Enhancing the Borrower
Experience with a Seamless
and Responsive Loan
Application Portal

Explore how Temple View Capital Company enhanced user experience
by developing a Responsive Borrower Portal. This presentation delves
into the design, technologies, and methodologies used to build a
scalable, responsive portal. Learn how it improves efficiency, reduces

technical issues, and boosts customer satisfaction.

By: Ravi Chandra Chinta



The Challenge: Desktop-Only Limitations

L

Accessibility Issues

Our legacy desktop-only platform
severely limited access, preventing
40% of borrowers from completing
applications on their preferred mobile

devices.

User Frustration

Frequent system timeouts and
compatibility issues led to a 65%
increase in support tickets, with

borrowers spending an average of 2.5
hours longer than necessary on

applications.

High Drop-off Rates

The challenging user experience
resulted in a concerning 58%
application abandonment rate, with
most users dropping off during

complex form submissions.



Responsive Design: Access

Anywhere

&

Mobile

Apply for loans on-
the-go with our
secure, touch-
optimized mobile
interface that adapts

to any screen size.

Tablet

Perfect for reviewing
documents and
filling forms with our
intuitive tablet
interface that
combines touch and

precision.

.

Desktop

Full-featured
experience with
advanced tools for
detailed application
review and
document

management.



Key Portal Functionalities

1 Real-Time Document Uploads

Securely upload and track loan documents instantly, with
automatic confirmation and file validation to ensure

completeness.

2  E-Signature Integration

Streamline the signing process with legally-binding electronic

signatures, reducing paperwork and closing time by up to 80%.

3 Personalized Dashboards

Access a tailored view of your loan status, upcoming tasks, and
important deadlines through an intuitive, customizable

interface.

4 In-App Messaging

Connect instantly with loan officers through secure,
documented communications that keep all loan-related

discussions in one place.
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Faster Loan Processing Time
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Processing Speed Gain Current Processing Time
Overall reduction in loan Average application completion
processing time through time with new portal

automation
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Previous Processing Time

Average application completion

time with legacy system



Technical Improvements

Eliminated Errors

Reduced system errors by 95% through advanced error 1
handling and automated testing protocols, resulting in

near-zero downtime.

Mobile-Friendly

Implemented responsive design that seamlessly adapts 2
to all devices, leading to a 60% increase in mobile

application completion rates.

Improved Usability

Redesigned interface with user-centric approach, 3
reducing average application time from 45 to 15 minutes

while maintaining 98% user satisfaction.




Eco-Friendly Digital Solutions

2
Reduced Paper Waste
Eliminated over 100,000 pages of 1
paper annually through digital
document processing and storage.
3

Digital-First Processes

Transformed manual workflows into
automated digital processes,
reducing processing time by 75%

while saving resources.

Environmental Impact

Decreased our carbon footprint by
40% through paperless operations
and energy-efficient digital

solutions.



Reduced Support Calls

The implementation of our new loan portal has dramatically improved our customer service efficiency and satisfaction

metrics.

Support Calls Reduction

Customer Satisfaction...
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Our self-service features and intuitive interface have resulted in a 40% decrease in support call volume, enabling our team
to focus on more complex customer needs. This improvement in service delivery has contributed to a 35% boost in

customer satisfaction scores, reflecting our commitment to providing an exceptional borrower experience.



Lessons Learned: User Expectations

Gather Feedback

Regular user surveys and interviews revealed key
pain points in the loan application process, with

78% of users requesting mobile accessibility.

Test Thoroughly

Comprehensive testing with 500+ users across
different devices ensured a seamless experience,

resulting in a 92% satisfaction rate.

[terate Design

Each design iteration incorporated user feedback,
leading to 5 major interface improvements that

directly addressed common user frustrations.

These lessons proved invaluable in shaping our portal development. By maintaining a continuous feedback loop with users,

we created a solution that not only met but exceeded borrower expectations, as evidenced by our 95% user adoption rate

within the first three months.



Leveraging Analytics

User Behavior

Track application completion
patterns, navigation flows,
and feature usage to optimize
the borrower journey and

increase conversion rates.

Performance Metrics

Drop-Off Points

Analyze where users abandon
applications to identify and
resolve friction points,
reducing abandonment rates
by 45%.

Monitor load times, response rates, and system availability to

ensure a smooth, reliable experience for all users.
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Mobile-First Approach

Test Mobile
) Rigorously verify functionality and
: : usability across multiple mobile
Design Mobile . y -p
devices and screen sizes
Prioritize mobile layouts and 1
interactions from the start to
ensure optimal user experience on .. :
P P Optimize Mobile
smartphones and tablets
Continuously improve performance,
3 load times, and touch interactions

based on real user data

By following this mobile-first cycle, we ensure our loan portal delivers a seamless experience for the 76% of users who

primarily access our services via mobile devices.



Key Takeaways

Our responsive design transformation has delivered a 92% user

satisfaction rate across all devices. The mobile-first approach now
serves 76% of our users effectively, while data-driven analytics have
reduced application abandonment by 45%. Our paperless initiative
supports sustainability goals while cutting processing times by 60%.
Through continuous user feedback and testing with 500+ users, we've

created a loan portal that truly puts borrowers first.




Thankyou



