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Crimary Industry Issues

Six Key Barriers

Increasing Demand Technological Efforts Excessive Workload

Heavy workload for lenders and
agents results in frequent delays
and higher costs

An increase of lenders
participating in the market has
made loans far more complex
to arrange and manage in the
recent years

Lack of digitization has led
to more staff being hired
than necessary

Legal Requirements Outdated Processes m Limited Metrics in Place

Processes are slowed by the
lack of visibility for lenders into
their positions

Widespread usage of manual
processes and outdated
communication methods

Increasing regulatory
pressure, including rising data
requirements

Major Improvement Issues
(By Process Element)

Poor tracking of lost deals
prevents trend analysis to
grow the business RM lack involvement

RMs use prospecting PreScreen Memo can Lack of accountability on
tools inconsistently take 10-30 hours who owns decision rights

Multiple checklists,

Lack of understanding or Unnecessary and unclear Multiple levels of redundant and No visibility info
adherence to Strike Zone escalation TRC / DRM approval duplicative work alert for renewals

Front Office Underwritin Onboarding / Closing / Service /
Acquisition 9 Risk Mgmt Funding Operations

o . Not clear who needs No standard process Up to 60% non-
Variation amongst regional and LOB to participate for KYC initiation core work

priorities leads to differing scorecards for 30-40% of deals get
the RMs, and difficulty in comparing true to closing before KYC
productivity / success rates is complete

Late stage escalation Rework due to
to HHR

Specialty groups
lead to complexity

high error rate

Sample Deliverables & Outputs

Scope
— 5 Major Domestic Locations (National, Mid-Atlantic, Northeast, Southwest, Southeast)

— 500 Staff Included in Review
— Relationship Managers / Underwriters / Customer Service Reps / Closing Reps / Credit Analysts / Onboarding

— 5 Major Lines of Business
— Financial Institutions / Gaming / Dealer Services / Energy / Small Business
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Middle Market Customer Journey Process
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Project Objectives

1. Decrease the Cycle Time from Initial Contact to Funding

2. Improve Cost Performance for both the Syndicated and Commercial Loan Processes
3. Align Resources to Inbound Volume (Current and Future States)

Solutions Approach

Complex Process & Organization Redesign

Onboarding / . . Service /
Risk Mgmt Closing / Funding

N Operations
ACQUI sition Gearing: 30-35% 35-40%

i - _700 Excess Capacit Low Value / Admin Excess Capacit Excessive Work
Sales Downtime: 30-70% pacity Work: 40-50% pacty Times: 3-7 Minutes

Front Office Underwriting

Immediate Action Process Redesign Efforts

Excess sales downtime - High level underwriters Inconsistent KYC notification Inconsistent use of outside Under serving Tier 1 clients
meetings, risk review, KYC, performing portfolio and requirement clarity counsel | .
TM, and other distractions maintenance Unclear time spent on core
' o Redundant data / forms Up to 80% errors identified work - further under serving
- . . vs. underwriting new loans X clients
Limited time prospecting and in customer request (KYC, across documents

inconsistent approach Pricing model glitches, Underwriting, etc.)
rework and escalations add

to delays and lost deals

Notifies up to 35% deals to
start KYC after credit approval

Metrics & Management Routines

@ Lack of a customer view - cycle times, touchpoints, and data requests
@ Significant gaps in end to end metric views for quality, productivity, and service levels
@ Sales drop out rate not captured by root cause

@ Managers have inconsistent tools and metrics to develop staff

Targeted Benefits
(8 Month Time Frame)

@ Customer and Operating Benefits

@ Financial Benefits

Loan Cycle Time Reduction ... v 40% Total Benefits Targeted ... $15 to $19 million
Improve Sales Uptime ... 4 20% Return on Investment ... $4.60 to $5.90
Capacity Alignment (Overtime) ... v 60% Break-even Point ... Month 4
Task Realignment (LVA to COre) ..., a 25% Maximum Out of Pocket ... 25% of Fees
Customer NPS SCOre ..o 4 30% Consulting Investment Liquidated ..................... Month 8
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