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Introduction
The uncertainty and risk posed by the COVID-19 pandemic has faced lessors everywhere with the 

realities of needing to reinvent the way they onboard and communicate with customers and each 

other as well as how they run their operations.   

Even before the pandemic, it was widely recognised that legacy leasing solutions were untenable 

in their current form, but the wholesale seismic shift needed was deemed too great a challenge 

for many, considering the business disruption it would bring. But it is no longer viable to just do 

nothing. Understanding how to adapt all aspects of business to sustainably compete in a digital 

first world is imperative. 

The industry’s achievements in maintaining operations and continuing to serve customers are a 

historic success and they prove that change is possible.  However, the journey is far from over, 

and once recovery beckons, these temporary solutions will need assessing to ensure they are 

sustainable. The bottom-line rewards are significant. Digital origination costs have the potential 

to be as much as 80% lower than manual processes, according to leading experts such as Stuart 

Doignie, head of fintech strategy and commercialisation at Shawbrook Bank, with asset finance 

providers often using some of the savings to invest in higher levels of service when a personal 

touch is needed.

Those that hesitate may find the opportunity to evolve is closing rapidly, with new or more 

innovative lessors taking a leap to capture the hearts, minds and wallets of the today’s increasingly 

digitally connected customers.

This whitepaper, produced in association with Asset Finance International, looks at the  

potential that digital origination brings and how it delivers better business outcomes for funders 

and customers. 

Digital origination  
costs have the potential 
to be as much as  

80%
lower than manual 
processes.

– Stuart Doignie
Shawbrook
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Why now is the time to change
Manual processes make lessors uncompetitive, slow and unresponsive at a time when digital solutions are transforming 

the operations of rivals. A key example is the origination of new business, which for many companies remains mired in 

paperwork, processes and legacy systems that weigh heavily on decision-making, delaying approvals by days, if not weeks. 

Companies chain themselves to manual processes that defy logic when viewed in today’s digital, connected world. For example, 

there are as many as 20 steps in the manual process of completing a simple application form, when it is scanned and sent by 

email, only to be printed by the customer, signed, then scanned again and sent back. This is archaic and heading the same way 

as the fax machine in modern business, and it is likely to influence their decision-making when it comes to choosing suppliers.

Furthermore, digital origination reduces both the cost and time to serve customers for asset finance providers, making 

those companies that are digitally enabled more competitive and agile.

Digitalisation encompasses a vast array of projects, including the use of artificial intelligence and robotic process automation, 

but there are clear incremental steps to deliver sustainable change without reinventing your business.

Overall, humans are restored to their rightful place adding value, delivering customer service and driving business growth, while 

digital solutions pick up the repetitive elements that are either low value or require an error-free, consistently compliant process.

There are as many 
as 20 steps in a 
manual process...
this is archaic and 
going the same way as 
the fax machine.
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We retired 14 existing systems 
that didn’t communicate with 
each other and replaced 
them with an open-source 
platform that would connect 
the entire business. Our new 
business process is now 
entirely work-flowed and 
our many manual processes 
have been automated. 

– Adrian Lannon
Asset Alliance

We are not using technology as a way of 
reducing our cost base or as a way of reducing 
our people, but as a way of doing more volume 
with the same number of people. 

– Stuart Doignie
Shawbrook

Asset finance companies want 
to reduce both cost and risk; 
digitalisation delivers both. It 
lowers the cost to serve through 
automation, which also improves 
compliance. You can also use 
artificial intelligence to analyse  
risk better to serve new markets, 
so you can buy deeper without 
increasing risk – delivering more 
margin at the margin. 

– David Betteley
International Asset Finance Network
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STEP 1

Deliver digital where it matters 
Asset finance providers face bringing a spade to a sword fight 

as they try to meet customer needs with manual, legacy-based 

processes, while competitors launch digital, cloud-focused solutions. 

When originating new business, the idea of emailing a PDF, which 

then must be printed, signed and rescanned by the customer, is 

a huge imposition on their time and adds enormous cost to the 

business. This is especially the case when that document is rekeyed after 

being delivered back to the funder, sometimes in multiple systems, which 

can generate errors, hours of additional work and long response times. 

Legacy systems are often to blame, and future growth will only increase 

costs and potential errors as back-office resources have to grow. This 

limits a company’s ability to respond to new or repeat business 

enquiries, threatening retention levels that play a key role in 

profitability. 

Digital origination empowers lenders to provide a rapid, 

personalised response to customers that is data-driven 

and error free, allowing them to scale without 

the costs that are historically associated with 

growth. Instead, asset finance companies 

use digital origination to do the “heavy 

lifting”, meaning a greater amount of 

business can be managed by the same 

number of employees.

We have completely 
transformed our business 
from a resource intensive, 
complex business process 
with a high dependency  
on spreadsheets, email 
and in-house apps to a 
paperless new business 
process that can be 
transacted end-to-end in  
a matter of minutes. 

– Adrian Lannon
Asset Alliance

Asset finance digitalisation makes 
origination quicker and cheaper to 
reduce the cost to serve, which is 
vital when margins are reduced in a 
competitive market.

– David Betteley
International Asset Finance Network
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STEP 2

Involve stakeholders throughout 
the process
It is vital to involve key staff and customers to establish what 

functionality in a new system is essential and where compromises can 

be made – no system will give you everything. Involve as many staff as 

possible in user-acceptance testing as this increases the chance of 

identifying issues that need to be resolved before any go-live, 

while also providing vital staff training opportunities.  

If staff are not part of the process of design and 

implementation, it will be much harder to achieve a 

trouble-free introduction. For example, Asset Alliance 

created a working group made up of stakeholders 

covering a range of departments, who had direct 

input into system development, testing and 

implementation. Customers also can play a vital 

role by providing a different perspective. In one 

case, a finance company’s sales teams resisted a 

move to e-signatures and digital documents, as 

they believed customers would not like it; in fact, 

when it was shared with customers, they 

wholeheartedly supported the initiative as a 

vital benefit to their businesses.

We had staff from every department 
in the company that were going to be 
using the system involved in testing 
their area of expertise. We were 
pretty satisfied that by the time we 
were ready to go-live, that the people 
who were going to be touching the 
keyboard on a day-to-day basis knew 
the systems already because they had 
been involved in testing. Staff play a 
critical role. If they are not part of the 
process of implementation, post go-
live will be much harder to deliver. 

– Adrian Lannon
Asset Alliance
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STEP 3

Work through the workflow
A granular approach to understanding workflows  

throughout the business will have a transformative impact 

on how successful implementing digital origination is. By 

establishing the clearest possible blueprint of how the 

business works, processes can be reviewed and opportunities 

for automation identified, with the benefits cascading through 

other business processes to remove significant aspects of the 

administrative burden. 

Software can enforce compliance from the outset, reducing 

the burden on back-office staff, who now receive a flow of 

error-free applications with all the necessary data added, 

without the need for additional checks. Key external 

information is sourced automatically, while data 

verification removes the risk of keying errors and 

ensures that information is entered just once, 

then shared widely. 

We can confidently push processes out 
to the front-end of the business with the 
knowledge that they can only do certain 
things and the system will control and 
guide what they do. They just need 
to follow the process. That has been 
revolutionary for us. 

€
£$

$

– Adrian Lannon
Asset Alliance
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STEP 4

Choose a vendor with the right 
cultural fit
Partners form a critical part of the chain of success in any digital origination 

programme, so a close working partnership is as vital as the software used. Asset 

finance companies recommend making sure the software staff who sit in the 

boardroom extoling the virtues of a system are the ones who will be leading the 

implementation, not “disappearing into the woodwork”. 

There must be a high level of trust with the implementation team, as key contacts 

are critical to success and must fully understand the unique aspects of the asset 

finance business they are working with. In choosing a vendor partner, asset finance 

companies reported that they also looked for the flexibility to integrate with every 

team and support a wide array of third-party suppliers through APIs. 

There needs to be a focus on resiliency, including the ease with which third-party 

suppliers can be ‘unplugged’ and what contingencies are needed for alternatives 

to be put in their place if required. If one part of the chain fails, what does that 

actually mean for the business and the platform?

We deliberately chose a partner that 
could work in the way that we wanted 
to work and that included making sure 
that we had a matched working style 
between the two sides.

– Stuart Doignie
Shawbrook

The vendors that we 
chose to work with 
absolutely supported us. 
Through the whole system 
demo and pre-contract 
process, we wanted to 
feel that the people that 
we were talking to were 
actually going to be there 
for us once we signed  
the contract. 

– Adrian Lannon
Asset Alliance
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STEP 5

Educate and iterate
It is vital to ‘walk the floor’ once a system is live and 

listen closely to feedback. Managers, team members 

and customers will play a vital role in creating a feedback 

loop that quickly identifies any areas for improvement, 

while also expanding knowledge through education and 

support of staff. 

Train and re-train to maintain knowledge and maximise 

levels of adoption. While sales, risk and many related 

departments are likely to see the greatest benefits from the 

introduction of a cloud-based digital origination platform, 

the benefits may only be realised through careful guidance. 

For example, business development managers will no longer 

be managing the exchange of PDFs between client and funder, 

as the process will be automated using established workflows and 

e-signatures.

While this reduces workload, delays and errors, customer-facing staff 

may feel they are being marginalised, when in fact they are being 

empowered to be more productive. They will be fully informed about 

every exchange of information in the origination process and because 

they are no longer manually overseeing document exchanges or chasing 

customer signatures, they can be more productive. This reduces the cost 

of processing applications. Automated customer insights provide more 

granular detail on individual clients, so sales teams can serve segments 

they might not have considered previously, unlocking “more margin at  

the margin”. 

We showed the business 
development managers how it 
works and reassured them there 
was nothing to be worried about. 
They would be updated about when 
the customer received a document 
and when they returned it. They are 
unburdened with having internal 
back-office staff chasing them to 
chase the client for signatures.

– Adrian Lannon
Asset Alliance
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Shawbrook Bank launched a new origination system as part of a 

wide-ranging digitalisation programme at the bank.

The launch, in April 2021, provides an “agnostic” platform on  

which Shawbrook can build a range of customer journeys for 

different products.

Self-serve capability is also included, with portals for brokers  

and direct customers, while automated workflows are built into  

the system.

For Stuart Doignie, head of fintech strategy and commercialisation, 

the system is designed to do the “heavy lifting” of once  

manual processes.

He said: “It’s not about straight-through processing, but more 

using technology to do the heavy lifting for us. We may have had 

underwriters filling in credit templates, and completed financial 

statements, then providing recommendations, which is data we can 

obtain automatically from other sources.”

The system is removing “roadblocks” in terms of the speed of 

saying yes to the customer.

“In the high volume, low value markets, we couldn’t really compete 

in terms of expected turnarounds and our cost to serve,”  

Doignie says. “We have built a much more streamlined process, 

which has benefited sales and risk, with knock-on benefits to teams 

like financial crime. Whereas previously we would be building 

a credit submission to go to the credit team for sanction, now 

we are doing 80% of it automatically. We have removed a huge 

administrative burden.”

The impact is dramatic, reducing “time to yes” from a week to 

minutes, giving customers more certainty about their finances.

£

Previously we would be 
building a credit submission 
to go to the credit team for 
sanction, now we are 
doing 80% of  
it automatically.
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Previously, Doignie says, it could take up to seven days to process 

a deal, say “yes” and send documentation. 

“We are now aiming for eight hours, effectively inside a day and 

we can also give an approval in principle immediately,” he said, 

“The key thing is picking those parts of the process that make the 

most difference to the broker or client.

“In my view, digital origination costs can be up to 80% less than 

those with manual processes. To achieve this, you would need 

high levels of automation and most probably be reliant on simple 

assets and automated risk models to make yes/no decisions with 

no room for referrals.”  

“This will take a significant period of time to refine strategy and 

get the right tech partners to be part of the journey. However, 

most lenders would be happy to get to 60% and accept that 

they want to offer a more human approach to asset review and 

underwriting, maximising the revenue from processing those 

edge cases.” 

...we are now 
aiming to give an 
approval in principle 
immediately.

Instant Approval 
In Principle
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Fleet finance specialist Asset Alliance moved from 14 disparate systems to a single 

platform to transform the way the business operates. The digital transition has 

“revolutionised” the speed of origination, with business processes slashed from a week to 

just minutes in some cases, according to group operations director Adrian Lannon.

He said: “Previously, a contract hire transaction could take seven to 10 days from start to 

finish to complete. We are now able to process that business, credit approve it and have 

documents out to the customer within a day easily, shorter if it needs to be.”

Digital origination slashes the number of manual processes involved in the sales process, 

allowing business development managers to focus on relationship building with existing 

customers to embed loyalty, and expanding their networks to generate new business.

Lannon said: “Before, a member of staff would key in all of the details of the deal, they 

would save a PDF, which could be 10 or even 50 pages for master contracts, including terms 

and conditions, then email it to the customer for signing. The customer had then got to 

print the entire document off at their end, sign it, scan every page, and then email it back 

to us. And then in between time, we would be chasing the customer or the relationship 

manager for the document. And that process would go on. 

“Moving to electronic documents means it can be signed by the customer and sent back to 

us within 30 seconds.”

An additional benefit of having a single platform is improved communication between 

departments because everybody understands the system and the terminology related to it.

Lannon said: “Before, different departments were using different systems, their language 

was common to the system that they used. Now, the language right across the business is 

common across the platform; communication and working relationships between front and 

back office have massively advanced because of it. 

“Friction that we would previously have experienced, and frustrations that were previously 

experienced, have dissipated. We are a lot more joined up around this single system 

approach. It has been quite remarkable.”

Moving to 
electronic 
documents means 
it can be signed 
by the customer 
and sent back to us 
within 30 seconds.
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Summary
The pandemic has had a significant impact on the asset finance 

market when it comes to digitalisation. The issue has accelerated 

up the corporate agenda as businesses fought to keep operating 

through the crisis with digital adoption now at record levels.

In 2021, consumers will start to become frustrated with digital solutions 

that were hastily developed in the heat of the crisis if they have not been 

thoroughly reviewed.

As business volumes start to recover, companies must have a clear, 

detailed understanding of their processes and where digitalisation can 

add the most value.

At its heart, this is about reducing the ‘human touch’ only where it is not 

needed, so more attention can be focused where employees have the 

most benefit.

Lessors will need to work with their partners to deliver the maximum 

benefit from digitalisation, particularly when it comes to origination, so 

that automation removes barriers to growth, maximises compliance and 

enhances retention.

Where required, customer self-serve capability will dramatically reduce 

workloads and improving satisfaction levels, while the integration of 

data feeds from a wealth of sources will deliver greater levels of insight, 

allowing for granular customer segmentation and more proactive 

decision-making.

This will drive down the cost to serve and also make asset finance 

companies more competitive, as they are able to serve a broader range 

of customers more quickly and cheaply.

As this whitepaper shows, success will be driven by close relationships 

and partnerships, through stronger communication  

between internal teams and connections with customers; this is driven by 

a strong partnership with the platform providers who will enable change.

It is vital to choose suppliers who share your vision and culture as they 

provide technology that will underpin growth, with an open platform 

that an entire business can share and develop over time, and into which 

a wealth of external data can flow. This will embed business agility, 

allowing asset finance providers to respond to a rapidly changing market 

by adapting their approach as the market dictates.

It is time to break free of legacy systems to drive profitability, growth and 

customer loyalty in a new era for the asset finance industry.
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For more information go to Q2.com

Jeff Andrews
Senior Sales, EMEA

jeffrey.andrews2@Q2.com 

+44(0) 7584 566 884

Anna Pifferi
Senior Sales, EMEA

anna.pifferi@Q2.com 

+44 (0) 7591815460

Talk to us
To explore more critical 
aspects of digital 
transformation and 
how your business can 
dominate the market with 
a sound digitalisation 
strategy, visit Q2’s Beyond 
Transformation hub here.

Developed in association with: 

https://www.q2.com/beyond-transformation?utm_source=AFI&utm_medium=publication&utm_campaign=Lending_BYT_Campaign_21
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