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KYC that builds trust,
loyalty, and access

What is KYC?

KYC (Know Your Customer) is the process of verifying a
customer’s identity through documents, biometrics, or digital
signatures. It helps prevent fraud, ensures security, and builds
trust across sectors like banking, insurance, and digital
services.
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Why it matter:

Today, KYC is more than just a regulatory requirement,
it’s a moment to build confidence. When done right, it
helps customers feel safe, valued, and understood from
the very first interaction.

CX benefits of smart KYC:

C\)/ Good KYC processes can help businesses
increase their conversion rates and reduce
the costs of manual processing.

C\)/ KYC procedures encourage international
standardisation in the identification of
customers and adherence to AML and CTF laws.

@/ Companies can onboard full KYC customers
even from regions where in-person
verification is not feasible

@/ 40% of UK customers abandon onboarding
processes because they take too long or
require excessive effort.
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What dI'()]f) —Off pOintS dI'C What’s next for KYC?
dI‘iVing Clu Sto mers away? KYC is evolving into a continuous, real-time process using

behavior data and risk signals.

e Decentralized Identity (DID): lets customers share only
necessary data via secure digital wallets
e Zero Knowledge Proofs (ZKPs) confirm details like age or

location without revealing personal data
Why customers dI’Op off: e KYC, fraud detection, and AML will merge into smart Al
systems making verification faster, safer, and more private.

C\D/ Up to 40% of customers drop off during KYC due to friction
like manual uploads, unclear steps, or long wait times.

KYC is essential but often slows onboarding. When it feels slow or
unclear, customers drop off, breaking trust instead of building it.

72% of financial institutions reported onboarding drop-offs
C\_)/ in the past 12 months due to long or intrusive KYC
procedures.

68% of customers abandoned onboarding processes
(\/) because of “repetitive documentation” and “inconsistent
communication".

38% of mobile-first customers abandoned a financial
®/ application due to lacking the right identity
credentials, like a passport or digital ID.

, uxcam.com, ind

auiotix.com ‘
. I
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State of KYC in 2025

Global video KYC market is expected to grow from US The global KYC software market is projected to grow
5326 million in 2025 to US $1,018.3 million by 2033, at a from US $5.0 billion in 2024 to US $13.1billion by 2030,
CAGR of 15.3%. at a CAGR of 17.4%.

B
\J1

Asia-Pacilic leads KYC market growth with 18.6%
CAGR, driven by mobile customers using super-apps
and digital wallets.

Financial institutions faced US $4.6 billion in fines for
failing to meet AML and KYC obligations in 2024.
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The KYC systems segment is the fastest-growing in the Over 40% ol [irms using Al tools in compliance still
AML market, with a projected 1776 CAGR [rom 2024 to rely on manual intervention in more than half of
2020. their onboarding cases.
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In 2025 and beyond, KYC will shift from a static check
to a dynamic, Al-driven process powered by
automation, continuous monitoring, and
decentralized identity.

North America region currently dominates the e-KYC
market , holding a significant market share of over
40% in 2024.

2
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o US Country-specific identity verification
Leading 10 KYC . Revolut
beSt praCticeS — 02 ° ‘ monzo UK Disability-inclusive KYC process

Gl()b al 03 @ India KYC without agent support

04 mw%cbg Thailand Clear visual guidance for easy KYC
05 § ST India KYC rejoin support

06 Wi Festpac Australia Real-time identity confirmation

07 N nanovest Indonesia 60 seconds KYC

08 OSsBlcard India KYC renewal via DigiL.ocker

09 amazon pay India End-to-end guided KYC experience

10 gwise UK Clear document upload guidance




Revolut (US)

Country-specific identity verification

CX Challenge:

Customers from different countries face confusion and {rustration
when onboarding flows present generic or irrelevant identity
requirements, leading to drop-offs.

How Revolut is tackling it:

Revolut redesigned its mobile KYC flow with the following adjustments:

e Country-based flow customization: App first identifies the customer’s
country/citizenship.

e Localized document options: For example, in Germany, customers can
choose from residence permits, visas, or passports, while in Finland, the app
restricts options to only a passport or national ID.

e Dynamic ID (Tax ID) number request: In Germany, customers are prompted
to enter their IdNr (Tax ID), whereas in Finland, the app requests their Social
Security Number (SSN).

Revolut

Country of residence Enter SSN

8 Your data is safely encrypted
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Enter IdNr
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Adaptive KYC flows based on customer’s country (Germany)

Country of residence

The terms and services which apply 10 you, will depend |
on your country of residence

Verify your
identity with a
quick photo

S

(%) L e . 7 8

Are you a citizen of
Germany?

We need this iInformataon 10 comgdy wih local
regulathons

Pick an original
document to
upload

”M.i“’hm‘b‘o,‘m'm
IR 0 Germany s vertty who peu ace Dota
B processed securcly

Create passcode

Germany i
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Step 1. Step 2. Step 3.
Select Germany as the country of Take a quick photo for identity verification Confirm German citizenship and
residence and tap “Sign up securely.” and create a 6-digit passcode. upload an original ID document.
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Adaptive KYC flows based on customer’s country (Germany)

What do you want

to use Revolut
for?

Germany: is it your Enter IdNr
sole tax residence? [ ® "o e

Pooocn

Everyday needs

-
v @
o ol

@ Mo mon

Step 4. Step 5. Step 6.
Capture a clear photo of the visa page Confirm if Germany is the sole tax residence, Select the purpose of using Revolut such
by aligning all corners in the frame. then enter IdNr (Tax Identification Number) as transfers, savings or global spending.
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Adaptive KYC flows based on customer’s country (Finland)

nsie oll T ns2¢ w FTa

Country of residence Verify your identity
with a quick photo

Are you a citizen of
Finland?

We need this information to comply with local

Finland regulations

Fe)

Gl
LOG IN WITH A

LOOK

4
AN 4

Step 1. Step 2. Step 3.
Select Finland as country of residence and Verily identity by taking a quick selfie Confirm whether a citizen of Finland
tap “Sign up securely”. Log in securely using photo as instructed. by selecting "Yes" or "No".

face ID or your password.
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Adaptive KYC flows based on customer’s country (Finland)

Verify your identity

Pick a document to
verify your identity

Make sure your details are clear and
unobstructed

Submit photo
Continue

Retake photo

Change your citizenship

Step 4.

Select a valid document (passport or
national ID) and capture a clear photo
for identity verification.

(_
Finland: is it your sole Enter SSN
tax residence? @ Your data is safely encrypted

Submitting the tax information of all your
residences is a regulatory requirement

| THE '™

E G =
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Step 5.

Enter the Social Security Number (SSN)
and confirm if Finland is the sole tax
residence.

What do you want to
use Revolut for?

Everyday needs

X Transfers B Scheduling payments
Professional account &= Metal card
B Budgeting I View accounts in one place

13! Shopping deals <18 account

Global spending

& Overseas transfers Foreign exchange
£ Spending abroad X Airport lounge access

A Hotel bookings

Savings, credit and investments

==

/> Invest in goid & silver

Step 6.

Select the intended purpose of using
Revolut such as transfers, budgeting or

global spending.
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Monzo (UK)
Disability-inclusive KYC process \'/ monzo

CX Challenge:

Digital accessibility remains a key barrier in the KYC process for many customers.
Individuals with disabilities such as those who are deaf, non-verbal, or visually
impaired often face difficulties completing identity verification independently.

How Monzo is tackling 1t :

e Inclusive KYC experience: Monzo’s KYC flow is designed for accessibility,
allowing disabled, deaf, and neurodivergent customers to verily their
identity independently and comfortably.

e Clear visual guidance: A blur-to-clear face capture helps customers with S e Smooth blur effect
: . ) : language to verify gives customers
visual or cognitive challenges navigate the process with ease. identity Elctolpien e

e Sign language friendly verification: Customers can complete verification
using sign language, with one-handed numeric codes tailored for BSL
customers without the need to speak.
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Accessible KYC for customers with disabilities

Read the yellow

text
My name is JO

McCann and | want a
Monzo account

Record the audio
from here

This image shows Monzo’s inclusive
selfie video verification screen, where
the customer reads (or signs) a simple
phrase: “My name is Jo McCann and I
want a Monzo account.”

Oval shape screen
for selfie

High contrast
design helps
those with low
vision

Finding your face

Improved customer interface design
This screen shows the “Finding your
face” step with a clear face outline and
dimmed background.

Especially
" helpful for
neurodivergent
customers or
those with
mental health
challenges

Finding your face

Image blur
This screen shows the blur-to-clear
transition during face capture.
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Accessible KYC for customers with disabilities

This image shows a
customer using sign
language to verify
identity by signing a
numeric code
(“19736”), instead of
speaking a phrase.

Real-time
guidance helps
customers
position their
face correctly

Keep face in this

screen

Numeric codes
allow one-

handed signing,
improving ease

, for BSL (British
Sin Langago)
full face is visible 19736° customers
®
Face detection Live feedback Inclusivity
Allows customers to start This screen shows live in-app feedback Enables deaf and non-verbal
recording when they’re clearly asking the customer to “Move your customers to complete KYC

in view. phone closer.” independently.
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Jio (India)
Seamless KYC without agent support

CX Challenge:

KYC processes often require support from agents, leading to unnecessary delays Captave your LIVE photo and
and reduced privacy. Customers need a simpler, self-driven solution with clear P vty sty g 1St
guidance to complete verification independently. A —

Capture LIVE video

How Jio is tackling 1t :

o Self-service KYC process: Jio introduced a fully self-guided KYC
experience, eliminating the need for agents or third-party support.

e Simple photo and video capture: Customers can easily take a live photo by
tapping the camera icon and record a 3-second video by tapping the tick
icon.

Capturing live photo  Recording live video

e Guided and seamless experience: Clear on-screen instructions and
process indicators help ensure accurate submissions and a smooth
verification journey.
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Eliminate the need for agents with independent KYC

Login ‘

OTP has been sent successfully to +91 91000015
Please enter the same OTP below

XEXEXHEXEXEX
MyJio
For everything Jio

() We are trying to fetch your OTP

MOBILE

91IXXXXXX15

H  Login with QR

Not a Jio user?

Step 1.
Login MyJio & verify alternate number
by entering the OTP.

------ ixave $ 040 ..
Search 4
Get onto Jio with the best
n plans in 3 easy steps
Trending now
D‘ Q = l;:er your Aadhaar
number
L 2
' Step 2 °
4 Capture a live photo and
video
My CallerTune 2':030“ a plan and pay
Groet your callors with ©
il .* .' W
Last visited
Step 2.

Tap on Get Jio SIM - activate and follow
3 easy steps.

Easy step
guidelines

e

{ Get Jio Sim - iActivate

Basic
Information

Get your Jio SIM now

Mobile Number

Name Surneme

Delivery PIN Code

XXXXXX

Aadhaar Number/Virtual 1D

Verify Aadhaar

Step 3.
Enter name, PIN code & Aadhaar or
virtual ID and tap on verify Aadhaar.
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Eliminate the need for agents with independent KYC

WA el

Successfulﬁocess indicators

<1 Get Jio Sim - iActivate

WM N E > " ’
€  Get Jo S - Activate
< Get Jo Sim - iActivate

o o
a) o 2 Nl
Verify your Aad} Capt LIVE photo and Capture your LIVE photo and Share your preferences
dct;ibm Vidz:reyour an Cn your .
Plaasa verity identity by captring LIVE photo Ploase verify identity by capturing LIVE photo
Enter the OTP sent to and wideo. ? | #nd video E&d v ’s
+91 H1O000TS Contare LIVE st (—Cwm Capture LIVE photo Q
. ¥299
XXXXXX Capture LIVE video Capture LIVE video Capture Q@_
Resend OTP m 0 : 08 ;M i"r
i
Alternate Number Detasts 7
Owned by known person
__, Camera
Step 4. Step 5. icon to ' Step 6. Step 7.
Enter OTP received on Aadhaar  Tap on Capture to take a live photo, Cipiu re the g)“;‘:\it”rzs Tap on Capture to record a 3- Select plan type, SIM
L[] L[] L[] n n n L[] L[] L[] L[]
linked mobile number & tap then tap camera icon to save the clear photo  second live video, then tap tick type, delivery address

on submit. image. andvideo jeon to save it. for SIM, then submit.
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SCB (Thailand)

Clear visual guidance for easy KYC SCB

TNnawcdsel

CX Challenge:

Unclear or complex instructions make it difficult for customers to complete the
KYC process. Many customers may feel confused about what steps to follow,
leading to errors or drop-offs.

Place you phone over the
How SCB is tackling it : = D

e Visual guidance at every step: SCB uses clear visual cues and on-screen N eBouniogunsos
prompts to help customers understand and complete each stage of the KYC sees
process with ease.

e Smart passport and selfie capture: Clear instructions are provided for H
scanning the passport correctly, along with a circle-shaped frame to guide
face positioning during selfies. Provide clear visual cues and on-screen prompts

e Facial movement prompts: Simple directions like keeping a straight face,
closing one eye, or tilting the head help customers follow camera-based
verification steps accurately.
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Simplify KYC with visual and on-screen prompts

401N

& UnsuUs:97@oUs:¥wu

Bank uses a proper ID card image
for a better understanding of the
Ccu StO mer anuinsUs: ioUs:ywu Q

3 easy Ste pS D — _ nuwiawndsinsus:$wiodsswu 12 ndn (2)

Sk

& dudumonu JC1 - 2345678 - 90

Sunoondnsus:$ioUus:ywu
N, QO@
- A\

Easy Pass Athmiw wuswmsluse

21012018

FATCA
NSUIRSBUIONETS Na:AIMIUVUROUMIT

n ® ainuUnsUs:91aoUs:3wuvavAU

43\ Seymhriinsseneu Thal Naticnal ID Card Data
V ImEEE. 123456789102

B -
@ O meudnloisaw

Select open deposit a/c Verify your identity in just 3 easy steps. Step 1.
Capture a photo of ID card.

Enter 12-digit number from back of
national ID card and date of issue.



Simplify KYC with visual and on-screen prompts

Direction tom _
A | BIRL <4000 .
scan the <  Oududonu Cerle
passport ° shape
S5 screen for
selfie

Please scan the information

page of your passport.

To detect the chip, please make sure
you turmn on your NFC reader and move

your phone around the passport

H

ol
Ak
Place you phone over the
back of your passport -

NSNIRSOLIONENS 1B:MIAMUVUADUAN

& cwdilosaW

L e |

NSUINOAKLIN NOANSUAT
naz1dountnifogiunsou

1SUAU

|
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Step 2. Successful Step 3.
Scan the passport's information page. e rgiiizrs Scan face to verify identity with

Place phone on back of passport to
scan data.

biometric system.
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Simplify KYC with visual and on-screen prompts

(NS $3 00

€  Sududony
< Iﬁ\?oqn FATCA < Iﬁon(mds < "539(10@&38
Straight face  Close yourrighteye  Tilt head to the left. e ey i -°, | 1. *\’\’\0
ngruuASvuonas na:rig | | 5 ’ -
ol
° = ;: :‘j :: ] Somuning
) . E
O | = P aonsiduisSsusounas
|© = g™
© i uw:d‘ B : . o :
Q :t:;::‘: o Surfin
Q G |
voJ SC8 -
6 oyaunge
Instructions on where and how to look into camera. Fill in all required details, including FATCA Registration completed and ready for
information, account selection and personal use

data.



Standard Chartered (India)
KYC rejoin support

CX Challenge:

Customers may drop off during the KYC process due to technical
issues, poor connectivity, or missing documents. Without an easy way
to resume, they may choose not to restart, resulting in incomplete
verification and lost onboarding opportunities.

How SC is tackling it:

e Easy restart option: Customers receive a secure link that allows
them to restart the video KYC process anytime if it's left
incomplete.

e Flexible and convenient experience: This flexibility helps reduce
drop-offs and ensures a smoother, more customer-friendly
verification journey.

standard
charlered

S

@

At any point, if the process is left
incomplete, the video KYC can be
restarted.

twimbit
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Restart-friendly KYC experience

¢ @ scsver
Standard
1 Tl ) Chartered §

Consent & OTP

Select your
language «——
preference

T English

< @ scsver

Guidelines to

Chartered & help —
initialkzing customers
. prepare
o before
starting the
verification
process
_ Linkto start
KYC process
Step 1. Step 2. Step 3.
Customer receives a V-KYC link on System will check if location, camera and Answer all the questions during the

SMS or email microphone is enabled. session in the same language.



Restart-friendly KYC experience

¢ @ scsvor

Standard
Chartered §

Consent & OTP

English

Enter
OTP «—

Step 4.
Enter the OTP received and start the
call by clicking to connect to agent.

€ & scs-veP

Standard
Chartered §

Connect to Agent

Waiting time is
— visible i.e. 5 mins
and queue number

. Is also shown
Optionto  _

schedule the

call :

Step 5.
You can also choose to schedule an
appointment for a convenient time.

twimbit

Agent Details: Shree Dalvi

g ™

o \ f E
7 |, Y ,
r(' l l‘l\
I ' ‘
Switch Camera

Step 6.

Connect with video KYC officer and
follow their instructions to complete
the process.
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Restart-friendly KYC experience
Hold the PAN card
steady Restart by
clicking
again
Step 7. Step 8. Step o.
Hold PAN card steady for Wait for the confirmation from the video At any point, if the process is left
verification. KYC Officer. incomplete, the video KYC can be

restarted.



Westpac (Australia)

Real-time identity confirmation

CX Challenge:

Basic ID scans and simple selfie checks are no longer enough, as
fraudsters can exploit them using photos or deepfakes. This
makes it harder to confirm if the person is genuinely present
during the KYC process.

How Westpac is tackling it:

e Advanced liveness detection: Introduced dynamic prompts like
asking customers to smile or move, ensuring real-time presence.

o Selfie video verification: Captures a short video to cross-check the
live face with the submitted ID, enhancing identity accuracy.

Wi Festpac

|

Dynamic actions and 3D face mapping to
ensurethe person is real

twimbit
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Real-time presence detection for safer KYC

Ensurethe ID is captured clearly

T

AA @ verify.westpac.com.au ‘

& westpac.com.au
— \\7
Verify your identity, without
leaving home

\\/

\\\s

Capture your Photo ID
| | Reviewing your ID Data
Take a photo of your ID Card, Driver Licence or
Passport. On the next screen, please check carefully that all the
dalashwnmmchesyourwdexw?yammu
needed.
Convenient
Quick and easy on-screen and audio prompts 1
help you complete the process in less than 3 ( D, \.
minutes | .|
@ MESSAGES

|
|

Westpac

*

Facial identification
Compares your photo 1D with your facial photo

Dear Jane, please visit https://verify.westpac.com.au/
235456885e5ee568e in your browser to complete 1D
verification. Your access will expire in 90hrs. Thank you

o 1

taken from your smartphone camera, to help
verify your identity.

— miiun and arivate

An option
for different
documents

Step 1. Step 2. Step 3.

Save a trip to the branch by verifying If eligible for Smart Verify, an SMS with a Select the type of ID to use, then

identity using a smartphone camera. It’s link to begin the process will be sent. capture and scan it using the camera.
fast, secure and simple.
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Real-time presence detection for safer KYC

AA 8 verify.westpac.com.au

Check your ID details

First name JANE
Middie name Sarah
Surname DOE

Date of birth 01-01-1990

Licence 0000000
number 000

Date of expiry 01-03-2025

Heritage Building Shop 2
Residential ¢, 70 Ejzabeth St

SYDNEY NSW 2000

onsent to my information being checked with
a document issuer or official record holder.

Step 4.
Confirm the details, ensuring they
match the ID. Edit if necessary.

A prompt will appear asking for a
big smile.

T Oval shape screen |

| for selfie

Gives directions to stay in the
screen

(,

Position your face within the fr

|
ame

Step 5.
A short selfie video is captured to match
the face to the ID.

@ verifywestpac.com.au

\\/

Verification complete

You can close this window

Step 6.
After completing the process, a
confirmation screen will be displayed.
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Nanovest (Indonesia)

60 seconds KYC N nanovest

CX Challenge: e A-

Complete your KYC in

Lengthy KYC processes can make customers impatient, leading to drop- BSegoana
offs before the verification is complete. When customers are unsure how 72
long the verification will take, they may feel {rustrated or lose interest. -

How Nanovest is tackling it:

e Fast 60-second KYC process: The entire KYC flow is designed to be
completed in just 60 seconds, making it quick and efficient.

e (Clear time expectation: Customers are informed upfront that the

process will only take a minute, keeping them engaged and reducing 1 et now Our é
abandonment. . 30K weat awaits

e Improved engagement: Setting a short time frame builds trust and
encourages customers to stay through to completion. Customers are informed upfront that the

process will only take a minute
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Quick and easy 1dentity verification in under a minute

- Total Portofolio R 60 Secon ds4— o —
Fe—— S © process - Holp
" 4 Complete your KYC in
Sahom aet irpto 60 seconds!
0 0 A
%f_
N\
Walle 0 L
© == Bank useda
e different colour L
+ ’ theme tO Make sure all corners are visible
Yuk, verifikasi identitas-mu en h an Ce the
g LongkopiKYC-mu MWWO CUStOI:ﬂGI‘ Keep KTP clear
. ' experience ® Rk iRk
Ajak teman & dapat hadiah ‘¥
& azmm @
© - & o =
Step 1. Step 2. Step 3.
From the main page of Nanovest: Start 60 Second KYC by clicking the Your ID card image is required:
Tap the banner that says “Complete Purple arrow button. Capture a photo or upload KTP.

your KYC now".
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Quick and easy 1dentity verification in under a minute

9 o 9:41 ol T -
\
Depok /
-~
S\ -
on
Budh v Congratulations!
Your KYC has been approved
Marrioge status

Belum kawin v

Employment Easy dlreCtIOnS
Employee to take a picture
P Liveness check «

Expiration (
Full face in photo area
@ qd.
Citizenshi P L2 Keep your face clear

.* Don’t wear any accessories
< Have you double checked? & LN
v At e SO Talte picture
S Start Investing

Step 4. Step 5. Step 6.
Ensure all data is correct, then enter Take a face photo Enter financial profile details, verify
the postal code. email and wait for KYC approval.

™ Rp 30.000
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SBI Card (India)
KYC renewal via Digil.ocker osBlicard

wlsC®

CX Challenge:

Customers often get frustrated re-uploading documents and worry about You are already registered with
errors, blurry scans, or incorrect details. This adds stress to the KYC |
process and increases the chance of delays or rejections.

How SBI Card is tackling it:

) Pehchaan

DigiLocker.

5 DigiLocker

_ Swrrpee ) Shec Process 0 Secure A Auhertx

e Secamless document fetching: Aadhaar and address details are pulled — —
directly from DigiL.ocker, removing the need for manual uploads.

e Improved accuracy and speed: Auto-filled data ensures faster processing
and eliminates errors from blurry or incorrect scans.

e Verified and secure information: Documents are digitally signed by issuing
authorities, reducing fraud risk and meeting compliance requirements.

Aadhaar and address details are
fetched directly from DigiLocker
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Auto-fetch and verified documents via DigiLocker

S06¢ wil 3G -

osBicard

WNelcome Adtys

Enter MPWN

Confirmation
of photo
uploaded

Step 1. Step 2. Step 3.
Log in to the SBI Card mobile app, Go to KYC renewal and select the credit Upload recent passport-size
then enter alogin MPIN or use card due for KYC renewal. photograph and click ‘Proceed..

password.
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Auto-fetch and verified documents via DigiLocker

M M wlcw wliow wlicw

< KYC Renewal
JOO0OC X000 XXXX 1234

Mo Men Moo
‘ Pehchaan ‘ Pehchaan ‘ Pehchaan
p.‘v,"'/’..'."_l, OUrey rescerce SO0ress BATARAL BRRLE Bae A BEE00L SO0t e BATARAL BRALE Bae A
avalable i our records or mooily N case

requirec MobileApp Test / You are already registered with
- DigilLocker.

lll' ace

Ver#y through

‘ ) * = e 2 1 4 -
\5 D'glLOCker Want few munutes 1O the DI

@0 not refresh or close!

Please enter the followng text in the box
© Sevple 3 Shep Process O Secure & Auentic . ~ o
._.F- .L v"* m ¢ . T
Return 10 Mobde Ao Test
nat p! ol ™ 2DOwe M "- o

KYC Renewal
OO XXXX XXXX 1234

. Note ¥ you are not segstered on Digiocher . Return 10 MobdeADp Test
0 you can 52l verty using Aschar Getals. Do = Request Submitted Successfully
nOt CIose O refesh T DAge ANEN DrOCeSNg
s o Dl

Ny suhorie S5 Card 1o i sy IOYC. Gutals We have received your request for KYC renewal
o OXYOR (Cartra KYC Regutry) ard \urTer (Service Request Number 123456789012345)
wOGate my KT recoros.

Please note, your request will be processed in
next 10 days subject to successful validation of
the KYC document(s). Also, in case of a name
mismatch, your name will be updated in our
records basis KYC documents provided by you.

Step 4. Step 5. Step 6.

Confirm residence address & select ‘Verily Enter Aadhaar card details, OTP, PIN and Request submitted successfully!
e-KYC using Digil.ocker’ and log in to submit.

Digil.ocker & authorize SBI Card.
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Amazon Pay (India)

: : Z
End-to-end guided KYC experience Magon Py

r

capture.crux.idfy.com

CX Challenge: amazonpay |nijtiate Verification

Are you ready for the video call?

= amazon pay X

KYC verification

Customers often face friction during KYC due to unclear steps, repeated — -
document uploads, and lack of real-time support, leading to confusion, S (e
drop-offs, and delays in activation.

Initiate Video KYC

How Amazon Pay is tackling it '

e Streamlined KYC experience: Amazon pay provides customers with a fully guided S

. . . . . . o \ ; i £ )
journey within the app, from secure login to document submission, ensuring a '
smooth and hassle-free process.

Customersreceive clear instructions for video
call as well as verification

e Fast and accurate verification: Integration with DigiLocker allows instant Aadhaar
verification, removing the need for manual uploads and minimizing errors.

e Secure video verification with support: Customers receive clear instructions before
a live video call with a KYC officer. This combination of digital ease and human
support ensures quick, secure, and {fraud-{ree verification.




Clean interface that guides every step
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Celebrating
International
Women's Day

Step 1.

Open amazon app or log in to

amazon account.

Open ,
<
Amazon Pay ' s 90+ wwm Gesw

amazon pay X

Subscriptions
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Payments ka smarter way

,In Rechamge or pay bells =
/‘ %] AT 2000 o een s Pres 9 J]
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Step 2.
Navigate to amazon pay or relevant
section based on specific need.

Request for PAN
card details

| 83223 oD ¢ SN D ms1%

= amazon pay X

KYC Verification
in just two simple steps

Vel your FAN A rdnate \Woes Kr D
rTuen  wréod Lot

How to complete your KYC?
Foliow this 2-step process

L P o1 acayouran
I rter your e 1o e

Step 3.

PAN card .- ste senrhicabion

Verify PAN now

Rl & v
" ot

Verity your A0dN0r 30 Compiete vor Fation
oenr 5 Wieo ool with the KYC Officer

Frequently asked questions

twimbit

Locate KYC option or "Verify Identity"
to access KYC verification page. Enter
PAN card number.



Clean interface that guides every step

Easy
directions

83227 oD % PR D ms1s

forclarity . amazon pay X
to the

KYC verification

customers

FULL KYC vii video now
o

| agrew ¢ vesony Pay
| comsent 1o share my deta
conduct \ KyC

© Priginal PAN card (No printout / No photo) is

r Verihcaton 15 requered for Video
Initiate Video KYC

YC

Agree to the
» KYC
Verification
Terms &
Conditions

[ SES——

copture crux.idfy com

amagonpay Video KYC

Allow comera, microphoneaond X
location access for video KYC

verification
rra and microphone |
d
Allow thes Amazon 0P 10 acCess your Hang T'ght !
Camera and skip thes step n the future

You're being redirected 10 8 secure
Allow this Amazon 2pp 10 aCCess your
mecrophone and skip this step in the

i v
future his may take upto 05 seconds

Allow this Amazon app o ACess your
location and skip this step in the future

PErMIALION: ettings

© Your information is safe with us
Not now Allow access

twimbit

A, | S

consent.digilocker.gov.in
capture.cruxidfy.com 9
amazonpay Capture Details 5DigiLock‘ o
Venfy Aadhaar Please provide you ire the
You don't need 2 Digilocker account 1o following with Am:
complete this verification. DigiLocker will
create one if you don't have n v Issued Docume
haar ( ()
& Profile informatior
a Consent validity date
s
@ Purpose
Know Your ~
Consent validity is subject to applicable laws
By clicking ‘Allow’, you are giving consent to share
with Amazon Pay
| Deny |
— | i

Step 4. Step 5. Step 6.

PAN and Aadhaar are shown during Enable access to camera, microphone and Verify Aadhaar number to a DigiL.ocker
verification process. After that, location. Then redirected to secure account.

initiate Video KYC. verification page.
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Clean interface that guides every step

Asks if you are
unable to see or
hear !

' S, A, " A,
3 Lidfy. 83505 © -~ O W m)a
YT capture.crux.idfy.com capture.crux.idfy.com E asy St ep S m - amazon pay
X
S—
>
- amazon pay i amazon pa iti : ; to start the 51 27 . S—
amazonpay Capture Details mazo Capture Details mazonpay |nitiate Verification vidaaeall Vi Tun @ Video Verification Successful
., canTsee? | [ canTHEAR?
Are you ready for the video call? You have completed your
Verify Aadhaar Salarted ePAN/Xerox/Sca video call for KYC. As a next
step, we are reviewing the
: Aad{ha:r’Cardosuclceisfully : Self-Employed information and will notify
vcmeromlglocer (O Homemaker SSSSIR Original Pan Card you on your KYC status within
p— (No printout/No 4 hours.
(O Retired - photo)
(O Student
Well lit surrounding i bt
0-10 Lacs
18 years or older
ICOn tO I’Otate 5 ait while the representative
< ets ( rected to the call
the camera
= I'M READY(3/3) ;\
i Y| i A i

Step 7. Step 8. Step o.

Aadhar card successfully verified Enter personal details including Prepare to start a video call for verification with an

through Digil.ocker. occupation and salary. amazon agent. An email confirming KYC will be
received within 4 hours.
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Wise (UK)

Clear document upload guidance

o QD -

Check we can accept
your [doc name]

CX Challenge:

KYC delays often occur when documents are rejected due to
expired IDs, mismatched details, or unclear uploads causing
interruptions, frustration, and extra steps for customers.

=

e Upload file

How Wise is tackling it:

e Smart upload support to prevent errors: Wise helps customers upload valid
documents correctly with clear checklists, real-time prompts, and format

reminders ensuring details match their profile and avoiding errors like blurry

images or missing sides.
Provides clear checklists and prompts to help customers

e Profile information matching tips: Customers are encouraged to double-check that upload correct, valid, and complete documents.

the details on the document match exactly with their Wise profile to avoid
rejections.

e Payment confirmation support: If the verification is initiated after a transfer is
made, Wise prompts customers to confirm payment, preventing processing delays.
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Check we can accept
your [doc name]

Document !

check list

Upload different document

Upload a document that Wise
accepts, and make sure it is still
valid.

Steps to avold KYC document rejection

Your document must
match these details

Change

— 4

Make sure all the data in the document
matches the information on customer's

Wise profile including name and address.

twimbit
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Steps to avold KYC document rejection

Document should
clearly show the
following details <

4

— Upload file

PDF, JPEG or PNG less than SMB

Please retake your photo

Some information we need is covered, cropped

!

out, or missing entirely.

[

Continue
Make sure the photo is clear, not blurry, Upload the document in one of the
and that all information is visible and supported file formats listed during the

uncovered. If the document has two sides, verification step.
upload both front and back.



What sets great KYC apart?
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Multi-language options and
country-specific instructions build
trust and ensure compliance

31 5

=

Seamless camera access for selfie
and document capture, with clear

framing guides and real-time
feedback

E’?;ér

In-app support or FAQ access
ensures customers can get help
when stuck, lowering drop-offs

s

Customers can exit mid-KYC and
continue later without losing progress
which is useful in mobile-first
environments

twimbit

o000

Visual progress bars or step counters
keep customers informed on where
they are and how many steps remain

Auto-filling info from uploaded IDs or
saved data saves time and reduces
effort for the customer
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