
Roadmap to 
Digitization in 
Lending

  Customer behaviour and their expectations about banking 
services are shifting at a pace faster than ever before. 
While traditional lenders focus on adding a ‘digital flavor’ to their banking services by providing online, paperless and 
multi-channel services, customer expectations are shifting further and highlighting the need of transformation in the 
banking industry. As reported in a global survey of banking customers conducted by Accenture1, 78% of digitally active 
customers are willing to switch to non-traditional providers like Amazon or Google for their banking needs and 66% 
demand faster, easier services in returnfor sharing their personal data with banks. And these numbers are only rising. 
Customer expectations remain high but their experiences remain low with banks as compared to Fintechs. 

 3 steps to digital transformation 
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Digital technology can help banks 
meet customer expectations by 
providing personalized products, 
better services and real-time updates 
using the channels that customers 
demand. However, according to a 
report by Bain & Company2, only 
7% of the banks globally are able to 
handle their loan products digitally 
from end to end. To thrive in this 
rapidly changing environment, banks 
and financial institutions need to 
transform. They need to reinvent 
themselves as digital organizations 
that deliver outstanding customer 
service throughout the loan lifecycle.  
So, how can you digitally transform 
your customer’s lending experience?

STEP 1: DISBURSE LOANS FASTER

Digitization in lending has the 
potential to change customer 
perceptions by delivering convenient 
service and improving operational 
efficiency. Streamlined processes, 
paperless operations, workflow 
based automated decision making, 
and credit scoring powered by deep 
analytics can all be used to deliver 
what customers want. Banks and 
financial institutions also need to be 
able to rapidly launch new products, 
across all the channels customers 
expect, at price points they are willing 
to pay and where the bank can earn 
the returns it needs. 

Nucleus FinnOne Neo Customer 
Acquisition, an advanced loan 
origination solution helps digitize the 
entire loan origination process, end 
to end.  Powered by a highly efficient 
credit decision making engine, 
the solution has been designed to 
reduce “Time to Yes” and shorten 
“Time to Cash” without increasing 
credit risk. Nucleus Lending 
Analytics uses insights derived 
by mining historical transaction 
data, to identify which products 
would best suit which customer 
segments and helps design the 
right products for the right customer 
segments. FinnOne Neo enables 
faster creation of new products 
with easily configurable credit rules, 
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policies, masters, dynamic forms 
and decision making workflows. 
The solution facilitates digitized loan 
sourcing across multiple channels. 
It facilitates comprehensive credit 
decision-making through integration 
with credit bureaus, creation of 
analytics based credit score cards 
and de-dupe checks. With automated 
credit evaluation, underwriting and 
verification, the solution improves 
the speed and transparency of credit 
approvals.

STEP 2: INCREASE CONVENIENCE

As competition increases and 
economic conditions become more 
uncertain, banks are sharpening 
their focus. Consumers have less 
patience, shorter attention spans 
and less loyalty than ever before. 
They are looking for banks to help 
make their lives easier. To be their 
bank-of-choice, institutions need to 
transform their services, delivering 
the ‘bank of future - today’. They need 
to understand their customers better, 
and anticipate what they want before 
they know they need it. Traditionally, 
banks have focused heavily on 
enhancing customer experience 
during specific “moments of truth”, for 
example during customer acquisition 
and on-boarding. However, today’s 
consumers expect seamless 
operations during the entire loan 
lifecycle. And while customers spend 
time “buying a loan”, they spend a 
lot more time “servicing the loan”, 
so it is the servicing stage that most 
influences their long-term experience. 
Hence the servicing stage plays a 
critical role in influencing customer 
preferences and their choice of a 
banking partner.

By transforming into digital 
organizations, not only can banks 
enhance their operational efficiency 
but they can also reduce customer 
churn by using the insights derived 
from analyzing customer footprints 
with Nucleus Lending Analytics. 
Integrated communications and real-
time updates can be used to deliver 
the services customers expect.

Nucleus FinnOne Neo Loan 
Management, an advanced, digital 
loan servicing platform can help 
drive efficiency in all loan service 
processes. The solution has been 
designed to help banks use loan 
servicing as a spring board to 
drive more business with existing 
customers. FinnOne Neo Loan 
Management helps implement 
streamlined processes and 
automated loan servicing while 
improving communications with 
customers and other stakeholders. 
The solution offers advanced self 
service capabilities with lending 
mobility and digital portal integration. 
It helps resolve queries faster 
through an integrated customer 
service front end and reduces 
customer churn by generating 
actionable insights through Nucleus 
Lending Analytics. FinnOne Neo 
enhances productivity, reduces the 
cost of operations and improves 
cross sell and up-sell opportunities. 
Using predictive data modelling, 
Nucleus Lending Analytics 
facilitates the early identification 
of pre-delinquent loans leading to 
reduced NPLs and provides agility in 
incorporating policy and regulatory 
changes.

STEP 3: MAKE CUSTOMER CENTRIC 
COLLECTIONS

Many customer-centric initiatives are 
targeted towards the acquiring and 
servicing sides of the loan business 
and there is very little focus on 
enhancing customer experiences in 
collections. While this may appear 
to be natural, as the collections 
process is employed when “things go 
wrong”, it can be used to generate 
more positive experiences for 
customers. The collections function 
has traditionally been dominated by 
manual processes, using in-house 
developed systems or outsourced 
to third party agencies. Not only do 
these approaches consume a lot of 
time, effort and resources but they 
are also ineffective in dealing with 
the growing levels of non-performing 
loans (NPLs) and can be barriers to
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improved customer experiences. 
Efficient delinquency management 
can help the banks tremendously
in improving their profitability while 
lowering credit risk. Advanced 
technology powered by sophisticated 
analytics can help streamline 
collections, eliminate errors and 
maintain a robust loan portfolio. 
Financial institutions need to have a 
complete overview of the relationship 
with the customer to be able to 
deliver the right message at the right 
time via the right channel. 

Nucleus FinnOne Neo Collections 
helps banks and other financial 
institutions minimize delinquencies 
by the efficient, automated tracking 
and management of delinquent 
accounts. The solution has been 
designed to optimize the entire loan 
collections lifecycle from soft calling 
of delinquent customers to tackling 
hard bucket collections, including 
the follow up of legal cases until final 
closure. It’s features such as use of 
multiple challengers against one 
champion strategy, case stamping to 
allow the automatic assignment of 
cases based on defined parameters 
and rule based automatic allocation of 
cases to collectors. Nucleus Lending 
Analytics helps improve collections 
with analytics based identification 
of the most effective channel for 
reaching out to customers. FinnOne 
Neo automates communication to 
customers as per defined workflows. 
Mobile based collections enhances 
efficiency, lowers cost and improves 
collection rates. 

MINI CASE - STUDY

     Bank of Queensland, a leading 
Australian bank implemented 
FinnOne Customer Acquisition to 
transform their loan origination by 
reducing process complexity in a 
range of ways, including replacing 
inflexible, hard copy rules with 
sophisticated, automated credit 
policies and process checklists.

     A large banking group in 
South East Asia deployed 
FinnOne Collections to improve 
their collections and recovery 
management processes while 
reducing cost and supporting an 
ambitious growth agenda.

     A leading private bank in 
India leverages FinnOne Loan 
Management to handle approx. 
USD$ 21 billion active loan 
accounts, process up to 35,000 
disbursals and 2.5 million 
transactions every day.

85% 
REDUCTION IN ‘TOTAL TOUCH TIME’

70% 
REDUCTION IN PROCESSING TIME

100% 
INCREASE IN NET INTEREST INCOME IN THE LAST 3 
YEARS (2012-15)

425% 
INCREASE IN BANK’S OVERALL LOAN PORTFOLIO IN 
THE LAST 10 YEARS

99%
REDUCTION IN ‘TIME TO YES’

21%
REDUCTION IN NPL

100%
INCREASE IN RETAIL ADVANCES IN THE LAST 3 YEARS 
(2012-15)
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FinnOne Neo is the 
next-generation lending 
solution built on an 
advanced technology 
platform, designed to 
shape the future of lending 
across Retail, Corporate 
and Islamic sectors for 
banks and financial 
service companies. The 
multi-channel solution 
which helps digitize the 
complete loan lifecycle 
end to end, supports both 
cloud and on-premise 
deployments. The solution 
handles complete loan 
lifecycle covering:

FINNONE NEO

Lending Analytics

Collections

Customer Acquisition

Loan Management

Lending Mobility

Enterprise Content 
Management

• Mobile Customer 
Acquisition System 
(mCAS)

• Mobile Loan Self-
Sourcing (mApply)

• Mobile Loan Servicing 
(mServe)

• Mobile Loan Collections 
(mCollect)

• Mobile Microfinance 
(mFin)

NUCLEUS LENDING 
ANALYTICS

Nucleus Software’s 
Lending Analytics is a 
powerful and user-
friendly solution enabling 
informed decision making 
through data visualization 
and business insight 
generation. The solution 
focuses on the four 
key tenets of efficient 
end-to-end loan lifecycle 
management:
• Improved Lead 

Generation
• Faster On-boarding
• Comprehensive Loan 

Servicing
• Efficient Delinquency 

Management

FinnOne Neo Lending 
Mobility helps banks 
manage the end to end 
loan life cycle of their 
customers on mobile. 
Powered by integrated 
modules that can be 
deployed separately, 
the solution helps banks 
on-board customers faster, 
deliver better service to 
customers and simplify 
collection processes for 
agents. The solution is 
made up of the following 
modules:

FINNONE NEO LENDING 
MOBILITY

ABOUT NUCLEUS
SOFTWARE

Nucleus Software 
is the global leader 
in advanced digital 
technology platforms 
that power Lending and 
Transaction Banking 
businesses worldwide. 
With over three decades 
of expertise, it supports 
the mission critical 
operations of more than 
200 financial institutions in 
50 countries across Retail 
and Corporate Lending, 
Transaction Banking 
and Cash Management, 
Automotive Finance and 
other business areas.
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Celent Model Bank Award

Celent Model Bank Vendor 
Award
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2016

Vietnam Prosperity Bank,
Vietnam

2013

HDFC Bank, India
2010

ICICI Bank, India
2009

DCB Bank, India
2015

ICICI Bank, India
2014

Asian Banker Technology 
Implementation Award

Best Lending Technology 
Implementation Award

ICICI Bank, India

SPFC, India

2014

2018

RBI Trailblazer Award

CIMB, Malaysia
2013

IBS Intelligence FinTech 
Innovation Award

Roha Housing Finance, India
2019

Celent Model Bank Award 
For Retail Lending

RattanIndia Finance, India
2020
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DRIVING INNOVATION IN
FINANCIAL SERVICES GLOBALLY

WORLDWIDE PRESENCE, GLOBAL 
KNOWLEDGE, LOCAL FOCUS

3 DECADES
OF BANKING 

DOMAIN 
EXPERTISE

26 M
TRANSACTIONS 

PROCESSED
PER DAY

150
BANKS & FINANCIAL 

INSTITUTION CUSTOMERS 
ACROSS 50 COUNTRIES

$200 B
VALUE OF 

LOANS
MANAGED

3 OF TOP 20
GLOBAL BANKS ARE 
OUR  CUSTOMERS 

1
NEW LOAN
 BOOKED

EVERY SECOND


