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ABOUt the bank

Caplin’s client is one of the 

largest consumer banks in the 

Midwestern United States, 

incorporated in Ohio. It has over 

1,000 branches and around 

20,000 employees. Caplin deals 

predominantly with the Capital 

Markets division of the bank, 

providing trade workflow tools 

since 2018.

Problem

Fifth Third Bank wanted to improve customer self-service significantly 

and in doing so restore efficiency to the sales operations department, 

who were spending a lot of time on manual administrative tasks. This 

was a new direction for clients, accustomed to phone based 

communication, and so the system needed to boost the clients’ 

confidence in using e-channels for these processes.


The goal was to provide their Corporate Clients, Sales and Operations 

staff with a “best in class” user interface (UI) and user experience (UX) 

for e-PostTrade operations on the desktop, with a view to expanding 

the offering onto a mobile companion app. As part of this goal, Caplin 

needed to ensure a multi-product, robust platform focusing on 

requirements ‘now’ and extensibility for ‘tomorrow’ as part of the 

bank’s future vision. Without sacrificing the quality of the end delivery 

and user experience, the bank required a quick time to market and 

rapid integration with a number of critical downstream systems.

Solution

Fifth Third Bank chose Caplin’s UX, design and delivery expertise to 

help scope and deliver the project. One of the drivers was that Caplin 

had a number of ‘out-of-the box’ UI components and relevant 

integration adapters to help deliver quickly and efficiently. Caplin were 

able to leverage their existing trade and payment processing features 

within Caplin Client Portal  to fulfil the Bank’s requirements - 

developing a number of minor enhancements and workflow tweaks as 

part of the project. Caplin developed a native integration with the Back 

Office system, WallstreetFX, which was supported and maintained as 

part of the product offering going forward. A number of custom 

integrations were delivered as part of the project via Caplin’s 

Integration Suite - for which training and handover were provided to 

the Bank during the project.  

Originally deployed to streamline FX post-trade operations, the platform has 

since been expanded to support additional asset classes, including 

Commodities, providing a unified multi-asset workflow.
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Project

Caplin’s professional services team led an onsite Implementation Analysis (IA) workshop as the first step. This 

started the project on a solid foundation and allowed the joint team to achieve a number of important things:


We considered the requirements (previously 

in spreadsheet form) from the perspective of 

the intended user experience by creating and 

understanding the client personas and 

designs, and adjusted the requirements 

accordingly.

All the Bank stakeholders were able to feed 

into the requirements and prioritisation, and 

we came up with an agreed joint delivery plan.

The sessions allowed the teams to work 

together, understand each other’s processes 

and de-risk a number of potential technical 

hurdles.

They also enabled us to predict cost, timeline 

and planning more accurately, as well as 

providing high quality material (designs/plans/

schema) to present to senior stakeholders.

The Caplin development team took around 6 months from project initiation to delivering the agreed Phase 1 

scope into Production. This included a number of parallel Bank workflow streams that needed to be dovetailed, 

and the Caplin Project Management function helped to coordinate and deliver the programme throughout. 

Since the initial delivery, the joint team have worked on delivering a number of additional phases focused on 

adding incremental value to the offering.

Result

The outcome of the project was a huge success, immediately improving back-office efficiency and client 

satisfaction. Key impacts included:


6,800 hours saved per year: 855 working 

days released from post-trade callbacks 

validating SSIs and chasing confirms.

Eliminated 100% of rekeying errors: 

Previous manual processes previously on 

occasion included typos and errors.

Revenue from new RFQs: Fifth Third won 

requests it has not previously been 

considered for, having been ruled out by its 

manual print and sign confirmation process.

Seen as a digital bank: Client satisfaction 

rose, with clients reporting that they now 

regarded Fifth Third as a digital bank.

The Caplin development team took around 6 months from project initiation to delivering the agreed Phase 1 

scope into Production. This included a number of parallel Bank workflow streams that needed to be dovetailed, 

and the Caplin Project Management function helped to coordinate and deliver the programme throughout. 

Since the initial delivery, the joint team have worked on delivering a number of additional phases focused on 

adding incremental value to the offering.
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future plans

Caplin and Fifth Third continue to work together as close strategic partners - with Caplin offering thought 

leadership and advisory services based on our ongoing experience in the rapidly evolving market. Integrating 

additional asset classes is the next logical step for the platform. While initial demand for mobile workflows was 

slow, the Covid-19 pandemic and general digitisation shifted attitudes toward remote work; consequently, 

enhancing features enabled in mobile offerings became a top priority.

ABOUT CAPLIN

Caplin Systems is a leading provider of trading and e-commerce solutions for the financial services 

industry, delivering innovative technology to top-tier banks and institutions worldwide.

www.caplin.com sales@caplin.com
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