CASE STUDY:
Leeds Building
Society

“When the pilot scheme was discussed at a recent steering
group meeting, the manager of our Mortgage Lending
Department said emphatically: ‘It's NOT a pilot - it's ours

and we're keeping it!"”

The company

Leeds Building Society is the UK's eighth largest building
society with assets of over £7.1bn. Established in Holbeck
in 1875, the Society has operated from the centre of Leeds
since 1886 and changed its name from Leeds & Holbeck
Building Society in September 2005.

With 58 branches throughout the UK and Gibraltar, a call
centre in Leeds and a mortgage processing centre in
Glasgow, the Society has a proven track record of operating
on a multi-site basis.

The challenge

Leeds Building Society offers a wide range of competitive
mortgage products and regularly features in the ‘best buy’
tables of the national newspapers. In a highly competitive
market, the Society regularly challenges its service
proposition in order to continue to deliver outstanding
customer service.

Susan Horn is the Senior Business Analyst responsible for
evaluating and implementing new solutions to improve
customer service and maintain competitive edge.

"With our excellent product range we have produced year
on year incremental growth and record volumes of
mortgage applications. In 2004 we achieved an average
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turnaround time from application to offer of 11.4 days,
which we believed was excellent.”

"However, we wanted to deliver outstanding customer
service every time and, despite this excellent performance,
we felt that there was still an opportunity to take our
service proposition to the next level.”

“Mortgage applications are notoriously difficult to digitise.
Forms need to be completed by hand with signatures,
proof of ID, etc. It's not something you can simply key
into a desktop. There was a constant flow of paper passing
between branches, head office and the mortgage

processing centre, which all had to be matched to the
mortgage application file.”

“We needed the files to keep customers informed and
answer their queries. If we could minimise or even remove
altogether the need to find the mortgage file, that would
significantly improve the service we offered to our
customers.”

The solution

Leeds Building Society already knew Mitral through a
solution they had already provided to convert digitised
images so they could be accessed by a range of different
systems.




(&
A

N\,

CASE STUDY: Leeds Building Society

"We were impressed with the results and we were happy
with Mitral as a company,” Susan explains. “So we were
interested to see if they could come up with a solution to
put an end to our other paper

intensive processes.”

“We like Mitral because not only
are they completely focussed on
what we want to achieve, they
are a pleasure to work with”

The society had several meetings
with Mitral to explain exactly what
they wanted to achieve and the
workflow solution seemed to be the
perfect answer. But before making
a definite commitment, they decided to run a pilot in an
area processing high volumes of paper - Mortgage Lending.

"Our thinking was that if we could streamline Mortgage
Lending, it would be a robust test and an excellent

customer service improvement.” Susan explains. “Mitral
introduced us to one of their other clients who walked us
through their own workflow solution. We were sufficiently
impressed to press on with the pilot.”

The outcome

The results were impressive and instantaneous. As Susan
points out, “By far the biggest improvement has been in
customer service, which is exactly where we wanted to
achieve results. Not only are we processing applications
faster, customers’ waiting time has reduced as we no
longer have to wait for the relevant document to be
located. Files can be called up instantly on screen so
customers get a much faster decision.”

"Everyone knows exactly where documents are in the
system and staff can collaborate easily without having to
rely on faxes or photocopies.”

Tangible improvements have also been experienced
elsewhere. Susan explains that “Everything is available at
the click of a mouse. The office feels so much more light
and airy without files and paper, we have even created
10% more floor space in the office by removing the filing
cabinets.”

But it's not just our staff that are seeing improvements.
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"A customer recently complimented one of our introducers
on the speed of service,” Susan recalls. “It's great when
you get feedback like this. Although we were already
highly competitive with our offer
processing times, we have reduced
the average turnaround time from
application to offer by 23% following
the implementation of workflow.”

The Mitral solution was also easy to

implement. As Susan explains,
“When you implement new processes and technology
you expect there to be a certain learning curve. However,
I've been very impressed with how straightforward this
has been to master - just like any Windows based
application.”

In fact there were no obvious teething problems. “It meant
we could carry on working throughout the implementation
process. The transition was seamless.”

Why Mitral?

“We like Mitral because not only are they completely
focussed on what we want to achieve, they are a pleasure
to work with,” says Susan. “Some companies simply install
a system and leave you to get on with it. With Mitral it's
much more of an interactive process. They have consistently
gone out of their way to be proactive and helpful.”

The future? “Well, we recently held a steering group
meeting to evaluate the progress of the pilot. The manager
of our Mortgage Lending Department said emphatically:
It's NOT a pilot - it's ours and we're keeping it!" I think
that sums it up!”

Susan and her team have been inviting other departments
to see the benefits of the Mitral workflow solution.
"Without exception,” Susan concludes, “they all said ‘We
want it!"."

The Leeds Building Society now plans to roll out the
workflow solution extensively throughout the business.
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