BEYOND TRANSFORMATION SERIES

TIPS FOR AN EXCEPTIONAL
BORROWER EXPERIENCE

Your borrowers expect fast and easy digital lending experiences—so what'’s holding

lenders back from delivering a modern borrowing experience? Explore our tips for how to streamline
your technology choices and reorient your business to be truly customer centric.
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Think simple
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TIP 5

Engage staff

Be sure to seek views and
opinions of your whole team
from the very start. They are
well-positioned to design the
best experience for themselves
and their customers.
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The tools you employ
need to be simple and
straightforward, to help
you develop easy
workflows and systems.

Be targeted Keep it personal
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Ask yourself, is this the most P S x ~ Take the time to really get to know
strategic way | can be using my tools your customer and find ways to be

to drive value and deliver on speed? Visualise end-to-end flexible and empathetic.

Don't solve issues in silos, think
holistically about the end-to-end
customer journey.

Customer experience matters from first contact to last F|nd out more

paymen.t..You need to consider how you're going to about exceptional
apply digital technology end-to-end throughout the

process, to ease bottlenecks, solve pain points, and even customer experience
create unique experiences for the customer.
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