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Emerging shifts and opportunities 
Despite double-digit growth rates from 2009 to 2015, the commercial lending space has faced slowing growth in recent years, primarily 
due to a changing competitive landscape that requires banks to adapt or risk falling behind.  

The competitive market in commercial banking has shifted. At the turn of this decade, universal and regional banks dominated the 
commercial lending space. Today, fintechs and smaller independent players are competing in this space and differentiating themselves 
from traditional banks with their market offerings, customer experience, and speed of delivery (Figure 1). 

Banks need to recognize that evolving customer preferences and increased accessibility to data are changing the competitive landscape 
in favor of digital savvy lenders.    

Banks should consider investing in and further digitizing their commercial lending processes to keep pace with competition. They need 
to offer value-added services to clients who are constantly expecting more. 

Fig 1. Average funding by fintech category1 
Commercial lending is the second largest category, leading the market with over $8bn in total funding. 

 
1 Venture Scanner, 2017 – Fintech Q1 Update in 15 Visuals 
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Commercial lending challenges: The case 
for change 
The slow move to automation and digitization, relative complexity of the commercial 
lending processes, and rising client expectations have led to several challenges for 
banks. 

Fig 2. Key commercial lending challenges 
 

 

 

 

 

 

 

 

 

Manual processes still exist in the lending lifecycle despite new technology rollouts 
Even today, 30% to 40% of lending resources time is spent on non-core, automatable tasks due to disaggregated systems and manual 
tasks.  The high degree of manual efforts is driven by inefficient processes and inaction around improvement opportunities (including 
digitization). Banks must address redundancies across credit analysis, underwriting, loan booking, and portfolio management processes. 

Legacy technology has hindered bank’s agility to evolve with next gen solutions 
Many banks operate complex and outdated legacy IT systems, which increases costs and often inhibits them from using digital 
technologies to scale for growth. Not being able to harness innovative technology can severely hamper a bank’s ability to drive 
differentiated experiences for its clients. 

Legacy underwriting and warning systems make it tough to capitalize on market trends 
Traditional banks that rely on manual, paper-intensive underwriting processes prolong the loan approval process. Outdated credit risk 
models are also making it difficult to assess creditworthiness of clients. Both facts impede a bank’s ability to keep pace with competitive 
forces in the market as reflected by the rapid growth of fintech loan portfolios. 

Limited insights through data hampers ability to drive front-office performance 
Lack of rigorous data analytics to draw insights from loan/payment portfolios can potentially hinder most banks from building a 
comprehensive understanding of clients. In fact, only 37% of clients believe that banks adequately understand their needs and 
preferences.  Limited access to data leads to poor loan performance management and makes it difficult to identify areas with sub-par 
operational efficiency. 



Commercial lending digital transformation | Commercial lending challenges: The case for change 

4 Copyright © 2020 Deloitte Development LLC. All rights reserved. 

Fintechs’ ascent in recent years requires banks to define a go-ahead strategy 
Fintechs are working hard to impact banking through digitization with the promise of better client experience and faster decisions at a 
lower cost. Commercial lending is no exception to this disruption. By using data and technology, fintechs are challenging the traditional 
business model of commercial lending with differentiated offerings and services. 

Clients are more willing than ever to change banks for innovative experiences 
Commercial clients are increasingly expecting a similar level of service as retail customers; Clients are often willing to switch if their 
expectations are better met elsewhere. Banks need to keep pace and originate, decision, and close loans faster while offering a 
frictionless client experience. 
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Digitally Enabled Accelerated Lending  
Deloitte and Genpact have teamed to bring digitally enabled accelerated lending 
(DEAL) to market.  DEAL is a managed service offering for wholesale and commercial 
lending that can help banks accelerate their transformation, overcome potential 
execution barriers, and stay ahead of future market shifts.  

DEAL offers operating capabilities to support the day-to-day execution of the lending process. It overlays activities onto the bank’s 
existing lending process from client outreach to loan servicing and portfolio management. These capabilities under DEAL are augmented 
with digital and analytical tools that improve operational efficiency.  

DEAL manages key operational activities of the loan origination and servicing process, allowing bank executives to focus on client 
experience, decisioning, and other market-making activities. 

Fig 3. Sample view of DEAL services against the lending value chain 
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When to consider DEAL 
Wholesale and commercial banking has experienced minimal change in its approach to 
lending, so there is a strong opportunity to reimagine how work is done and how value 
is delivered to clients. DEAL can be the right answer for those tackling increasing 
market pressure or managing transformation roadblocks. 

Managing emerging challenges and capturing opportunities: 
With increasing market pressures that are inhibiting long-term growth and profits, banks are looking for more streamlined investment 
options with lower costs and quicker pathways to digitization. DEAL can help banks grow and protect their wholesale and commercial 
lending business by providing a service that is the digital enablement of the loan process, supported by operating capabilities.  

Addressing large-scale transformation barriers: 
Many banks have begun their transformation journey.  Along the way, several barriers to execution have emerged: 

• Prolonged timelines and the pressure to deliver results often forces transformation engagements to their “minimum expression” 
• The complexity of execution results in smaller scale improvements rather than radical and often much needed transformation 
• Previous transformation efforts often cause fatigue, limiting appetite to take on additional scope 
• Difficulty securing funding can often dampen the enthusiasm to execute  

 
DEAL, a managed service, can help push through obstacles, advance the transformation agenda, lower investment needs, and allow for 
quicker realization of benefits that can fund related projects. Banks must effectively address the emerging challenges and opportunities 
related to technology, starting with improving the client and employee experience. 
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Contact us 
For more information, please contact us: 

 

David Goslin 
Managing Director 
Deloitte Consulting LLP 
dagoslin@deloitte.com 
+1 347 366 2718 
 
Fadl El-Laoune  
Specialist Leader 
Deloitte Consulting LLP 
fellaoune@deloitte.com 
+1 404 217 2689 

Subhashis Sen 
Senior Manager 
Deloitte Consulting LLP  
shuvsen@deloitte.com 
+1 773 255 0467  

Tripp Piper 
Vice President, Global Alliances and Channels 
Genpact 
Tripp.Piper@genpact.com 
+1 678 296 1225 
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About Deloitte  

Deloitte provides industry-leading audit, consulting, tax and advisory services to many of the world’s most admired brands, including nearly 90% of the Fortune 500® and more than 5,000 
private and middle market companies. Our people work across the industry sectors that drive and shape today’s marketplace — delivering measurable and lasting results that help reinforce 
public trust in our capital markets, inspire clients to see challenges as opportunities to transform and thrive, and help lead the way toward a stronger economy and a healthy society. Deloitte 
is proud to be part of the largest global professional services network serving our clients in the markets that are most important to them. Our network of member firms spans more than 150 
countries and territories. Learn how Deloitte’s more than 312,000 people worldwide make an impact that matters at www.deloitte.com 

© 2020 Deloitte Development LLC. For information, contact Deloitte Touche Tohmatsu Limited..for a detailed description of our legal structure. Certain services may not be available to attest 
clients under the rules and regulations of public accounting. 
 

This publication contains general information only and Deloitte is not, by means of this publication, rendering accounting, business, financial, investment, legal, tax, or other professional 

advice or services. This publication is not a substitute for such professional advice or services, nor should it be used as a basis for any decision or action that may affect your business. Before 

making any decision or taking any action that may affect your business, you should consult a qualified professional advisor. Deloitte shall not be responsible for any loss sustained by any 

person who relies on this publication.  

 

About Genpact 

Genpact (NYSE: G) is a global professional services firm that makes business transformation real. We drive digital-led innovation and digitally-enabled intelligent operations for our clients, 
guided by our experience running thousands of processes primarily for Global Fortune 500 companies. We think with design, dream in digital, and solve problems with data and 
analytics.  Combining our expertise in end-to-end operations and our AI-based platform, Genpact Cora, we focus on the details – all 90,000+ of us. From New York to New Delhi and more 
than 30 countries in between, we connect every dot, reimagine every process, and reinvent companies’ ways of working. We know that reimagining each step from start to finish creates 
better business outcomes. Whatever it is, we’ll be there with you – accelerating digital transformation to create bold, lasting results – because transformation happens here. Get to know us 
at Genpact.com and on LinkedIn, Twitter, YouTube, and Facebook. 

  

 

 

 


