
Challenge/Objective
In 2005, the executive team at 
Susquehanna decided to centralize  
its small-business loan processes and  
to automate the management of its  
small-business portfolio. Decentralized  
for many years, Susquehanna had 
become a collection of nine different 
community banks, each with different 
names, cultures, boards of directors  
and processes. “Consistent underwriting 
and back-office procedures for nine 
different banks were very difficult to 
implement; centralization was critical,” 
says Ron Schaefer, Vice President, Small 
Business and Portfolio Management.

Susquehanna needed to merge  
back-room functions — such as  
financial statement analysis, property 
search requests, appraisal requests,  
credit reports, quality control, 
documentation deficiency tracking,  
credit-line renewals and general  
portfolio management — to assist 
business bankers and relationship 
managers better in servicing their  
small-business clients.

The bank also wanted to use its branches 
as the delivery channel for small-business 
loans; however, most branch managers 
did not have any sales or small-business 
experience. “There were a lot of detractors 
to deal with, but the decision to centralize 
and automate was made at the bank’s 
executive levels. Success of this project 
was critical for the bank,” adds Schaefer.
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Client

Susquehanna Bancshares Inc. is a regional financial services 
holding company with assets greater than $18 billion. It 
includes a commercial bank that provides financial services 
at more than 240 office locations in the mid-Atlantic region. 
Through Susquehanna Wealth Management, the company 
offers investment, fiduciary, brokerage, insurance, retirement 
planning and private banking services. Susquehanna also 
operates an insurance and employee benefits company, a 
commercial finance company and a vehicle leasing company.



Resolution
“Our goals were to create efficiencies in 
origination and portfolio management 
processes by lowering costs of managing 
small-business portfolios and origination; 
increasing our relationship managers’ 
time for business development; increasing 
the credit quality in our small-business 
portfolio; and creating consistency in our 
underwriting processes,” says Schaefer.

Several executive team members had 
used Baker Hill® products in banks at 
which they’d worked previously. For 
this project, the team turned to Baker 
Hill® Bank2Business® and Baker Hill® 
Advisor® for portfolio risk management. 
Bank2Business is a browser-based 
origination product used to manage, 
analyze and decision business credit 
requests, regardless of size or type. 
Baker Hill Advisor for portfolio risk 
management, an application service 
provider–delivered platform, leverages 
Experian’s risk-management expertise  
to help banks mitigate risk and streamline 
the portfolio management process. 
By integrating internal origination and 
performance data across the bank with 
external scoring data from Experian, 
Baker Hill Advisor for portfolio risk 
management delivers an accurate,  
point-in-time view of the bank’s  
entire portfolio.

“We created a new position in the bank 
called portfolio manager,” says Schaefer. 
“Each manages a high volume of notes 
[approximately 1,500]. They are assigned 
to assist the relationship manager in 
portfolio management duties.”

There are two groups within the 
small business underwriting area at 
Susquehanna. One group is assigned 
to the origination side for new money 
and is augmented by underwriters and 
processors. The second group is focused 
on existing relationships and works on 

extensions and line renewals. “Before we 
launched Baker Hill Advisor for portfolio 
risk management, relationship managers 
focused on new deals while current 
client requests fell through the cracks,” 
says Schaefer. “Now, portfolio managers 
support relationship managers in dealing 
with existing portfolios. That support 
has increased time for cross-sales and 
prospecting; it also has improved our 
clients’ experiences.

“These products provide the consistency 
we were looking for. Baker Hill Advisor 
for portfolio risk management, hand in 
hand with Bank2Business, automatically 
renews smaller credits using scoring and 
identifies loans that might be problematic 
early on, reducing losses and freeing  
up relationship manager time. Also,  
we now can provide regulators with  
better information about how loans  
are underwritten and monitored.”

Results
Schaefer says, “Despite early detractors, 
the new system now is received very well 
by branch staff, by relationship managers 
and, more important, by our clients. We’re 
doing what we promised we would do.  
We improved response times and the 
client experience.”

Schaefer adds, “With Baker Hill Advisor 
and Bank2Business, we’ve provided a 
product that has delivered profitability. 
We’ve provided a product to our branch 
managers that they’re excited about. We 
have demonstrated to our sales force 
that we understand their challenges 
and problems, and we addressed those 
challenges and problems. With the right 
product and implementation team, it is 
possible to improve efficiency, open new 
delivery channels, generate additional 
loan volume, simplify the sales process 
and improve the client experience. 
Experian® has that product.”



The bank continues to enhance the 
process to manage the portfolio risk 
management process. In 2013 the bank 
developed additional triggers to examine 
the portfolio automatically. It added 
complex score and delinquency triggers 
as well as overdraft behavior triggers 
to its review. “The complex score and 
delinquency triggers include rules that 
match many of the qualities of the loans 
that ultimately would be found on our 
problem loan report,” says Schaefer.

The impact also has been seen in terms 
of Susquehanna’s client satisfaction 
and how it is servicing existing loans. 
According to Schaefer, the bank has 
eliminated 50 percent to 70 percent  
of its requests for financial statements.  
“I estimate that 3,000 clients do not have 
to provide statements, and that number  
is increasing.”

Some bank insiders wondered how credit 
quality would improve by not asking 
clients for financials. “Using Baker Hill 
Advisor for portfolio risk management 
actually increases the number of touches 
to our loan portfolio. With monitoring 
occurring frequently (as often as daily) 
through the trigger process, the result is 
earlier detection of deteriorating credits.”

“Susquehanna implemented 
Bank2Business and Baker Hill Advisor 
for portfolio risk management within 
a 24-month time frame,” Schaefer 
continues. “Both of these products,  
and the creation of our centralized  
small-business credit function, have  
and will continue to have a profound 
impact on almost every area of the 
commercial lending process. We are 
implementing a long-term vision rather 
than working a piecemeal approach  
to this area of banking. Baker Hill team 
members have been our strategic partners 
as we’ve implemented this vision.”

The centralization of Susquehanna’s 
small-business loan processes and  
the automation of its small-business 
portfolio impacted:

•  More than 240 branch managers who 
service commercial relationships 

•  More than 100 commercial lenders

•  All small business relationships with 
commercial exposure up to $1 million, 
which includes nearly 15,000 facilities 
totaling approximately $1.5 billion

Susquehanna has increased the dollar 
amount of the loans it originated through 
Bank2Business from less than $250,000 
in commercial relationship exposure 
to $1,000,000. The bank stepped up the 
relationship exposure by $250,000 each 
time it made the decision to increase all 
the way up to $1,000,000.

The bank continues to grow. Since the 
middle of 2011, the bank successfully  
has integrated two bank acquisitions. 
“The use of Baker Hill Advisor for portfolio 
risk management has been a tremendous 
help to manage all of the new small 
business loans from the acquisitions,” 
says Schaefer. “The system helped us 
prioritize and manage the large influx of 
loans. The last acquisition increased our 
portfolio by approximately 30 percent.”

“ Using Baker Hill Advisor®  
for portfolio risk management 
actually increases the  
number of touches to  
our loan portfolio.” 
—  Ron Schaefer, Vice President,  

Small Business and Portfolio Management
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