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The Banking Digital Operations
Innovation Playbook:
Predictive, Profitable, Scal

How Al-Driven Operations Protect
Margins, Improve Credit Outcomes,
and Support Banking Scale



Introduction

Lenders are operating under a converging set of pressures that make profitable
growth harder to sustain. Delinquency has risen by more than 10% year-on-year,!
origination costs continue to rise, making certain loans like mortgages unprofitable
for the average bank,? and digital-first lenders are setting new expectations for
speed and convenience. At the same time, macroeconomic policy remains difficult
to predict. Sustaining profitable loan growth now depends on operational precision
as much as pricing strategy.

These pressures are only amplified by expansion. As banks grow their branch
footprint and lending volumes across regions, operational friction in underwriting,
fulfilment, and collections becomes more visible - and more expensive. Manual
steps, inconsistent workflows, and disconnected systems directly impact both
customer experience and margin performance.

Most financial organizations have already begun to invest in digital and CX
innovation, reflecting a clear commitment to digital-first growth and customer-
centric design.

The next phase of evolution is not about adding more tools, but about
aligning operations across products, regions, and channels so scale improves
performance instead of eroding it.

By unifying lending operations end to end, banks can improve credit quality,
accelerate time-to-cash, reduce cost-to-serve, and strengthen customer trust at
scale. Sutherland helps banks operationalize this shift, turning digital investment
into measurable, repeatable outcomes across lending.

LA record number of consumers are making minimum credit cards payments as delinquencies also rise
2|MBs Report Slight Production Losses in First Quarter of 2025



https://www.cnbc.com/2025/01/22/minimum-payments-on-credit-cards-hit-record-level-as-delinquencies-also-rise.html
https://www.mba.org/news-and-research/newsroom/news/2025/05/16/imbs-report-slight-production-losses-in-first-quarter-of-2025

Why Digital Ops Is Now the Difference Maker

Severe delinquency across loan types has risen approximately 100 basis points on average.®

For banks today, even small increases can translate into outsized financial impact at scale,
making early detection and intervention critical.

A revolutionized strategy is necessary for lending operations to survive in this punishing

environment.
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Turn Expansion Into Advantage

Banks scaling and launching new products need a modern, digital-first
lending foundation to transform capex into return.

See Risk Before It Exists

Al-driven foresight surfaces delinquency before it materializes, enabling
smarter intervention, lower losses, and stronger customer relationships.

Design for Effortless Money Movement

The future of lending is instant, intuitive, and invisible. Non-banks
understand this. Banks must deliver experiences that remove friction
entirely, or risk irrelevance.

Redefine Efficiency in a Margin-Constrained World

As rates fluctuate and margins compress, efficiency becomes a growth
lever. Intelligent operations aren’t about cost-cutting: they’re about
resilience and scale.

Build a Platform That Continually Evolves

Leadership in retail banking demands more than optimization.
It requires systems that learn, adapt, and improve continuously,
so innovation becomes the default, not the exception.

Digital operations are no longer a support function for banking: they are the engine
that will determine whether lending merely endures this cycle or emerges as a
scalable, intelligent growth platform for the future. Digital-first challengers win not on

rates, but on speed, clarity, and ease. The opportunity for banks today is to match that
experience while preserving trust, compliance, and relationship depth.

3Finally, Pundits Are Talking About Rising Consumer Loan Delinguencies



https://www.fticonsulting.com/insights/articles/finally-pundits-talking-about-rising-consumer-loan-delinquencies#:~:text=auto%20retailer%20CarMax.-,7,than%2012%25%20of%20outstanding%20balances.

Reimagine Performance:
Five Steps to Predictive Operations
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The Banking Digital Ops Target State

Delinquency is caught and
cured before it even occurs

Retail lending applications take
hours, not weeks, to approve

Document review is
accelerated with Al

Your operation intelligently
improves itself, allowing you
to focus on strategic shifts
rather than putting out fires

Your customers are
empowered to pay their
debts with confidence

Onboarding team members
is easier than ever before

You can see exactly how the
data in your business is being
processed at any time

Your digital ops, optimized for
a changing economic climate

The Sutherland Impact

20-25% 30%

reduction in improvement in
cost-to-collect early-stage resolution

25-35%

faster lending
turnaround times



Improving lending profitability and resilience does not require sacrificing customer trust or raising
rates. When digital operations are unified and intelligently automated, banks can reduce friction,
lower cost, and improve repayment outcomes simultaneously.

Sutherland’s digital operations model can help banks evolve from reactive workflows to predictive,
insight-led operations, unlocking value from existing digital investments in five practical steps.

Step 1 — Predict & Prevent Delinquency

The Problem

Despite the appearance of economic prosperity, severe delinquency on non-mortgage
debt is now at its highest rate since the Global Financial Crisis.* Most of these delinquent
customers aren’t actively avoiding repayment — they’re simply forgetting until the fees and
interest become too overwhelming to address the issue. They feel anxious, and you aren’t
receiving the payments you need. The real opportunity lies in identifying risk earlier across
consumer, auto, and home-equity portfolios.

Sutherland’s Solution

Sutherland’s COLLECT.Al and Predictive Delinquency Analytics can flag potential delinquent
users automatically. Our Intelligent Digital Collections platform then empowers self-cures
and digital repayment journeys, boosting recovery times by 30%. The result is faster
resolution, preserved customer dignity, and stronger long-term relationships, all while
reducing cost-to-collect.

4Finally, Pundits Are Talking About Rising Consumer Loan Delinguencies



https://collect.ai/

Step 2 — Accelerate Lending Decisions

The Problem

Fragmented processes make retail lending take longer and longer, encouraging potential
borrowers to look for more convenient options. Customers today expect a unified view of
their borrowing options. Fragmented application and fulfiiment flows across lending slow
decisions and push customers to faster competitors.

Sutherland’s Solution

Sutherland’s suite of services, including Sutherland Robility®, can unify and automate
your processes. This ensures speed, compliance, and omnichannel access, with up to
35% faster loan turnaround so you can attract customers and keep their journeys smooth.

Your existing digital lending and onboarding investments are amplified, delivering speed
without sacrificing control.

Step 3 — Guarantee Fulfilment at Scale

The Problem

Fulfiiment bottlenecks create delays in vital processes, decreasing customer satisfaction,
making servicing less likely, and potentially leading to errors. Fulfiiment delays don’t

just slow revenue—they erode confidence among both customers and frontline teams,
especially in branch-led growth markets.

Sutherland’s Solution

Our Intelligent Automation Hub digitizes all user flows, reducing document and credit
review time by 40%. Agentic Al solutions further support cross-product integration for a
seamless omnichannel experience and improved customer retention.


http://sutherlandglobal.com/insights/solution-overview/sutherland-robility?locale=en_gb
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Step 4 — Enhance Visibility

The Problem

Manual processes and data siloes mean that you can’t see exactly how your lending
operations are functioning, this increases operational risks and slows decision making.

Sutherland’s Solution

Sutherland’s Operations Control Tower powered by Agentic Al can live monitor your KPIs,
like delinquency, throughput, and resolution. Paired with Sutherland Sentinel Al®, a system
that creates a comprehensive and secure audit trail for confidential information, you can be
assured that its data is managed effectively, intuitively, and safely.

Step 5 — Optimize Continuously

The Problem

Improving operations without complete information is a slow process that requires
guesswork and uncertainty, only stretching timelines further. Without predictive
feedback loops, even strong institutions struggle to adapt at the pace expansion
demands.

Sutherland’s Solution

Sutherlands’ Analytics Hub and Agentic Al solutions provide continuous model
feedback distilled into actionable suggestions around workload, training needs, and
process tuning. This proactive management means risk control, portfolio stability, and
productivity gains as time spent putting out fires is redirected toward long-term strategy
instead. No matter how the economy or market landscape evolves, your business can
stay ahead of trends.


http://sutherlandglobal.com/products-x-platforms/sutherland-sentinel?locale=en_gb

Your next phase of growth will not be determined by product strategy alone,
but by how predictably and profitably your operations scale.

Typical Implementation Roadmap

| 0-90 Days | 90-180 Days | 180-360 Days

+ Predictive delinquency « Sutherland Robility®-led « Unified operational
analytics pilot fulfilment automation intelligence

+ Lending workflow

‘ . - Digital self-cure rollout - Continuous optimization
diagnostics

loops embedded

Why Sutherland

Our Edge

f 38+ years transforming BFS service
? Proprietary Al platforms: COLLECT.Al, Sutherland Robility®, Sutherland FinTelligent

f $3Bn collected with Sutherland automation, +30% reduction in turn around time

The next phase of growth for banks depends on an operating model that allows
lending to scale efficiently, empathetically, and predictively.

Sutherland combines state-of-the-art solutions with a proven track record in the
financial services to help banks convert digital investment into durable advantage.

Let’s explore the future of lending together.

Artificial Intelligence. Automation. Cloud Engineering. Advanced Analytics.
For Enterprises, these are key factors of success. For us, they’re our core expertise.

We work with global iconic brands. We bring them a unique value proposition through market-leading technologies and business process excellence. At the heart of it all is Digital
Engineering Services — the foundation that powers rapid innovation and scalable business transformation.

We've created 363 unique and independent inventions, 250 of which are Al-based and rolled up under several patent grants in critical technologies. Leveraging our advanced
products and platforms, we drive digital transformation at scale, optimize critical business operations, reinvent experiences, and pioneer new solutions, all provided through a
seamless “as-a-service” model.

For each company, we provide new keys for their businesses, the people they work with, and the customers they serve. With proven strategies and agile execution, we don’t
just enable change — we engineer digital outcomes.
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digital outcomes. sutherlandglobal.com


https://www.sutherlandglobal.com
https://www.linkedin.com/company/sutherland-global/
https://www.youtube.com/c/sutherlandcorp
https://x.com/sutherlandcorp??utm_source=internal&utm_campaign=-emailsignature-
https://www.youtube.com/c/sutherlandcorp
https://www.linkedin.com/company/sutherland-global/
https://x.com/sutherlandcorp??utm_source=internal&utm_campaign=-emailsignature-
https://www.sutherlandglobal.com/uk/industries/banking-and-financial-services

