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ING countries being closed
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About ING Bank

ING countries (Retail and/or Wholesale Banking)

ING offices
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About our Story 

One Global Application 

! Consistency on compliancy
! Avoiding duplication

• 38 countries
• 4 clients segments
• 38m customers 
• 2400 KYC users



How it Started 



900 Million Dollars…
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KYC = short for ‘Know Your Customer’

What is KYC

Money laundering and terrorist financing 
To prevent  

Such as 
Tax evasion, drug violence, human trafficking, 

corruption, and trade of illegal goods

(Financial) crimes 

To fight 



Houston… 

• Dutch Prosecution investigated ING 

• Project called ‘Houston’

• Misuse of ING’s financial products 

• Shortcomings in the KYC processes

• ING settled in 2018 for 775M€ (900M$) 
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Causes flagged by Prosecutor 

• Lack of attention and priority 

• Business over compliance 

• No structural solutions 
(nothing gets fixed structurally)

• Lack of internal control and 
responsibility 

• Lack of escalation culture 



Our Way Forward 



To deliver 108 
strategic milestones 
in over 30 countries 
in 3 years  

By 10 build squads 
centrally
And
Over 500 project 
FTE in countries 

Over 35 million customers to be 
reviewed by 2400 analysts
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The Programs’ Devil’s Triangle 
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ING KYC Lifecycle and PEGA CLM  

Alert

Customer
On-boarding

KYC Onboarding 
& Review

Continuous 
Monitoring & 

Screening

Update
Risk 

profile  

Customer
Off-boarding

Continuous Monitoring & ScreeningEvent Driven or Periodic KYC Review

Where Pega CLM is used

Onboarding



Building Globally 
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Building Blocks for Success 

C-Level commitment

Vision ‘what does good look like’

Leverage IT eco-system 

Co-Design locally

Pilot and scale 

Celebrate! 
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3 Tech Ingredients to Build a Global Application

Strong layer cake thinking

Balance customization 

Set of principles



Way of Working
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Our Way of Working in One Image
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Balancing the Team(s) 

Process and business capabilities

Technical blocks
Balance to maximize 
the delivery flow
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28

39

46

Product Owner Business Analyst
Ops Engineer Pega Engineer
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Infographic of the Core Team

137 persons
6 nationalities Servicing 38 

countries

3

33

10
Pega Software Architect
Pega Senior Software Architect
Pega Lead Software Architect

1 application

3 working 
locations

2230 yearly
user stories

230 yearly
changes in PROD

14 teams

* Numbers shown are yearly totals for 2022

28 yearly
releases



And How We Solved Them
Issues Encountered
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Global Application Controls 

Test framework

Performance tests

Release train

Automated tests
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Of Course It Will Not Always Be a Smooth Ride 
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Solving the Problem(S)

Enhanced infrastructure

Optimized database

Greater usage of out-of-the-box

Revisited Queue Processor setup

Performance tests suite



Current Status
Where Are We Now?
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We Have Reached Our Goal

Harmonized and consistent process

1 Global standard, local uplift

All countries onboarded – speeding up 



What We Are (Most) Proud of

On time delivery of rollout calendar

91,5% fully automated case completion

2400 ING users

Teamwork IT-Business / Local – Global 

1M cases per Quarter, 2M cases per Quarter by end of ‘23

2.7M Clients reviewed so far, 7M in total by end of ‘23



Questions



Hear More






