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The State of Digital Lending
In Auto Finance 2020
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. Survey Key Takeaways

. Root Cause Analysis

. Addressing Root Causes

. Technology to Streamline Auto Lending
. Business Impact

. Resources + Q&A

Introduction



Glenn Munro

30 years’ experience in the auto

lending industry
Strategic advisor at Lightico

Modern art collector and loves

renovation projects




Yotam Haroosh

10 years of experience in
customer-facing positions

Former VP Biz Dev at a CX tech

company
Role model is Cristiano Ronaldo

Addicted to success
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Survey Key Takeaways

N 2/3 of consumers

an auto loan application

to be completed within

a few hours

’I Lightico




Survey Key Takeaways

2/3 abandonment

is because
process wasn't

digital, fast

’I Lightico




Survey Key Takeaways

B E— GenZ, Millennials, &

N7 subprime borrower

T N hurt most by

el

— lengthy processes &
excess paperwork
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Banks and Dealerships
From what type of institution did consumers get their loans?

Alternative Lender

3.8%
Credit Union
17.8% Bank
35.4%
Dealership.
42.7%
*Presumably indirect or captive - Where did you get your auto loan?

but consumers often don't know
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Easy and Cheap

What are consumers looking for in an auto loan?

100%

75%

Gen Z and Millennials are 4x
as likely to look for a digital or
mobile experience compared
to respondents ages 40+. (=

2y

50%

25%

0%
Lower Rate Easy/Digital Brand of
Process Financer

What do you look for in an auto loan?
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Hours — not days or weeks
How quickly do consumers expect loans to be completed?

80%
60%

40%

62%
of consumers expect

loans to be completed in % 18-24y/0  25-39y/0  40-54y/0  5575y/0

few hours

Expect an auto loan to be
completed in a few hours by age
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Poll

How long does it take for your customers to complete
their auto loan application end to end?

A couple of hours
11-2 days
13-5 days

16 or more days

of Lightico



Time and Archaic Processes

What were your reasons for abandoning an auto loan process with a particular lender?

2/3 of abandoned loans could be prevented with better, faster experiences

62% 42 %

Bad customer or digital experience Loan took too long

“Funding was going to require unnecessary travel

and time off work to sign papers in person”
— Auto Purchaser from Maryland

’I Lightico




Go Digital or Go Home

Should auto loans be fully completed online?

“Yes, It Is Important to me

to be able to complete an

auto loan process purely
online (i.e. no faxes, visiting

65% a physical location, etc.)”

of consumers expect
an auto loan to be fully
completable online

’I Lightico
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Fund me...NOW
Longer time to funding Is driving loan abandonment

40%

Consumers who waited more

30% than 48 hours are twice as

X likely to abandon a car loan

20%

10% As many Gen Z + Millennials
abandon auto loans if it takes
longer than 48 hours
compared to consumers
aged 40+

0%

1-2 Days 3+ Days

At what point did you abandon
your auto loan application?
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Too Much Paperwork

Did you have to submit more than 5 documents during the loan process?

50% 45%

45% 40%

40%
35%

35%
30%
30%

25%
25%

20%

20% Lower Income  Higher Income

18-39 40+
of consumers had to submit 6 or <sesK 8ok
more documents for their auto loan Had to submit or Sign 6+ Had to submit or sign o+
documents/forms documents/forms
(By age) (By income)
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Speed Things Up

How long did it take to complete the loan process?

Lower-income individuals are
0 1/3 (28%) more likely to suffer
/0 from long loan processes.

34%

of loans took 3 or more
days to complete
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Poll

How many documents and stips do your customers
typically need to submit?

11-2
13-6
7-9

110 or more

of Lightico



Part 2: Root Cause Analysis
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Real-life Stories

M

’I Lightico



-’I Lightico




The Customer Effort Gap

Submit ID &
documents

Sign and consent to
terms

A\

Fill Forms

T

Today’s Customers Today’s Banks

Aren’t equipped to
deliver that experience

Expect to complete processes
instantly, anywhere

Submit
Payments




Long & Painful Customer Journeys

><
VV o] VV b Email

-6 © \ /|
&/ \

Scan

Offline

Pﬂnt



Part 3: Digital Solutions
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Streamlining Customer Journeys

Wl CELL= 100% - \ / Ml CELLT

eSignature

ACH Authorization Form

Sign Here
Jane Doe

432 536 0001
Acme Bank
019375554

128765980

Type of Account
@ Checking
O Savings
O Lockbox

SUBMIT

{

Wil CELL =

Stip Collection ID Verification

Total Amount Due:

£200.00

A

| = E

155 12-10-2015
EXP 10-10-2020
Eyes
BROWN

Jane Doe

' Hgt
End

Restrictions

- AA 0123456789

(ARG, i 00405 6000

Sex F
| LicType

A01234567890
DOB 02-08-1989%

JANE DOE

SUBMIT
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Streamlining Customer Journeys

@
Web

4]
Offline g
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Lightico LTD

{} & nallightico.com,

B4 Gmall {73 Calendar /\ GDi Salesforce  in Linkedin Lightico Login Self service Partner Resources  [§¥ Collateral Links 83 Translate [l Weekdone Mensch HR

of Lightico Moris Malka

Hi Moris Malka !

Start collaborating with your clients




Lightico Helps Lenders Improve These KPIs

Originations Servicing Business Advantage
Turnaround Time Call Handle Times Customer Touchpoints
Time to Funding ACH_Form Customer Loyalty
Completion Rates (NPS)
Abandon Rate Time to Collect Dealer Satisfaction
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Business Impact

T 2 5 % Increased Completion
Rate
Faster
30% Time to Funding

Reduced Time to
4 O O/ Collect Stips

of Lightico



Banks & Lenders Are Already Using This Technology

AVIS byrider vroom

@carcredit Caﬁ,%,o”el

@_

I W —
ld El ' IU‘ ] ] Yleld Solutions
AAAAAAAAAAA Westlake Financial Services® Group
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Poll: Invitation

* Access the full report

 Experience Lightico live!

« Arrange a Customized Demonstration k
for your team

« Obtain more Resources

\ e
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Part 4. Resources & Q&A
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/" Lightico

Thank you!

@Lightico.com

www.Lightico.com




