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Part I: Disparate Technology Equals Higher Costs,
Lower Profitability and Less Customer Focus
Lagging technology is a key cause of higher operational
costs and organizational inefficiency, which negatively
affect both profit margins and the borrower experience.
For lenders using numerous lending platforms
to manage various loan products, the challenges
associated with aging technology are only multiplied.
In uncertain markets, IT budgets are quickly eaten up
on maintenance and compliance initiatives, with little left
over for new products, services and capabilities.
Maintaining different technology platforms across
lending silos also breeds duplication of effort, redundant
processing and IT support, and inefficient use of valuable
staff resources. Since each platform is unique, there is
virtually no standardization of processes, procedures or
best practices.
Disparate Lending Platforms Deliver
Operational Inefficiencies
Lenders that utilize different loan origination systems
to support mortgages, business loans and consumer
products cannot help but find operational inefficiencies
lurking around every corner. Multiple platforms inhibit
Figure 1.

enterprise-wide customer views and data utilization.
As a result, cross-sell opportunities are missed,
communication both internally and with the borrower is
ineffective, and customer data retrieval and verification
are inconsistent.
Lending platforms often utilize entirely different
processes and procedures, severely limiting the
ability to have a collaborative lending strategy on an
enterprise scale. A multiple-platform approach also
triggers inconsistent decisioning, which lengthens the
loan origination process and impacts profitability. This
approach can even affect the borrower experience, as
inefficient processing dashes customer expectations for
“right now” loan options, approvals and documentation.
Further, since each system requires maintenance
and support, there is significant – and costly –
duplication of effort, driving up operational costs
and wasting manpower.
Challenges Posed by Inefficient Technology
In a poll conducted by Fiserv in late 2009, 40 percent
of respondents indicated that they have the right
business strategy but need to better leverage
technology (Figure 1). When asked if their technology
enables them to keep pace with the current lending
environment, nearly one-third said they wished they
were better at leveraging opportunity (Figure 2).

Question: How equipped are you to succeed in 2010?
Choice

% of Respondents

Figure 2.

We are well positioned with the right
strategy and technology

21%

Question: Does your technology enable you to keep pace
with the current lending environment?

We have the right strategy, but need to
better leverage technology

40%

Choice

We have great technology, but are not
optimizing it

21%

I am very nervous about meeting our
2010 goals

15%

% of Respondents

Highly adaptable/configurable

34%

Moderately; I wish we were better at
leveraging opportunities

31%

We meet the deadlines, but it’s close

44%
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The figures are telling and suggest some of the
circumstances faced in the executive suite relative to
lending strategy going forward.
• Chief Operating Officer – Developing, enhancing and
maintaining efficient organizational processes can be
severely challenging for organizations. The reporting
and monitoring of operational metrics for multiple
lending platforms is labor intensive and cost prohibitive.
The effort required to promote best-practice processes
across verticals can divert attention away from more
beneficial duties, such as fine tuning day-to-day
performance to promote company growth, increased
profitability and future expansion.
• Chief Information Officer – Directing data information
and integrity throughout the organization can be
problematic. Each lending system has its own
technology, making the infrastructure and networks
extremely difficult to manage and maintain. Disparate
loan systems may not link together, making the
validation and certification of customer data
exponentially more challenging for the CIO and
the organization.
Part II: Three Unique Perspectives
on Operational Efficiency		
This section of the guide studies operational efficiency
from three different but equally important perspectives,
each with strong implications for lenders. Fiserv is
pleased to offer this information to enable you to be more
knowledgeable in your evaluation of adopting a common
loan origination platform and the strategy’s potential in
terms of the borrower experience, your staff resources
and your IT/hardware costs.
The Customer Perspective
In terms of both profitability from cross-sell
opportunities and enhancing the borrower experience,
lenders must consider the customer-centric perspective
as critical for growing the organization’s loan portfolio.
• The multi-platform scenario – In this scenario, a
borrower currently has a mortgage loan and a boat loan
with the financial institution. Because the two original
loans were processed on two separate platforms,
customer data is stored in two places. More often
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than not, the platforms do not communicate with
each other, so customer data-sharing is minimal, if not
impossible. Gathering loan product scenarios from
multiple origination systems is extremely complex and
time consuming. Each application produces its own
loan product information and the lender must then try
to synchronize and deliver that data in real time to the
consumer for true comparison. This not only curtails
the lender’s ability to serve the customer but also
inhibits the ability to spot product trends and cross-sell
opportunities. If the customer now needs to finance
an equipment purchase for a small business, he or
she may have to start from the beginning in terms of
completing the application, since the system used to
originate business loans cannot access data from the
previous loan transactions. This results in repetitive
data entry, hinders timely and wise credit decisioning
and increases the possibility for errors. In addition, it
limits cross-sell opportunities because there is not one
true snapshot of the borrower’s total relationship with
the financial institution.
• The single-platform scenario – In this scenario, the
lender utilizes a common platform to handle all
processing for the borrower’s three loan originations.
Borrower information is stored on one system,
eliminating the need to share data between different
platforms. When the borrower comes to the lender for
another loan, virtually all financial information is already
available to the lender through a search capability,
simplifying the origination process for both borrower
and lender. Data integrity issues are eliminated, and
the borrower experience is a positive one. And, as
cross-sell opportunities come about, the financial
institution has a holistic snapshot of the borrower’s
entire portfolio so it can make the most prudent – and
potentially most profitable – product offers.
The User Perspective
Operational efficiency is directly tied to how internal
staff is able to utilize technology resources.
• The multi-platform scenario – For lenders utilizing
different platforms for different loan products, there
is no common look and feel between systems. The
Consumer Loan Department may have to learn one
platform for equity loans and another for mortgage

loans. The user experience suffers because staff
members must create “work-arounds” or use manual
processes to manage all accounts. Production
personnel also have to be trained on multiple systems
in order to support more than one type of portfolio.
Origination volume suffers because of the extra
time required to work with different systems and in
different departments.
• The single-platform scenario – One platform means
one look and feel. Multiple loan products are processed
from the same system, so staff is trained once and
empowered to work efficiently between lending
verticals. The financial institution is able to standardize
processes and procedures, and staff feels more
comfortable and capable of contributing across loan
departments. The single-platform approach leverages
operational efficiency. Business users can set up
processes across channels, users, departments
and products with the requisite controls and history
tracking to safely implement changes, and individual
users can enjoy a streamlined productivity tool. The
business rules management incorporated in a common
system increases flexibility by letting lenders establish
security and processes according to the needs of
their business, and deploy capabilities and functions
according to user roles and responsibilities.
The Technology Perspective
Technology that separates loans into distinct functional
silos can be a barrier to driving down operational,
implementation and support costs. With the fierce
competition in today’s lending markets, implementing
an efficient software deployment strategy can mean
the difference between growing the portfolio and
just surviving.
• The multi-platform scenario – Using multiple platforms
makes managing the enterprise lending operation
much more complex. Each distinct platform runs
on a different operating system and database. The
consumer platform may run a .NET Application,
Oracle® Database and a Citrix® Server configuration,
while the commercial system runs an AIX-based
JavaTM Application, IBM® DB2 Database and an
Internet Explorer® deployment. The mortgage
system may run on a C++ platform. As a result,

IT resources must be staffed to support all three
hardware platforms and their existing operating
system applications. Just maintaining the three
diverse systems for updates, compliance/regulatory
demands and ongoing integration hampers the
lender’s ability to keep up with market changes and
conditions. In addition, staffing, training, operational
cost, processing efficiency and the overall borrower
experience are adversely affected.
• The single-platform scenario – Having one platform
typically simplifies processing automation by providing
tools designed to respond to industry and business
changes quickly and efficiently. Usually, system tools
allow the lender to establish security and create rules
to ensure process consistency. Reducing disparate
technology systems and redundant interfaces creates
efficiencies because the same processes are applied
to all loans. For instance, when compliance initiatives
require updates, it is a one-time process. All testing to
verify compliance with the new requirements is also
performed only once. IT staff supports one platform,
one operating system, and one database. Seamless
data transfer assures consistent and accurate
customer data throughout the origination process,
regardless of loan type.
Part III: Support for Multiple Loan Types
Blends Function with Efficiency to Provide
a Competitive Edge
There is no question that technology advances such as
multi-vertical origination software have enabled financial
institutions to implement customer-centric business
models. Lenders certainly need to be nimble when it
comes to product and process. But it does not stop
there. Financial institutions need to add a new word
to their lexicon: transparency. This term is becoming
foundational to how the loan operation relates to
regulators, borrowers and other departments within the
institution. Transparency is not only being able to provide
insight into origination processes and practices, but it
also means being able to pass along transactional data
to those who request it, when they request it and in the
format they request it.
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Strategies for loan origination should focus on technology that
minimizes your operating costs and provides an adaptable
environment for your institution.
Perpetual Customization

Increasing Costs

Vertically Aligned Software

Closed Systems

Thick Client Software

Tiered Architecture
Agile Configuration
BPM
BRMS

Optimal Technology

Variable Deployment
Web 2.0 Applications

Decreasing Agility

used to support multiple loan products, both secured
and unsecured. To keep operations nimble, these
solutions will have embedded rules and other controls
to empower lenders. They will also be real time to
ensure immediate awareness of transactions across
the enterprise.
Common Origination Platform combines intelligent
processing automation with next-generation,
sophisticated technology architecture. With customer
data housed in one database, lenders can effectively
reduce risk, gain processing efficiencies, take advantage
of cross-sell opportunities and use information more
effectively across the enterprise.

TowerGroup and Fiserv, December 2009

Looking back as far as a decade, some astute financial
institutions began to realize that their loan origination
systems were becoming outdated and were based
on technology that was increasingly more difficult
to maintain. But the influx of new loans suppressed
system upgrade projects. As a result, the current
technology landscape is rife with redundant, inefficient,
and incompatible systems that are increasingly costly
to maintain. The long-term result of this uncoordinated
growth was a focus on vertically segregated products
and a business-line approach to managing customers.
Many institutions have grown accustomed to having
one system for first-lien mortgages, another system
for second liens, a third for lines of credit secured
by real estate, and possibly even a fourth system to
accommodate other consumer installment products.
In such a stratified operating environment you may also
find deployment of separate systems to help manage
collections and investor accounting in an attempt
to bring cohesion to disparate servicing systems.
Aging components and a mixed bag of interfaces
jeopardize the entire lending infrastructure. The risk of
failure increases and the cost to maintain status quo
escalates rapidly. Cost and risk pressures prevent some
institutions from installing upgrades that are critical to
their business.
The future of origination technology resides with multifunction, multi-vertical solutions. New systems, such
as Common Origination PlatformTM from Fiserv, will be
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Process Automation
Offering process improvements and greater levels
of automation, single platform environments such
as Common Origination Platform enable financial
institutions to originate all consumer, business and
mortgage loans utilizing the same tools (including all
processes, workflows and business rules management
performed) and skill sets. Defining or modifying actions,
behaviors and workflows within this environment
is easily accomplished by manipulating the built-in
business rules, giving an organization much greater
control over its own specific processes. Streamlining
in this fashion can open up new avenues for cost
management strategies and greater profitability.
Single System IT Support
Operational efficiency is built into an integrated platform.
Having just one system means that any updates,
changes or modifications are applied enterprise-wide,
saving resources and money. Systems such as Common
Origination Platform that can handle multiple loan types
across multiple channels enable the organization to
devote IT resources to maintaining and supporting just
that system. A common platform also eliminates the
need to train separate technical staff or users to handle
different technology applications.
We hope you find this guide to be valuable to your
business and we look forward to providing you with
additional best practices topics in the future. For the
latest information on origination best practices, please
visit us at www.commonorigination.fiserv.com.

This Fiserv publication is not intended to replace individual
consultation by bank organization specialists, nor is it
intended to provide legal advice. We strongly suggest that
you consult with specialists in your own market due to the
diversity of state and federal laws and regulations, as well
as organizational policies, practices and requirements. This
Fiserv publication is informational only, and does not create
a warranty, an obligation to perform or a guarantee
of results.
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Only one provider offers loan support from every angle.

Fiserv addresses every point in the

loan lifecycle – from origination to servicing to disposition. Whether high-volume lending, mortgage,
home equity, installment, auto or niche lending, Fiserv helps you optimize your business, grow customer
relationships, reduce risk and meet regulatory compliance requirements. Get the depth of data and
capabilities to tackle market challenges, and experience lending from a new perspective. With Fiserv, you
have the power to achieve success in every dimension. The power within. www.fiserv.com
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