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Santander listed as the highest 
ranked European bank
Fortune’s 2025 World’s Most Admired Companies

Customers in Europe 
and the Americas

171M
Profits 
in 2024 

€12.5 B



Santander Legal 
Process Overview

• ~thousands Legal processes per 
month

• ~10 up to 200 pages per document

• Multiple Business Rules

• Manual signatures

• Verification of all bank products up 
to 5 years in the law suite

• Specialized workforce (Lawyers)

Challenges of automatization



Santander Legal Process
Value Chain

2023
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Automation
%

•Inbound of 
processes 
through the 
channels

•E-mail

• Physical 
documents

•Channels 
(API´s)

•Interpreta
tion of the 
processes

•Separation of 
cases where 
the bank is 
the defendant 
or a party in 
the process

•Register 
the 
processes 
in the 
other 
systems

•Elaborate on 
the answer, 
including the 

evidence.

•Compose 
the answer 

• High 
volume of 
Digital 
signature 
from bank 
as a 
attorney

•Final 
answer to 
the judge

AnswerIssuance Signature
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OCR Accuracy at the Screening Stage

Production

Bichi:

Miguel:
Like any innovative project, we faced significant challenges.

Semantic interpretation: “GenAI needed to be fine-tuned to 
understand technical terms and legal contexts. We created a 
specific legal corpus for fine-tuning.

Integration with legacy systems: “Pega was essential here. We 
created reusable connectors and APIs to ensure fluidity between 
legal, financial and compliance systems.”

Cultural adoption: Perhaps the biggest challenge was changing 
the mindset. We held workshops with the legal teams to show 
that technology would not replace, but rather enhance human 
work.
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Value Chain
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documents + 15 37%Full 
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Value Chain
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Quality Assurance and monitoring 67%

Automated

On going…



Santander Legal Process
Value Chain
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200k+
Cases 

Automated

99,5
Within the SLA

% 2M+
Pages of Non-

Structured 
documents 
interpreted

77%-
FTEs



Ricardo Miguel
Santander F1RST Digital Services Sr manager

Let’s Take a Coffee!

Ricardo Bichi
Santander F1RST  Digital Services Head
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