
Improving loan processing and centralization of back office activities  

with xBPM
™

  

 Objective: 

To revise the processes by which commercial loans 
are attributed and managed in a major Canadian 
bank with the objectives of improving customer 
service and reducing operational costs. To evalu-
ate the feasibility and consequences of consolidat-
ing back-office activities on people, information 
systems and the tools required to manage, control 
and coordinate activities and to make recommen-
dations based on a cost-benefit analysis.. 

 Background: 

Account managers spend a lot of time on client relation-
ship, loan application processing, risk analysis, monitoring 
payments and disbursements and mastering the variety of 
financial products available. This leaves little time for busi-
ness development. Revising the processes and centralizing 
back-office activities could alleviate the problem. The chal-
lenge is to correctly streamline and integrate the processes 
(activities to transfer vs. eliminate, task to specialize or 
automate) and add the required level of communication 
and technology to deliver quality and efficient services. 

 Results: 

New revised and integrated processes with a redistri-
bution of activities and responsibilities to account 
managers, financial analysts, clerks and the Back-
office.  The requirements for specialization, automa-
tion, new work methods and tools were determined 
through a gap and risk analysis on the new proc-
esses. Advantages of the retained solution include: 

15% more time for business development activities 
Operational cost reduced by 23% 

 Conclusions: 

The centralization of back-office operations al-
lowed an optimization of the processes re-
lated to enterprise loans.  Using the xBPM™ 
methodology, the processes were redesigned 
based on industry standards with a better re-
distribution of responsibilities. Feasibility of 
chosen solution was tested and validated and 
the changes required in personnel and infor-
mation systems specified. Potential savings in 
labour are estimated at $7million per year. 

 Methodology: 
This project was conducted according to the xBPM™ methodology, which involves process mapping through on 
site observations, interviews, data consolidation from numerous sources, model validation analysis and simula-
tion, identification of risk points and gaps, evaluation and prioritization of solution alternatives and generation 
of the to-be processes.  xBPM™  is an enterprise process modeling framework specifically designed to capture, 
analyze, optimize and communicate complex business processes. It combines the power of advanced analytics, 
industry templates for best practices and other tools for the design of integrated business processes with the 
expertise of domain users for an objective assessment of your business processes and a redesign that better 
suit your enterprise requirements. For more informations, visit www.bluesailsolutions.com 


