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GENERATING MORTGAGE IMPACT

Client

Industry

Business need 

Genpact solution
A major financial institution, 
with a large home loan division

Banking and financial services

A long cycle time for home loan 
disbursement due to lower underwriting 
productivity than industry standards

Business impact
• Cash flow and liquidity

• Growth and scalability

• Standardization and simplification

• Customer satisfaction

Improving the underwriting process to ensure 
stronger focus on quality and instituted effective 
training and incentive programs

Improved underwriting helps 
major financial institution 
add $4.7 million to its loan book

Case Study
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Business challenge
• Slow home loan growth, often due to error prone 

disbursement processes 

• Lengthy application-to-disbursement cycle, leading 
to high denial rates and customer dissatisfaction 

• Lower underwriting productivity due to non-
standardized processes, insufficiently trained 
staff, ill-defined IT process flow and misaligned 
incentives in its underwriting department 

Genpact redesigned the 
underwriting process to have 
a stronger focus on quality and 
instituted more effective training 
and incentives
Process redesign

• Identified the “compulsory” documents to expedite 
underwriter sign-off and reduced the “conditional 
approval” scenarios 

• Identified delayed loan files for priority clearance 
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A major financial institution was facing challenges with its home loan 
disbursement cycle times primarily due to inefficient processes, 
training, and misaligned incentives in its underwriting department. 
Genpact was engaged to help improve their underwriting productivity 
and to add home loan assets to the loan book faster.

Training program

• Developed a detailed training plan and 
appointed a dedicated trainer 

• Delivered training on underwriting best practices 
to reduce processing time

• Incentivized top performers to push better 
productivity 

• Strengthened quality assurance function to 
conduct random audits with focus on the most 
frequent defects 

In addition, a high speed digital connection to 
the network between the client and Genpact 
operations was established to improve up-time 
and bandwidth utilization. 

Business impact
2X improvement in underwriting productivity 
from 2.66 files per underwriter to 4.6 files per 
underwriter in just 6 months. This helped add 
$4.7 million to the loan book. 
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Genpact (NYSE: G) stands for “generating business impact.” We design, transform, and run intelligent business operations including those
that are complex and specific to a set of chosen industries. The result is advanced operating models that foster growth and manage cost,
risk, and compliance across a range of functions such as finance and procurement, financial services account servicing, claims management,
regulatory affairs, and industrial asset optimization. Our Smart Enterprise Processes (SEPSM) proprietary framework integrates effective
technology and data-driven insight into the fabric of enterprise processes to help our clients be more competitive. Our hundreds of longterm
clients include more than one-fourth of the Fortune Global 500. We have rapidly grown to over 66,000 people in 25 countries with key
management and corporate offices in New York City, but our global critical mass doesn’t dilute our flexible and collaborative approach and
our management team still drives client partnerships personally. Our clients attribute much of our success to our unique history – behind our
passion for process and operational excellence is the Lean and Six Sigma heritage of a former General Electric division that has served GE
businesses for more than 16 years.

For more information, contact, banking.solutions@genpact.com and visit www.genpact.com/mortgage

Follow us on Twitter, Facebook and LinkedIn.
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