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WHITEPAPER

THE CUSTOMER EXPERIENCE IN
COMMERCIAL LENDING

How Technology Can Improve Origination and Underwriting Without
Undermining the Relationship




Executive Summary

Borrower satisfaction with commercial lenders is
declining at precisely the moment when technology
offers the greatest opportunity to improve it. This
whitepaper examines the documented pain points of
small business and middle market borrowers through
the origination and underwriting process and presents
a framework for deploying digital application portals,
loan origination systems, and borrower-facing
communication tools in ways that genuinely improve the
experience. Technology (including artificial

intelligence) is most effective when it supports the
relationship between lender and borrower rather than
replacing it. Deployed carelessly, it introduces new
risks: regulatory, compliance, and credit quality. This
paper is directed at bank and credit union lenders who
are determining how to invest in technology without
losing what makes them competitive.
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About Finanta

Commercial lending is complex. Your
platform shouldn't be. Finanta is a
SaaS commercial lending platform built
for banks and non-bank lenders ready
to grow. Leave behind the complexity,
cost, and delays of legacy systems. We
deliver a unified, life-of-loan
experience across all collateral types.

Fully tailored product lines, next-gen
digital onboarding, and open banking
compliance are all built in. Our plug-
and-play architecture connects
institutions to best-in-class services for
alternate underwriting, data
aggregation, and beyond-banking
functions. All under your brand.

Finanta levels the playing field for
banks, credit unions, and non-banking
lenders. White-labeled and quick to
deploy, our platform helps institutions
compete in a complex market and
deliver the experience their customers
and members expect.


https://www.finanta.io/
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Infroduction: A Deteriorating
Experience in a Competitive
Market

The borrower experience in commercial lending has become an increasingly important
factor in competitive positioning. In an era when a middle market borrower can receive a
term sheet from a nonbank fintech lender within hours of an inquiry, the traditional
commercial bank or credit union that requires weeks of back-and-forth document
collection, opaque underwriting timelines, and reactive communication is not merely
behind the times; it is actively ceding ground.

The data shows this. Borrower satisfaction with commercial and small business lenders is
declining. The Federal Reserve Banks' 2024 Small Business Credit Survey, fielded from
September to November 2024 with more than 7,600 small employer firms nationwide,
found that net satisfaction with lenders among financing applicants declined overall
between 2023 and 2024. The decline was sharpest at online lenders, where net
satisfaction fell from 15% to 2% in a single year. The survey also found that applicant firms
were less likely to apply at large banks in 2024 than in 2023, with the application rate at
large banks falling from 44% to 39%.

This whitepaper examines three technology categories with the greatest near-term
potential to improve the commercial lending customer experience: digital self-service
application portals, loan origination systems, and borrower-facing communication tools. It
also examines the role of artificial intelligence as a component of each. Our argument is
not that technology is a substitute for the relationship. It is that technology, deployed
thoughtfully, can make the relationship more productive for both borrower and lender.
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These three data points together define the central challenge: borrower expectations are
rising and satisfaction is falling, lenders that embrace technology earn borrower comfort
with that technology when they are transparent about it, and the pace of approval
remains a material differentiator for institutions of all sizes.


https://www.finanta.io/borrower-portal/
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Documenting the Pain Points:
What Borrowers Actually
Experience

The Middle Market Borrower's Journey

For the purposes of this whitepaper, the representative borrower is a middle market
commercial enterprise: a business with revenues between $5 million and $50 million
seeking a commercial term loan, line of credit, or commercial real estate financing from
a bank or credit union. This borrower is sophisticated enough to compare lenders and
evaluate terms but typically lacks the resources of a large corporate treasury
department. Decisions are made by the owner, CFO, or a small executive team.

This borrower's journey through a traditional commercial lending process involves several
predictable friction points, each of which represents an opportunity for technology to
add measurable value.

The Application Experience

The FDIC's 2024 Small Business Lending Survey provides the most comprehensive picture
of how banks actually handle loan applications. Its findings are instructive. It shows that
only 24% of small banks and 42% of large banks accepted small business loan
applications online. This compares with 11% of small banks and 23% of large banks in
2016, indicating meaningful growth in digital intake, but also indicating that a substantial
majority of small banks still do not offer online application submission.

Even among institutions that do offer online applications, the FDIC survey found that very
few allow borrowers to complete a small business loan application entirely online.
Document submission, financial statement collection, and supporting information
gathering typically still require in-person or email-based exchanges. The result is a
fragmented application experience that creates multiple handoff points, each carrying
the potential for delay, miscommunication, and borrower frustration.

Figure 1: Banks Accepting Online Small Business Loan Applications,

Small banks accepting online applications (2024) 24%
Small banks accepting online applications (2016) 1%
Large banks accepting online applications (2024) 42%
Large banks accepting online applications (2016) 23%

Source: FDIC Small Business Lending Survey, 2024 (n=approximately 1,300 banks; 2016
comparison from FDIC Small Business Lending Survey, 2018)
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Approval Timelines

The FDIC survey provides verified data on approval timelines that directly relates to the
customer experience discussion. Three in ten banks, including more than half of large
banks, can approve a small and simple loan within one business day. Three in four banks
can approve a small and simple loan within five business days. Three in four banks
approve their typical small business loan within 10 business days.

These figures reflect what is mechanically possible on the lender's side. The borrower's
experience of the timeline, however, is shaped not only by the internal approval clock but
by the time required to collect and submit complete documentation. Document
incompleteness is the single most common cause of extended cycle times in commercial
lending. A digital application portal that guides the borrower through document
requirements at intake, validates completeness before submission, and tracks outstanding
items in real time materially compresses this phase of the cycle.

The FDIC's Small Business Lending Survey found that while most banks are
adopting new technologies, these innovations have not replaced the

relationship-oriented and staff-intensive nature of small business lending.
The FDIC Chairman stated: 'From the smallest to the largest banks, smalll
business lending is generally underwritten and approved by people.’

Communication and Transparency

Perhaps the most underappreciated driver of borrower satisfaction is not speed but
transparency. The J.D. Power 2025 U.S. Mortgage Origination Satisfaction Study provides
the most current large-sample evidence on this point. The study found that overall
customer satisfaction rose 33 points on a 1,000-point scale compared to the prior year,
driven by lenders who adopted advisory-style engagement with borrowers throughout the
process. Specifically, overall satisfaction was 32 points higher when lenders connected
with customers at the beginning of their journey, before active shopping had commenced.
Satisfaction dropped by 64 points when lenders first engaged at the application stage.

While this study covers mortgage origination, the underlying dynamic is directly applicable
to commercial lending: borrowers reward early, consistent, informative engagement. The
relationship manager who proactively communicates status, explains what documentation
is needed and why, and surfaces issues early in the process builds the trust that drives
repeat business and referrals. Technology that enables this proactive communication at
scale is among the highest-return investments a lending institution can make.

The Federal Reserve Banks' most recent Small Business Credit Survey further supports the
importance of the relationship. Applicants that sought financing at small banks were more
likely to be fully approved (54%) than those that sought financing from other lenders, a
finding consistent with the FDIC's broader observation that small banks' relationship-
intensive, high-touch practices confer a competitive advantage in small business lending.
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Digital Self-Service Application
Portals: The Case for Investment

The Opportunity

The Digital Banking Report's State of Digital Lending found that web-based loan
applications are now available at 90% of financial institutions, compared to 75% in 2019.
However, the same report found that fewer than 50% of respondent institutions' products
could be handled digitally from end to end and that where digital processes did exist,
they were often slow and disjointed. The gap between having a digital front door and
offering a genuinely seamless digital experience remains large.

This gap is where community banks and credit unions have the greatest opportunity to
differentiate. Large banks are investing heavily in digital infrastructure but often deliver a
generic, templated borrower experience. Community institutions that know their markets,
their borrowers, and their credit appetite can design portals that reflect that knowledge,
guiding borrowers through an application process that is customized to their loan type,
industry, and relationship history.

What an Effective Portal Does
An effective commercial lending digital portal is not a PDF form delivered online. It is an
intelligent intake system that performs several functions simultaneously:

* It collects and validates core borrower information, including entity structure,
ownership, and purpose of funds, at the point of submission rather than after.

* |t presents dynamic document checklists based on loan type, size, and borrower
characteristics, reducing the cycle of repeated document requests that degrades the
borrower experience.

* |t provides real-time application status to the borrower, replacing the follow-up
phone call with a transparent, always-available status view.

* |t routes completed applications to the appropriate lender or credit analyst
automatically, eliminating manual triage.

* |t integrates with the loan origination system, populating data fields from borrower
input rather than requiring dual entry by bank staff.

Each of these functions addresses a documented pain point in the borrower experience.
The first two address document friction. The third addresses communication opacity. The
fourth and fifth address internal efficiency that the borrower experiences as speed.

Technology Risk in Portal Deployment

The deployment of a borrower-facing digital portal intfroduces a category of risk that
lenders must address explicitly before implementation. The CFPB's Winter 2025
Supervisory Highlights: Advanced Technologies Special Edition, issued in January 2025,
stated plainly: 'There is no advanced technology exception to Federal consumer financial
laws."' This applies directly to digital portals that collect applicant information, generate
adverse action communications, or present credit terms.
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Specifically, any portal feature that uses applicant-supplied data to pre-screen
applicants, generate preliminary approvals or denials, or display customized rate or term
information is subject to the full requirements of Regulation B, the Equal Credit
Opportunity Act, and fair lending law. Institutions must ensure that the logic embedded in
portal workflows does not produce disparate impact on protected classes and that any
adverse action communication generated by or through the portal meets the specificity
requirements of Regulation B.

Loan Origination Systems: The
Engine Behind the Experience

The LOS as Customer Experience Infrastructure

The loan origination system is not typically thought of as a customer-facing tool. It is the
internal workflow engine through which applications move from intake to approval. But the
LOS has a direct and material effect on the borrower experience, because it determines
how fast information moves, how accurately data is captured, how easily the lender can
communicate status, and how consistently underwriting decisions are applied.

The FDIC's most recent Small Business Lending Survey found that approximately half of
U.S. banks were using or considering using financial technology in their small business
lending process. Among those using fintech in the loan process, the majority were using it
in one or two steps of the loan process, with an additional 16% using it in three or more
steps. This data illustrates that meaningful adoption is underway while significant variation
in deployment depth remains.

Figure 2: Fintech Use in Bank Small Business Lending Processes

Currently using fintech in any step of the loan Approx. 50%
process

Under discussion or development(not yet using) Approx. 22%

No plans to use fintech Approx. 28%

Source: FDIC Small Business Lending Survey, 2024 (survey, n=approximately 1,300 banks)

Where the LOS Creates or Destroys Borrower Value

For the middle market borrower, the LOS is invisible. What is visible are its outputs: how
quickly the lender responds, whether document requests are clear and non-repetitive,
whether the credit decision is explained clearly, and whether the closing process moves
efficiently. A well-implemented LOS produces all these outcomes. A poorly implemented
one produces their opposites.

The specific LOS capabilities with the greatest direct effect on the borrower experience
are as follows:



LOS Capability

Borrower-Visible Effect

Risk if Absent

Automated

generation

document checklist

Borrower receives a
complete, loan-type-specific
document list at application

Repeated document
requests; extended cycle
time; borrower frustration

Real-time status
tracking and
notifications

Borrower knows where
application stands without
calling the lender

Communication opacity;
perception of lender
disorganization

Integrated financial

Analyst spreads financials
directly from submitted

Manual re-entry errors;
analyst time consumed by

spreading documents; fewer data " .
administrative tasks
errors
Automated Closing conditions are Conditions fall through the
condition tracked, communicated, and cracks; closing delays;
management resolved in one system borrower dissatisfaction

Credit memo

generation support

Consistent, complete credit
presentations reduce
committee turnaround time

Inconsistent underwriting
quality; longer internal
review cycles

The Relationship Between LOS Efficiency and Credit Quality

There is a tension embedded in LOS adoption that lenders must address explicitly.
Systems designed to accelerate origination can, if poorly governed, also accelerate the
origination of loans that should not be made. Speed is a feature of the borrower
experience. It is also a potential risk to credit quality if it comes at the expense of

underwriting rigor.

The FDIC's survey found that small banks use more soft or difficult-to-quantify
underwriting information gathered through relationships than large banks, and that
especially for smaller loans, large banks focus more heavily on hard quantitative
information. This distinction is significant for technology deployment. A LOS that

automates the collection and analysis of hard information, including financial statements,

credit scores, and collateral valuations, can do so safely and efficiently. A LOS that
attempts to automate the evaluation of soft information, including management quality,
industry judgment, and market knowledge, risks substituting algorithmic convenience for
the relationship intelligence that is the community institution's core competitive

advantage.
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The most common LOS implementation error is attempting to automate
credit judgment rather than credit administration. Automation of
document collection, data entry, workflow routing, and status
communication is appropriate and low risk. Automation of the credit
decision itself, at the community and regional institution level, is a

different matter entirely and requires a rigorous governance framework.

Implementation Considerations for Community Institutions

For small and mid-sized banks and credit unions, LOS selection and implementation is
among the most consequential technology decisions the institution will make. Several
considerations are specific to this segment:

* Vendor risk: Institutions should assess vendor financial stability, product roadmap,
and client references from institutions of similar size and loan mix.

* Integration with existing core systems: A LOS that does not integrate cleanly with
the institution's core banking platform creates a data reconciliation burden that can
negate much of the efficiency gain.

* Configuration versus customization: Most community institutions benefit from
configuring a proven platform to their workflows rather than building custom
functionality. Custom builds are expensive to maintain and create vendor
dependency risk.

* Staff adoption: The borrower experience benefit of a LOS is realized only when
lenders use it consistently. Implementation plans must include mandatory training and
workflow redesign, not merely software installation.

* Regulatory examination readiness: Examiners increasingly expect to see evidence
of consistent, documentable underwriting processes. A LOS that produces an
auditable record of each step in the origination and underwriting process is an
examination asset.

Borrower-Facing Communication
Tools: Where Technology Meefts
Relationship

The Communication Gap

For many banks and credit unions, the complaint heard most consistently from
commercial borrowers is not that interest rates are too high or that the underwriting was
too conservative. It is that the process was not clearly laid out and communication was
reactive rather than proactive. Borrowers did not know where their application stood.
They learned about problems when closings were delayed rather than when problems
were identified. They received document requests piecemeal rather than
comprehensively at the outset.
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The J.D. Power 2025 U.S. Mortgage Origination Satisfaction Study provides the most
directly relevant data on this dynamic. The study found that lenders building loyalty
with an advisory-style approach received top scores from 79% of their customers for
providing useful guidance, up from 76% in 2024, 70% in 2023, and 69% in 2022.
Critically, customers of mortgage lenders that receive top scores for delivering useful
guidance are 2.3 times more likely to say they will definitely choose the same lender
for future loans. The commercial lending implication is direct: advisory-style
engagement, enabled by consistent and proactive communication, is a measurable
driver of repeat business.

Figure 3: Share of Mortgage Borrowers Receiving Top Scores for Useful Guidance
from Lender

2022 69%
2023 70%
2024 76%
2025 79%

Source: J.D. Power U.S. Mortgage Origination Satisfaction Study, 2025 (n=10,067,
fielded September 2024 through September 2025)

Technology That Enables Proactive Communication
Several technology categories enable lenders to shift from reactive to proactive
borrower communication without requiring proportionally more lender time:

Automated status notifications are the most straightforward. A borrower who
receives a text or email when their application moves from intake to underwriting,
when a document is received and validated, and when a credit decision is made
does not need to call the lender to check status. This eliminates a significant source
of friction for the borrower and a significant source of administrative interruption for
the lender.

Secure document portals allow borrowers to submit, track, and confirm receipt of
required documents in a single location. The alternative, sending financial statements
and tax returns via email, introduces data security risk and creates a document
management burden on both sides of the transaction. For an institution subject to
the Gramm-Leach-Bliley Act's safeguard requirements, a secure document portal is
not merely a convenience; it is a compliance tool.

Digital closing checklists track the resolution of conditions from credit approval to
closing in a single system visible to both the lender and the borrower. Unresolved
closing conditions are the most common source of last-minute closing delays. A
borrower who can see which conditions are outstanding, which are resolved, and
what action is required of them is far better positioned to close on schedule than one
who learns of outstanding conditions the day before closing.
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The Role of Artificial Intelligence in Borrower Communication

Artificial intelligence has a legitimate and growing role in borrower-facing
communication, but it must be deployed with the same discipline and transparency
required in internal Al applications. The J.D. Power 2025 study found that slightly more
than half (54%) of mortgage borrowers are completely comfortable with their lenders
using Al in the origination process, and another 31% are partially comfortable. However,
71% say it is very important for their lender to inform them when they are using Al.

This finding carries a clear operational implication: borrower acceptance of Al in the
lending process is conditional on transparency. An institution that deploys Al-assisted
communication tools without disclosing that use to borrowers risks losing trust. An
institution that discloses its use of Al, explains how it is used, and focuses borrowers on
the benefit they receive from it is far more likely to build, rather than erode, the
relationship.

The J.D. Power research describes the highest-ranked lenders as
those that have 'perfected hybrid engagement,’ blending high-
touch advisor relationships with intelligent digital infrastructure. This

framing applies directly to commercial lending: technology should

amplify the relationship manager's capacity to serve borrowers, not
replace the relationship manager's judgment. (J.D. Power, 2025
U.S. Mortgage Origination Satisfaction Study)

What Al Should Not Do in Borrower Communication

Several applications of Al in borrower-facing communication carry risk that outweighs
their benefit at the institution level:

* Al-generated adverse action notices: Any adverse action communication, whether
delivered digitally or on paper, must meet the specificity requirements of Regulation
B. The CFPB's January 2025 Supervisory Highlights identified actual examination
findings where Al-assisted credit models produced adverse action communications
that were insufficiently specific. Adverse action notices should be drafted and
reviewed by qualified lending staff, not generated autonomously by Al.

* Al chatbots as primary communication channels: A commercial borrower in the
middle of a $3 million credit facility renewal does not want to receive answers from
an Al chatbot. Al-assisted FAQ tools for general information are acceptable. Al as a
substitute for the relationship manager in borrower communications is not.

* Automated commitment or pre-approval communications: Any digital
communication that could be interpreted by a borrower as a credit commitment or
preliminary approval must be reviewed and approved by a qualified lender before
delivery. Automated systems and portals should not generate and display preliminary
credit determinations without explicit lender review.
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The Regulatory and Compliance
Framework

Why This Document Stands Alone

This whitepaper is designed as a standalone document. It does not assume the reader

has reviewed prior guidance on Al governance in commercial lending. The regulatory
framework described here is relevant to all three technology categories discussed:
digital portals, loan origination systems, and borrower-facing communication tools.

Applicable Regulatory Framework

Regulation or ) Relevance to Lending
Issuing Body

Guidance Technology

IAdverse action notice requirements apply

Regulation B / Equal CEPB / Federal Reserve to all Al-assisted cred'lt decisions; specific
Credit Opportunity Act reasons must be provided regardless of
model complexity

Al-assisted decisions that produce
disparate impact on protected classes in
mortgage and commercial real estate
lending may violate the Act

Fair Housing Act HUD

IDigital portals and document collection

G -Leach-Bliley Act FTC / Federal Banki
ramm-teac lley Act / / Federal Banking systems must protect borrower data with

Safeguards Rule Agencies . .
guar Y 9 ! appropriate technical safeguards
All models used in credit decisions,
R11-7:M | Risk includi - i Al tools in L
S odel Ris Federal Reserve / OCC including vend.or prgwd.ed ools in LOS
Management systems, require validation, governance,

and documentation

|Institutions are responsible for the
FFIEC Agencies conduct of vendors providing lending
technology, including Al components

FFIEC Third-Party Risk
Management Guidance

[No advanced technology exception to
consumer financial laws; Al models
CFPB producing disparate outcomes require
demonstration of less discriminatory
alternatives

CFPB Winter 2025
Supervisory Highlights

Credit unions deploying technology to
NCUA Member Business NCUA originate member business loans must
Lending Rules ensure that aggregate exposure remains

within statutory caps
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Fair Lending Risk in Digital Portals

A digital application portal that presents different information, different document
requirements, or different preliminary guidance to borrowers based on characteristics
correlated with protected class status presents material fair lending risk. This can occur
through seemingly innocent design choices: a portal that routes borrowers to different
products based on business type, geography, or loan amount may produce disparate
impact if those routing criteria correlate with race, national origin, or other protected
characteristics.

Institutions should conduct a fair lending impact assessment before launching any portal
feature that differentiates the borrower experience based on applicant-supplied

information. This assessment should be documented, reviewed by compliance, and
repeated whenever material changes are made to portal logic.

Data Security and Third-Party Risk

Digital portals and LOS platforms deployed via third-party vendors require explicit
contractual protections covering data use restrictions, breach notification timelines,
data residency requirements, and sub-processor disclosure. As noted in the FFIEC's
third-party risk management guidance, the institution bears regulatory responsibility
for vendor conduct even when the technology is operated by a third party.

For borrower-facing portals specifically, the institution should verify that the vendor's
security architecture meets or exceeds the requirements of the FTC Safeguards Rule,
which was significantly strengthened in 2023. The Safeguards Rule requires financial
institutions to implement a comprehensive information security program, including
encryption of customer information in transit and at rest, multi-factor authentication
for any system containing customer information, and regular penetration testing.

Implementation Framework: A
Sequenced Approach

The Sequencing Principle

Technology is most effective when implemented in sequence rather than
simultaneously. Each step builds on the foundation established by the prior one. A
digital portal that delivers applications to a manual, paper-based workflow does not
produce the borrower experience improvements described in Section 3. A LOS that
does not connect to a borrower-facing communication layer does not produce the
transparency described in Section 5. The sequence below reflects the order in which
each component delivers the most value.



https://www.finanta.io/borrower-portal/
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Phase

Primary
Investment

Key Deliverable

Borrower-Visible
Benefit

Digital Application

Standardized,
online intake with

Clearer application
experience; fewer

and Upgrade

through approval
in single system

Phase 1 (Months 1-6) Portal document repeated
checklist and document
validation requests
End-to-end Faster decisions;
LOS Integration workflow from consistent
Phase 2 (Months 7-12) application

communication;
fewer data errors

Automated status

Real-time visibility

warning
integration

Borrower notifications; into aoplication
Phase 3 (Months 13-18) Communication secure document PP .
. status; proactive
Layer portal; condition
. lender contact
tracking
Al-assisted .
Faster preliminary
document underwriting;
Phase 4 (Months 19- Selective Al extraction and . 9:
. . more informed
24) Augmentation spreading; early

lender
conversations

Artificial Intelligence as Augmentation, Not Automation

The fourth phase of this framework explicitly positions artificial intelligence as

augmentation of the lender's capacity rather than automation of the lender's

judgment. The distinction is not semantic. It reflects a fundamental principle of

responsible technology deployment in a credit environment.

Al tools that extract financial data from submitted documents, spread financial

statements, draft preliminary credit memos, and flag unusual patterns for lender

review all add value to the underwriting process without displacing the credit

judgment that must remain with a qualified lender. Al tools that generate credit

decisions, produce adverse action notices, or communicate preliminary approvals

to borrowers introduce risks that, at the community institution level, are not

commensurate with their benefit.

This distinction is reinforced by the EY-Parthenon Retail and Commercial Banking

Generative Al Survey of March 2025, which found that 71% of banks cite regulatory
and compliance issues as the top barrier to agentic Al adoption and that only 16%
of identified Al use cases ultimately reach production. Institutions that approach Al
as a targeted augmentation tool rather than a comprehensive automation platform
are better positioned for sustainable, examination-ready deployment.
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Governance Requirements for All Four Phases

Each phase of this implementation framework requires governance structures that are
proportionate to the risk intfroduced. Drawing on the published guidance of the
federal banking agencies and NCUA, and on practitioner experience, the following
governance elements are relevant across all phases:

* Written technology use policy: Every institution deploying borrower-facing
technology should maintain a written policy defining approved use cases,
prohibited applications, vendor approval requirements, and incident escalation
protocols.

* Fair lending impact assessment: Any technology component that differentiates
the borrower experience based on applicant characteristics requires a pre-
launch fair lending review and periodic reassessment.

* Third-party due diligence: All vendors providing technology components in this
framework should be subject to due diligence covering model performance, data
security, regulatory compliance posture, and financial stability.

* Staff training: Lenders and credit analysts must understand what each
technology component does and does not do, how to verify automated outputs,
and when to escalate concerns.

* Examiner readiness documentation: Institutions should maintain
documentation demonstrating that each technology component has been
reviewed, tested, and governed appropriately. This is increasingly an examiner
expectation, not merely a best practice.

The Relationship Advantage: Why
Technology Must Support, Not
Replace

What the Data Tells Us About Relationships

Every primary source reviewed in the preparation of this whitepaper arrives at the same
conclusion: the relationship between lender and borrower remains the most durable
competitive advantage available to community banks and credit unions. Technology
cannot replicate it. It can only support or undermine it.

The FDIC's Small Business Lending Survey found that banks use and highly value branch
locations and on-site visits to generate and maintain small business lending relationships.
Nearly all banks emphasized in-person and high-touch practices for developing
relationships with small business customers, even as they adopted technology in other
parts of the loan process. The FDIC chairman's observation is worth restating in this
context: small business lending at banks is one of the forms of lending that has remained
most consistent and traditional in how it is conducted.
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The Federal Reserve Banks' 2024 Small Business Credit Survey found that applicants
at small banks were more likely to be fully approved (54%) than those at other lender
types. This is not primarily a credit quality observation; it reflects the informational
advantage that relationship lending confers. A lender who knows the borrower,
understands the business, and has assessed soft information over the course of a
relationship is better positioned to make a sound credit decision than one relying
solely on financial statements and credit scores.

The Hybrid Model: Technology as Force Multiplier

The J.D. Power 2025 study describes the highest-performing mortgage lenders as
those that have perfected hybrid engagement, blending high-touch advisor
relationships with intelligent digital infrastructure. This framing is the correct
framework for community commercial lenders as well.

A relationship manager who spends three hours manually spreading a set of
financial statements is not providing relationship value during that time. A LOS or Al-
assisted tool that compresses that work to 30 minutes returns two and a half hours of
relationship capacity to the lender. That capacity can be reinvested in

understanding the borrower's business, structuring a loan that better fits the
borrower's needs, and maintaining the contact frequency that drives retention.

Technology is a force multiplier for the relationship, not a substitute for it. Institutions
that understand this distinction deploy technology to free their lenders to do what
technology cannot do. Institutions that misunderstand it deploy technology to reduce
their lender headcount and discover that what they have eliminated is the source of
their competitive advantage.

Monitoring the Technology-
Enhanced Experience

Measuring What Matters

Technology investments in commercial lending are often evaluated on internal
efficiency metrics: application processing time, analyst hours per loan, error rates in
data entry. These are legitimate measures, but they are incomplete. They measure
what the institution saves, not what the borrower receives. An institution committed
to improving the customer experience through technology should measure the
borrower's experience directly.

The Federal Reserve Banks' 2024 Small Business Credit Survey provides a model for
how borrower satisfaction can be tracked at the institution level. The survey
measures net satisfaction, the share of applicants who are satisfied minus the share
who are dissatisfied, by lender type. An institution that conducts periodic borrower
surveys using consistent questions can track its own net satisfaction trend over time
and compare it directionally to the national data.
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A Monitoring Framework for Technology-Enhanced Lending

Metric What It Measures Recommended
Frequency
Share of started
Application completion applications submitted Monthly

rate

completely, without
abandonment

Document cycle time

Days from application
submission to complete
document package

Per loan; monthly
average

Time to credit decision

Business days from
complete application to
credit decision

Per loan; monthly
average

Borrower satisfaction
score

Net satisfaction from
post-closing borrower
survey

Quarterly; reviewed
annually against
national benchmarks

Communication
touchpoint frequency

Number of proactive
lender contacts per loan
from application to
closing

Per loan; quarterly
review

Portal adoption rate

Share of applications
initiated through digital
portal vs. in-person or
email

Monthly

Al output accuracy rate

Share of Al-generated
outputs confirmed
accurate after lender
review

Monthly; any result

below institutional

thresholds triggers
review

The Feedback Loop

Monitoring metrics are useful only if they drive action. An institution that measures
borrower satisfaction but does not connect that measurement to technology
configuration decisions, lender training priorities, or process redesign has created
a reporting function without @ management function. The monitoring framework
above should be reviewed quarterly by lending leadership and explicitly connected
to the institution's technology roadmap. Where metrics indicate that a technology
component is not delivering the borrower experience improvement intended, the
root cause should be investigated before additional investment is made.
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Conclusion

The commercial lending customer experience is at an inflection point. Borrower
expectations, shaped by consumer digital experiences in other industries and by the
growing availability of fintech lending alternatives, are rising. The Federal Reserve
Banks' Small Business Credit Survey shows that satisfaction with traditional lenders is
declining. The institutions that will earn borrower loyalty in this environment are those
that make the lending process faster, clearer, and more open with communication. They
must do this without sacrificing the relationship intelligence and credit judgment that
define the community institution's competitive advantage.

Digital self-service portals, well-implemented loan origination systems, and borrower-
facing communication tools are the primary instruments of this improvement. Each can
be deployed in ways that genuinely serve the borrower. Each can also be deployed
carelessly, producing regulatory risk, credit quality degradation, or the erosion of the
relationship that the technology was meant to support.

Artificial intelligence is a component of this technology landscape, not its centerpiece.
It adds value when it augments the lender's administrative capacity, freeing relationship
time and reducing error. It introduces risk when it substitutes algorithmic output for
credit judgment or borrower communication without adequate lender review. The J.D.
Power 2025 research finding that 71% of borrowers say it is very important to be
informed when their lender is using Al is not merely a transparency preference; it is a
signal that borrower trust in technology is conditional on institutional honesty about its
use.

The path forward for banks and credit unions is not to deploy the most technology, but
to deploy the right technology, in the right sequence, with the right governance, in
service of the relationship that no algorithm can replicate. Institutions that approach
this challenge with the same rigor they apply to credit underwriting will build a borrower
experience that serves as a genuine competitive differentiator for years to come.
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# Recommendations Priority Phase

Conduct a borrower experience audit
before any technology investment,
mapping current pain points against
available solutions

Critical Pre-Phase 1

Deploy a digital application portal with
dynamic document checklists and real-
time validation as the first technology
priority

Critical Phase 1

Conduct a fair lending impact
assessment before launching any
portal feature that differentiates the
borrower experience

Critical Phase 1

Upgrade or replace the LOS to create
4 end-to-end workflow integration from High Phase 2
intake through approval and closing

Implement a secure digital document
portal to replace email-based
5 document collection, addressing both High Phase 3
borrower experience and Gramm-
Leach-Bliley safeguard requirements

Deploy automated status notifications
6 to replace reactive communication High Phase 3
with proactive borrower updates

Limit Al deployment in Phase 4 to
document extraction, financial
spreading, and internal workflow
augmentation; do not deploy Al for
adverse action communications or
autonomous borrower-facing decisions

High Phase 4

Establish a vendor due diligence
process covering data security, fair
8 lending posture, and regulatory High Ongoing
compliance before any technology

vendor is engaged
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Measure borrower satisfaction directly
through post-closing surveys and track
10 results against the Federal Reserve Medium Ongoing
Banks' annual Small Business Credit
Survey national benchmarks

Report technology adoption and
borrower satisfaction metrics to the
10 Board Risk Committee at least annually, Medium Ongoing
with material issues escalated

immediately

The commercial lenders who will look back on this era with confidence are those
who treated technology as a means of deepening the borrower relationship rather
than replacing it, who governed their deployments with the same discipline they
apply to their credit portfolios, and who kept the borrower's experience, not the
technology's capability, as the measure of success.

Sources:

Federal Reserve Banks, 2025 Report on Employer Firms: Findings from the 2024 Small
Business Credit Survey (March 27, 2025, n=7,653); FDIC Small Business Lending Survey,
2024 (data from 2022, n=approximately 1,300 banks); J.D. Power 2025 U.S. Mortgage
Origination Satisfaction Study (fielded September 2024 through September 2025,
n=10,067); Digital Banking Report, 2024 State of Digital Lending; EY-Parthenon Retail
and Commercial Banking Generative Al Survey, March 2025 (n=100); CFPB Winter 2025
Supervisory Highlights: Advanced Technologies Special Edition, January 2025.

© 2026 Finanta. All rights reserved. This whitepaper is intended for educational and
informational purposes and does not constitute legal or regulatory advice. Institutions
should consult qualified legal and compliance counsel before implementing any
technology program.
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