, banks and financial services 
firms need to communicate the benefits and 
value of hyperautomation to their employees, 
provide adequate training and support, and 
foster a culture of innovation and collaboration11.

Ethical issues
Automating decisions that affect customers 
and stakeholders can raise ethical issues, such 
as bias, transparency, accountability, and fairness. 

To mitigate this risk, firms need to adopt 
ethical principles and frameworks for their 
hyperautomation solutions, such as explainability, 
auditability, and human oversight. They also 
need to engage with their customers and 
stakeholders to understand their expectations 
and concerns.

Security concerns
Automating sensitive processes can increase 
the risk of cyber-attacks and data breaches. 

To mitigate this risk, FinServ must ensure that 
their hyperautomation solutions comply with 
the industry standards and regulations, such 
as GDPR, PCI DSS, and ISO 27001. They also 
need to implement robust security measures, 
such as encryption, authentication, and 
monitoring.

Accuracy and IP Infringements
According to a recent survey from McKinsey 
respondents to the latest survey are more 
likely than they were last year to say their 
organisations consider inaccuracy and IP 
infringement to be a relevant risk to their use 
of gen AI.15 

To mitigate this risk firms should etablish clear 
IP rights, invest in data validation, and maintain 
transparency in AI processes. Regularly updating 
risk protocols is also essential to address 
evolving challenges.

Fear of role redundancy
Legitimately or not the term AI brings with 
it fear and concerns that robots may replace 
humans and lead to job role redundancy. 

To mitigate this risk firms should clearly 
communicate automation will augment, not 
replace employees. They should also invest in up 
skilling staff for higher-value roles. Involve 
employees, highlight benefits, implement 
gradually, and communicate openly.



Exploring the future of FinServ 13

The road to adoption
Implementing hyperautomation may seem daunting, here’s how you can ‘eat the 
elephant one bite at a time’:

• With digital transformation becoming
more of a necessity rather than an option,
introducing a hyperautomation strategy
could well be the key to bringing businesses
into the latest digital age, keep up with the
demands of their customers and remain
competitive amongst their rivals

The future of 
hyperautomation 

in FinServ

• Begin by conducting a comprehensive
assessment of your organisation’s processes,
identifying areas that are ripe for automation

• Prioritise processes based on their impact,
complexity, and potential for cost savings or
revenue generation

• This step will help you determine where to
focus your initial efforts and resources

Assess and 
prioritise processes

1

• Develop a robust governance framework to
ensure proper oversight, risk management,
and compliance throughout the
hyperautomation journey

• This framework should include policies,
standards, and guidelines for the development,
deployment, and maintenance of automated
processes

Establish a 
governance 
framework

2

• Assemble a cross-functional team
comprising representatives from various
departments, including IT, operations,
compliance, and business units

• This team will collaborate to identify
automation opportunities, define requirements,
and oversee the implementation process

Build a cross- 
functional team

3

• Start with a pilot project to test the waters
and gain valuable insights

• Choose a process that is well-defined and
has a high potential for automation success

• Use this pilot to refine your approach,
identify challenges, and gather feedback
from stakeholders

• Iterate and make necessary adjustments
before scaling up

Pilot and iterate

4

• Hyperautomation will inevitably lead to
changes in roles and responsibilities within
your organisation

• Invest in upskilling your workforce to ensure
they have the necessary skills to work
alongside automated systems

• Additionally, implement a robust change
management strategy to facilitate a smooth
transition and foster a culture of continuous
learning and adaptation

Invest in upskilling 
and change 

management

5

• Hyperautomation relies on the seamless
integration and orchestration of various
technologies, such as AI , RPA, and ML

• Consider which technologies you already
have access to and are familiar with, start
there and build out their application

• Ensure that these technologies are
compatible and can communicate effectively
with each other, enabling end-to-end
automation of complex processes

Integrate and 
orchestrate 

technologies

6

• Hyperautomation is not a one-time
implementation; it’s an ongoing journey.
Continuously monitor the performance of
your automated processes, gather feedback,
and optimise them as needed

• Leverage the data and insights generated by
your hyperautomation framework to identify
areas for improvement and drive continuous
innovation

Continuously 
monitor and 

optimise

7

8
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Conclusion

Trailblazers in both the traditional and neo banking
spaces are reaping the rewards of hyperautomation, 
streamlining processes, enhancing decision 
intelligence, and delivering exceptional customer 
journeys. As the financial sector continues to evolve,
those at the forefront of this technological revolution
will be well-positioned to thrive in an increasingly 
digital landscape.

Technology is evolving at such a fast pace; it can  
be challenging to keep up. 

Our unique single vendor solution seamlessly 
blends Tech Mahindra’s digital transformation 
prowess with Target’s FCA-regulated financial 
services expertise. This winning combination can 
help you unlock efficiency, accelerate growth and 
fast track innovation.

Get in touch today to begin the conversation.

Hyperautomation isn’t just a nice to have but an essential tool in your transformation 
arsenal. While traditional banks face challenges due to their established systems, 
neo banks’ agility allows them to embrace hyperautomation more swiftly, reaping 
immediate benefits. As the technology landscape evolves, the ability to integrate 
and leverage AI, RPA, BPM, and iBPMS will be crucial for competitiveness.

Vice President at Gartner says

’Hyperautomation has 
shifted from an option to    
a condition of survival’ 
Gartner expects that by 2024, organisations 
will lower operational costs by 30% by 
combining hyperautomation technologies 
with redesigned operational processes. 

(Source: Gartner forecasts worldwide hyperautomation 
enabling software market to reach nearly 600 billion by 
2022, 28 April 2021 | Gartner)16

https://www.targetgroup.com/contact-us/sales-enquiry/
https://www.gartner.com/en/newsroom/press-releases/2021-04-28-gartner-forecasts-worldwide-hyperautomation-enabling-software-market-to-reach-nearly-600-billion-by-2022
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