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Loan Management Systems

Make Your Solution Work for You
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Introduction

* Lily Leavitt

» Senior Practice Lead, Craftsman
Technology Group

* Most importantly, I've been in
your shoes!

* 10 years in Operations at Accion
USA / East
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A Cautionary Tale...

» Significant systems investment/overhaul
* CEO suggested a solution
* Seems like the requirements were met

* Butintheend....
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On the Flip Side

* The Online Loan Application

* The Challenge: How to conduct lending online when the model was
geared towards face-to-face interaction.

* The Solution: The Online Loan Application eliminated geographical
barriers yet followed a high-touch philosophy.

* Latest Developments: Client expectation/norm; lightning-fast response
times.

* Lessons Learned....
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Part I:

Selecting Your Lending Platform

N °
A ﬁ'i Sponsored by: _ T
MERIND 1L _ S NATIVE 9
nsure Confidently Kaiser Permanente AMERICAN BANK AMERICA
FHLBank Fund at East Bay
. C ity F dati
Chicago ommuntly Fotindation 4& Tamalpais Trust

BMO 9 Capital(Orne Margaret A.Cargill RLeo RS

PHILANTHROPIES Social Finance



Flexible Systems to Meet Flexible
Process

* CDFls + mission-oriented lenders are
not commercial banks!
* Focus on the target market
 Technical assistance for the applicant
* Flexible repayment terms when needed

* One size does not fit all
» But can your system grow with you?
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Focus on the User Experience

* Applicants / Borrowers

* Walk through the applicant’s journey (ex:
via mobile).

 Staff

* Involve key staff members in every step of
the process:

* Selection

* Design

Build

User Acceptance Testing

End User Training
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Program + Philanthropic Compatibility

* Nonprofit constituencies:

* Besides applicants/clients + staff:
* Native Communities
* Funders: Public (CDFI Fund, GGRF, Others)
* Funders: Private Intermediaries and Funders

» Referral Partners

* Programs

» Training workshops, events, etc.

* How is this data captured?
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Total Cost of Ownership

* Plan for support, maintenance and operations?

* Release + upgrade management

* Is it easy to make changes?

Data integrity and security

Day-to-day administration

Location of support team (onshore or offshore)

Response times + hours of operation
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Analytics + Outputs

* Ask for examples of reports and
dashboards

* Ask other mission-oriented lenders
about their experience with reports
and dashboards on this platform
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Part 11I:

Managing Your Lending Platform
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Support

Support
* Ticket management Traditional support + ticket management
Res onse times incluges fscalaftionlpaths and -
e coordination of multi-app, multi-partner
. IssuFe).- resolution + escalation resolution.
. *
* Hours of operation
* Location of support team (onshore or Inbound Issue
OffS h or e) tickets resolution
. . | P
- Ultimately, is the platform partner escalation coordination
accountable for its solution
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Operations

* Data Integrity + Security

* Release Upgrades

* Environment Management
» Change Control
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Operations

Maintenance of data, environments and

management of change ensures a
healthy ecosystem - and provide

preventative measures.

*
Administration Change
control
Environment
+ release Data
integrity
management
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Environment Management

SR oy
Production |« Testing/UAT |« Build
;—/ &___/
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User Management + I'raining

* Ease of Use

* Shadowing a User

* Training + Re-Training
* Super-Users

* Documentation
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Part I1I:

Growing Your Lending Platform
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Focus on Mission, Strategy +
Governance

* Mission + Strategy needs to drive technology growth

* Governance decides priority work or some means of prioritization.

Governance / System
Prioritization Enhancements

Mission & Strategy
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Shared Ownership

Ensure a technical organization Provide business
standard and delivery service delivery

Governance
Platform Application

9th Annual Native CDFI y'rm Capital Access Convening



Cycle of Feedback, Learning +
Enhancement

* Enhancement Cycles

* Prepare for foreseeable events:
* GGRF

* Flexibility for unforeseeable events:
* Global Pandemic

9th Annual Native CDFI erSVay



Enhancement Cycles

May June July Aug
Build-Test Doc-Train-Deploy
EC1 ECH
Create-Prioritize Plan Design
EC2 EC2 EC2

Overlapping release cycles each quarter
correspond with product or platform releases
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Sept

Build-Test
EC2
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Oct

Doc-Train-Deploy
EC2

Create-
Prioritize
ECS
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Enhancement Cycles

May June July Aug Sept Oct
Create-Prioritize Plan Design Build-Test Doc-Train-Deploy
EC2 EC2 EC2 EC2 EC2

1. Issue/Escalation Log

2. Major Enhancement 1. Requirements Definition 1. Document

3. Planned Release(s) 2. Workflow Definition 2. Train

4. Communicate SOW to 3. Deploy

Partners (if applicable)

1. Create Schedule
2. Finalize Resources 1. Dev Sprints
3. Finalize Partner SOW 2. UAT

(if applicable)
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Forward-looking

enhancements

Knowledge continuously improve

Esnud';::zr ... | systemand respond to

Support requests Analytics larger organizational

. Requests
reactive to user 5

needs

needs

Issue Capability
Resolution Delivery

Systems Model

Governance &
Prioritization

Ongoing operations : Release
2 3 Data Integrity Management /
ensure integrity of “hange Control
Environment
data and manage Management

change
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Conclusion

Key Takeaways for
Selecting, Maintaining, and Growing your Lending Platform:

* Functionality * Reportability
* Flexibility  Ease of Maintenance
» Usability
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Special Thanks to Our Sponsors
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