
Financial Institutions Are Going Digital –
But There’s Still Room to Improve   
2021 Abrigo Business Lending Process Survey Results
Stay-at-home orders and other social distancing measures emphasized how critical technology is to serving customers or 
members remotely and efficiently. The majority of financial institutions in the survey reported the pandemic and related events 
accelerated digital transformation plans, and 48% reported that it renewed emphasis on finding efficiencies. While more 
institutions recognize the importance of digitalization and are working toward becoming more digital, other data from the 
survey reveals that banks and credit unions still use manual processes that add costs and time to their lending efforts. 
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One key area of inefficiency, and the top 
reported obstacle to the commercial lending 
process, is the re-keying of data. Nearly 
two-thirds of financial institutions report 
re-entering the same data point up to five 
times, and a quarter of respondents said 
they re-enter data at least six times. 

Lenders enter the same
data repeatedly

Gathering documents, which created new challenges in the pandemic as much of it was done virtually, is another top obstacle 
for lenders surveyed. It was the top challenge reported in 2020.

Manual data entry and document gathering are financial 
institutions’ largest obstacles 
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Across the entire commercial loan 
process, how many times might your 
staff have to re-enter the same data 
point in another field or system?
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How have the pandemic and 
related events impacted your 
lending process?
n = 240

Entering the same data multiple 
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Pricing loans profitably 
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What is the largest obstacle to
you or your institution in the
commercial lending process? 
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Financial institutions relying heavily on manual 
processes can spend significant amounts of time 
underwriting a loan. While many institutions 
recognize the importance of digitalization and 
finding efficiencies, the number of labor hours 
spent underwriting a loan has not changed 
significantly compared with 2020 results. 
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How many labor hours does it take your 
institution to underwrite a loan?
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