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The financial services industry has been undergoing a digital revolution, with the dramatic 
rise of online and mobile banking accelerated even more by the COVID-19 pandemic. 

In 2021, Boston Consulting Group released a Global Retail Banking Report1 which found that 
customers are moving to digital channels faster than ever before. Online banking use has 
risen by 23%, and mobile banking use has skyrocketed by 30%. 

Customers today expect seamless, reliable, and secure access to their financial data from 
anywhere - on any device. Furthermore, these behavioural changes are likely to be permanent.

Many historical lenders face challenges in future-proofing their business model and operating 
foundations. In order to keep up with the rapid changes, institutions need to invest in flexible 
technological architecture and solutions that provide beautiful and personalized experiences 
for their users.

According to a McKinsey & Company report2, “most major financial institutions are well aware 
of the imperative for action and have embarked on the necessary transformation. However, 
for many enterprises, it is still early days - with most institutions only at the beginning of their 
journey.” 

Many local lending institutions struggle to transition for various reasons - the cost required for 
a successful digital transformation can be prohibitive, and the expertise required to facilitate 
such a necessary change can be difficult to locate. 

Consequently, many local finance providers are still stuck in the midst of transformation, or 
are facing significant bottlenecks that prevent their ability to capture the market share from 
a digital-first approach. 

Furthermore, a Backbase report3 found that Credit Unions who have yet to undergo a digital 
transformation are paying 7% higher operational costs compared to those with digitized 
processes. Branch onboarding, origination and compliance can be time-consuming and 
costly.  

Nevertheless, remarkable leaps and bounds have been made in fintech in the last decade, 
enabling fintech companies to bridge the gap between local lending institutions with legacy 
systems and traditional banking practices  and rapid market changes. 

Fintech company Luna Connect offers a powerful platform with flexible architecture. Luna 
also provides technical expertise, as well as easy-to-use and intuitive solutions that can be 
easily adopted - which small to medium-sized lenders need in order to transition. 

1 Boston Consulting Group. (January 2021). The Front-to-Back Digital Retail Bank.
2 McKinsey and Company. (April 2020). Next-Gen Technology Transformation in Financial Services.

3 Backbase. (2020). Automate Costly Manual Processes. 

EXECUTIVE SUMMARY
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What will have the most positive impact on 
client experience in 2021

Digital Banking Research. (December 2020). Transforming the Digital Customer Journey.

This whitepaper first examines key obstacles that small to 
mid-sized financial institutions commonly face on the road to digital 

transformation, then outlines a five-step framework on how local 
community banks with legacy systems can successfully transform 

themselves into a digital lender.

“The financial services environment is shifting so rapidly that, at 
the end of the day the winners will be the ones who are able to 
ensure that personalized, customer-centric, digital experiences 
are at the core of their offering”

Brian D’Arcy
CEO of Luna Connect
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A full digital transformation has its own set of regulatory and legacy challenges, especially for 
small to mid-sized financial institutions. This includes navigating complex tech infrastructures, 
costly system integration of new technologies, a lack of talent to lead and manage changes, 
and increasing compliance and regulatory requirements.

This trend is industry wide with a 2020 Gartner report1 finding that “the digital transformation 
journey is taking enterprises especially at least twice as long and costing twice as much as 
they originally anticipated.”

Implementing a fully integrated platform from scratch can sometimes take well over 12 
months to achieve and requires deep pockets. In addition to this, the resources required to 
build end-to-end solutions can easily blow out of proportion and end up costing far more 
than originally thought. 

Furthermore, digital transformation requires training and development in complex tech 
capabilities such as artificial intelligence, machine learning, performance analytics, and 
digital marketing. However, small to mid-sized financial institutions often lack the resources 
or cannot justify the ROI in order to invest deeply into these capabilities in-house. 

WHY LOCAL COMMUNITY BANKS ARE STRUGGLING TO DIGITALLY TRANSFORM 

Accenture 
Accelerating Digital 

Transformation in Banking

“The banking industry is changing rapidly and will 
be nearly unrecognizable in a few years. Individual 
banks serving retail, commercial, small-to-medium 
enterprise (SME) or wealth management companies 
need to effect rapid change to become “digital-first” 
businesses.”

1Gartner (2020). The IT Roadmap for Digital Business Transformation.
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Consequently, innovative fintech solutions offering powerful out-of-the-box software are 
increasingly seen as an effective way for banking institutions to move away from traditional 
systems. This allows them to avoid large up-front capital investments, and also enables local 
lenders to be empowered with a full suite of deep tech capabilities that come ready-made 
with platform solutions.

The process of selecting the right partner with the right level of expertise can also be a 
bottleneck for institutions, as organizations struggle to identify the right talent and best 
way forward to take their institution to the next level. The process of understanding how all 
existing tech systems will integrate together is difficult, let alone finding the right talent to 
entrust the task to.

As a result, many institutions are increasingly leveraging the expertise and deep domain 
knowledge that comes with end-to-end platform solutions. Building this expertise in-house 
does not happen overnight, and the ability to react to market changes quickly is imperative 
in the digital era.

Lastly, banks rooted in traditional practices struggle to re-create personalised, digital customer 
journeys through the lens of design-thinking. In order to win, financial companies need to 
be able to re-imagine each aspect of the customer experience. However, most struggle to 
execute a strategy that results in a truly beautiful and personalised customer experience. 

Digital transformation journey is 
taking enterprises especially at 

least twice as long and costing twice  
as much as they originally anticipated.

WHY LOCAL COMMUNITY BANKS ARE STRUGGLING TO DIGITALLY TRANSFORM 
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ABOUT LUNA CONNECT’S DIGITAL LENDING PLATFORM

Luna Connect has been guiding local lending institutions through their digital transformation 
journey over the last few years. They have empowered many local lending institutions such as 
SME Finance & Leasing, Carlow Credit Union, and Life Credit Union, to transition their services 
to the next level in the digital era. The Luna platform comes with five categories of tools; 
Digital Tools, Management Tools, Integration Tools, Cloud Tools, and Compliance Tools. 

MANAGEMENT TOOLS

•  Continuity: Enable remote working 
•  Dashboarding: AI & ML-driven analytics &  insights 
•  Pipeline management: View & manage activity 
•  Communication with customers to validate info
•  Real-time insights into lending pipeline & data
•  Integrate with marketing campaigns 
•  Capture and manage all enquiries
•  Real-time reporting 

DIGITAL TOOLS

•  All devices & all operating systems
•  All digital channels (email, website, apps) 
•  Integrate KYC & onboarding 
•  24/7 customer online access 
•  Online Applications
•  Document Uploads

CLOUD TOOLS

•  SaaS | Cloud hosting on Google Cloud Platform
•  Regional hosting for GDPR compliance
•  Business continuity |  Scalability

COMPLIANCE TOOLS

•  Highest levels of security as global best practices
•  Required consents gathered via online application
•  Automated digital KYC and ID&V onboarding
•  Fully GDPR compliant platform
•  Collect personal data from a single secure platform 
•  Automatically connect to 3rd party data via APIs

INTERGRATION TOOLS

•  Open Platform – Agile 
   Open APIs for 3rd party integration
• Integrate External data sources 

• Core banking systems 
• Out of the box intergrations

•  Open API platform into other systems
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LUNA’S DIGITAL TRANSFORMATION PROCESS

Other local lenders have experienced:

• Increased loan applications and growth in member base through online reach
• Growth in younger demographic member base through digital activation
• Re-activation of inactive’ member base, with ability to keep track of inactive members 

and unfinished loan applications
• Reduction in labour intensive and time-consuming tasks required for branch loan 

applications and operations. Where staff normally have to process paperwork, 
signatures, review and produce reports - now all of this can occur online.  

• Data driven decision making with full transparency and insights into conversion rates 
on products and sales channels.

HOW LUNA CONNECT MAKES DIGITAL TRANSFORMATION EASY

These tools have enabled local lenders to turbocharge their memberbase numbers and loan 
application growth:

BORROWERS 
APPLIED DIGITALLY

Carlow Credit Union - 
Ireland

50%
GROWTH IN NEW 

BORROWERS

Carlow Credit Union - 
Ireland

6%
INCREASED IN 

CONVERSION RATES

SME Finance - 
Ireland

27%
GROWTH IN 
LOAN BOOK

SME Finance - 
Ireland

33%

1. UNDERSTAND

2. PROPOSE

3. PROTOTYPE 4. TEST

5. LIVE

6. MONITOR

Fast track your 
Digital transformation with Luna 

Connect’s out-of-the-box solution.
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THE FIVE STEP FRAMEWORK TO DIGITAL TRANSFORMATION

This whitepaper outlines a step-by-step guide on how Luna Connect can deliver these 
transformations to your financial institution, and offers a practical framework to execute 

and implement in a matter of weeks.
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In order to create a truly customer-focused experience, it’s imperative to map out the customer 
journey. Luna Connect accomplishes this through identifying key pain points of new and 
existing members - such as having to visit local branches to complete new loan applications, 
drawdowns or join as a new member. Luna then re-constructs the customer journey digitally; 
with no required branch visits for loan applications or new member onboarding. 

TIMEFRAME TO LIVE: 1-2 WEEKS

CUSTOMER EXPERIENCE FIRSTSTEP
1

PAIN POINTS ADDRESSED 

Previously, two to three phone calls on average plus multiple emails would be required per 
loan application. Local branches lacked transparency on loan application status, and would 
require follow-up phone calls or branch visits in order to communicate with members. 
The digitalization of the customer journey enables all loan applications to be submitted 
online, 24/7 on any device type — reducing branch visits, phone calls, emails, paperwork and 
compliance. Furthermore, the experience is truly customer-focused as members now have 
the ability to manage their finances at their fingertips.

IMPLEMENTATION

With Luna Connect’s out-of-the-box solution, digital lending experiences are ready to go 
live within seven to fourteen days. What’s more, is that these are fully personalized digital 
experiences with the full financial lending product suite available. 

In order to provide a tailored experience, Luna Connect provides local lenders with a prototype 
journey that they can test. These journeys are then adjusted and tweaked exactly to the 
specifications of lenders, based on the customer journeys of their members. Then within a 
matter of weeks, Luna empowers local financial institutions through the entire process from 
prototyping, testing, to going live with a fully digitalized lending solution.
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The following stage focuses on growth, acquisition and conversion. This occurs through the 
implementation and integration of marketing, onboarding tools, pipeline management and 
end-to-end reporting analytics.

TIMEFRAME TO LIVE: 1-4 WEEKS

DRIVE GROWTH

PAIN POINTS ADDRESSED

Community banks and local lending institutions commonly lack transparency and insights 
across key growth metrics. Consequently, the lack of integration between marketing, website, 
enquiries and lending, means that leaders do not have a full view of business performance 
and cannot make data-driven decisions. Additionally, many local institutions use multiple 
systems and processes for managing customer interactions which results in lost membership 
growth as potential customers are not followed up on.

IMPLEMENTATION

The Luna Connect platform automatically offers dashboards, real-time reporting, and 
performance analytics over each product and acquisition channel. The solution also empowers 
financial institutions to manage and monitor end-to-end processes in a unified place. The 
Luna Connect team actively works with lending institutions on a monthly basis to define 
and reach key KPIs such as; increase loan book, new members, activate dormant members, 
targeting local businesses, activating younger demographics. With full transparency over the 
analytics, community banks are able to drive growth and hit their targets.

STEP
2
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Many legacy and traditional banking systems lack flexibility, resulting in higher costs. Whilst 
modern fintech players such as Revolut and Transferwise have utilized technology as the 
cornerstone of their business model, many community banks must now compete for 
market share whilst operating with much higher overheads. Nevertheless, significant cost 
reductions can be gained from the automation of low value tasks and implementing digital 
transformation.

TIMEFRAME TO LIVE: 1-4 WEEKS

PAIN POINTS ADDRESSED

Local bank branches carry substantial costs and overheads. Many labour intensive and time-
consuming operations include follow ups with leads, enquiries, gathering and validating 
documents, integration of data sources, scorecarding, and customer communications. 
Consequently, bank staff must spend time on repetitive, low value, administrative tasks at the 
expense of providing higher value services such as building relationships with customers and 
advising members.

IMPLEMENTATION

As soon as the Luna platform is live, many of these administrative tasks become automated 
as a result of the self-serve solution. All enquiries, leads, documentation, data and customer 
communications occurs through the platform and results in boosts to organizational 
productivity and efficiency.

FOCUS ON PRODUCTIVITYSTEP
3
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Stage four focuses on end-to-end integration- as membership volumes grow, institutions 
should focus on integration of internal systems for end-to-end automation of marketing, 
onboarding, lending and loan management

TIMEFRAME TO LIVE: 1-12 WEEKS

PAIN POINTS ADDRESSED

In the past, smaller lending institutions have been locked into monolithic, traditional software 
which are unable to offer personalized experiences for members, and the inability to change 
the front-end when required. This ‘one-size-fits-all’ solution results in reduced flexibility and 
blocks innovation.

IMPLEMENTATION

The Luna Connect Platform is specifically designed to provide an end-to-end platform 
solution for local lending institutions. The powerful API behind Luna enables the tech to 
integrate easily and flexibly, ensuring that back-end and front-end systems can be tailored 
to the specific needs of each financial institution. This results in more efficient organizational 
operations and a slick user experience that’s smooth and intuitive for both members and 
employees.

END -TO-END INTERGRATIONSTEP
4
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The final stage focuses on ensuring customer success and includes the automation of 
monitoring and compliance operations for new and existing members. It also includes the 
full system implementation of reporting, statements, documentation, and marketing.

TIMEFRAME TO LIVE: 1-12 WEEKS

Pain Points Addressed

With previous banking practices, customer success was reliant on phone calls and emails. 
This results in a lack of transparency across the specific advice and information that was 
communicated to each customer. 

Implementation

The Luna Connect platform provides the ability to engage with customers digitally when 
they become a customer, providing online tools for compliance, payments, accessing new 
products, and support. This way, users can come back to the same place they received their 
first loan and onboarding for all their customer success needs, resulting in a stronger support 
experience for all members.

“Some financial institutions choose to build a solution from scratch. 
However, some lenders welcome the benefits that a hybrid-based 
solution brings. In partnering with a platform-based model, lenders are 
able to access and leverage game-changing technology, and innovate 
much faster in response to rapidly changing customer demands.”

Brian D’Arcy
CEO of Luna Connect

ENABLE CUSTOMER SUCCESSSTEP
5



Luna Connect is a fintech company that accelerates digital transformation in small to medium-
sized financial institutions. Their digital lending platform provides local lending institutions 
the ability to combine great customer and member relationships with personalised online 
experiences. 

With no capital investment required, credit unions, community banks, and building societies 
can deliver digital lending experiences that mimic friendly branch experiences in just weeks.

In addition to their world class digital platform, Luna Connect has extensive experience in every 
aspect of creating digital lending capabilities including customer journeys, user experience, 
internal processes, onboarding, AI-driven analytics, and project implementation. 

Indeed, digital transformation journeys can be challenging, but Luna Connect makes it as 
easy as possible. Luna’s client list includes SME Finance & Leasing, Carlow Credit Union, and 
Life Credit Union. For more information, please visit www.lunaconnect.com. 

Map customer interactions and 
internal processes to identify pain 
points, design solutions, and create 
the implementation roadmap

How does Luna Connect make your Digital transformation easy.

ABOUT LUNA CONNECT

OUR VALUE PROPOSTION

1 CUSTOMER JOURNEY MAPPING

Integrate marketing analytics with 
the loan application process to 
understand how to optimise your 
marketing budget 

2 DIGITAL MARKETING       

Onboard new customers remotely, 
with integrated KYC and ID&V 
checks.

4 DIGITAL CUSTOMER ONBOARDING

Machine learning and artificial 
intelligence enables better informed 
decisions

5 AI-DRIVEN ANALTICS & INSIGHTS

Visualisation of applications per stage 
turnaround times, demographics, 
and trends

6 PERFORMANCE DASHBOARDS

Ongoing monitoring of KPI’s to 
ensure the successful migration from 
offline to online

7 PROJECT IMPLEMENTATION

Reduce cost and speed up 
applications processing by 
automating internal processes 

3 AUTOMATED APPLICATION PROCESS

Digital change is imperative in this day and age, but does not need to be as painful and 
costly as it has been in the previous years. Through leveraging smart technology solutions and 
collaborating with partners who possess the right expertise and deep domain knowledge, a 
successful digital transformation can now take place in a matter of weeks, not months.

FINAL SUMMARY
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Ready to see Luna Connect in action? Request a demo today!

Feel free to reach out to us if you’d like to learn more about the Luna Connect 
product email info@lunaconnect.io

We’re always interested in learning more about your business 
challenges and needs.
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