
Fidelity Bank Ghana Enhances Customer Experience by 
Digitizing its Account Opening Process with Newgen 

Reduced TAT for account opening from an average of 4 days to 15 mins and 

improved first-time-right processing by 70%

About the Client

Fidelity Bank Ghana Limited, one of the leading banks in Ghana, offers a full range of 

financial products and services, including checking and savings accounts and debit cards, 

via various digital banking channels. The bank's successful journey to the top tier of the 

banking sector in Ghana has been largely driven by good governance, superior products, 

well-trained staff, and key investments in technology. 

As the largest privately-owned Ghanaian bank, Fidelity is focused on providing innovative 

and value-added products and services to its growing customer base.

4,000+ 
agents

Serving over 
one million 
customers 

75 
branches



The bank set out to digitize and transform its account opening process, with the goal of 

improving efficiency and enhancing customer experience. Their previous account opening 

process required various manual elements, resulting in high turnaround times (TATs) and 

errors. This had both reputational and legal implications. Additionally, the process did not 

afford customers the opportunity to initiate and create accounts at their convenience, 

from the comfort of a location of their choosing.

Before the implementation, the bank could only rely on walk-in customers and its sales 

agents to onboard new customers. 

To overcome these challenges, the bank chose Newgen as its technology partner.

Growth Bottlenecks

 Inconsistent customer 

experience 

 Siloed information 

 No reporting and monitoring 

tools

 Difficulty tracking requests in 

real time

 Reputational and legal risks

 High TAT

 Dependency on branch staff to 

initiate the process

 Lack of a centralized document 

archival system

Challenges Snapshot



Using  Fidelity Bank Newgen's online account opening software, digitized and 

standardized its account opening process. With our unified, web-based software, the bank 

has improved its customer experience by enabling anytime-anywhere account opening.

How Newgen Helped? 

Duplicity checks on
customer information

New gw eo nH

Digital 
management 
of customers' 

documents

Instant 
document 

upload

Instant account 
creation upon 

successful document 
upload and KYC

Automatic 
report 

generation 
with case 
tracking

Option for 
customers to 
choose their 

account number

Automatic 
email alerts and 

notifications

Improved 
service-level 

agreements and 
customer service

Intuitive and 
user-friendly 

interface

Reduced TAT 
for KYC



About Newgen

Newgen is a leading provider of low code digital automation platform. Globally, 

successful financial institutions, insurance, government, and shared services 

organizations rely on Newgen's industry-recognized products and applications-to 

manage their processes (BPM), content (ECM), and communications (CCM)-for connected 

operations. From customer onboarding to service requests, from loans and deposits to 

underwriting, and many more, Newgen's industry applications transform business-critical 

operations with agility. Newgen's cloud-based platform enables digital transformation 

initiatives for superior customer experience, optimized costs, and improved efficiencies. 

For more details, visit www.newgensoft.com

FOR SALES QUERY DIAL

AMERICAS: +1 (202) 800 7783

CANADA: +1 905 361 2824

AUSTRALIA: +61 290 537 174

INDIA: +91 11 40773769

APAC: +65 3157 6189

MEA: +27-11-461-6497 

EUROPE: +44 (0) 2036 514805

WRITE TO US

info@newgensoft.com 
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Business Benefits Achieved by Fidelity Bank 

Reduced 
customers' wait 

time by 75%

Better 
adherence to 
service-level 
agreements

Reduced 
operational 
expenses

Streamlined 
online account 

opening 
process

Improved 
compliance

Enhanced 
visibility and 

control
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