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While companies are 

generally not investing 

in replacing enterprise-

wide solutions, the 

tactical spending that 

is occurring seems to 

be delivering tangible 
results. 
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Highest Importance for IT Improvements 

 

�

����  �
��������������
�
���/���
�����!��
��������������$����������	��������A5��� ���$������
�!��
����
�/��
��	��������
��������!���/�����A���
������������	��������� �
������	����������
���
���!����
*������	���������/����
����/�������������
��������L�����5 �	��$������������/������������
��	
����
�������1������/���������
����������	���	��������	 ��������	�������

3.45%

34.48%

13.79%6.90%

20.69%

10.34%

10.34% Product innovation

Business generation

Lowering servicing costs

Controls and compliance

Business intell. / reporting
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…a robust front-end 
system remains high 
on the “to-do” list of 
survey responses. �
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Average operating and IT budgets for all respondent s (in thousands) 

 2008 fiscal year  2007 fiscal year  % increase (decrease)  

Operating budget $53,926 $62,458 (13.7%) 

IT budget $6,091 $5,859 4.0% 

IT budget as a % of operating 
budget 

11.3% 9.4% 20.4% 
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Initial  Ad-hoc processes. Systems not industry standard and do not cover the entire 
leasing lifecycle. Widespread use of Excel and standalone, non-integrated 
systems and tools. 

Repeatable Core processes established, although inefficient. Duplication of data entry 
prevalent. Core systems integration with supporting systems is non-existent or 
poorly executed. Front-end and back-end platforms have limited interface. 
Reporting is manual and ad-hoc. Organization is dependent on good people, 
not good processes and systems. 

Defined Processes are documented, standardized and well integrated with core 
systems. Some consideration of processes and systems is given prior to new 
market entry or new program development. Workflow drives processes. Two-
way integration between front-end and back-end platforms. Partners are linked 
in through the web for new business origination. 

Managed KPIs and metrics established for processes. Systems and processes drive 
financial offerings. Web presence extends to partners and customers and 
covers a wide range of front-end and back-end capabilities. Manual data entry 
is minimized or outsourced, focusing internal resources on analysis and 
customer serving activities. 

Optimizing Continuous processes improvement. Processes and systems have become a 
competitive advantage for business. Financial products are highly integrated 
with processes and systems and some aspects of them are difficult to 
duplicate by competitors. Customers and markets drive system investments. 

…many respondents 
put improving 
business intelligence 
(BI) capabilities near 
the top of their lists. �
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…BI remains one of 
three areas (along with 
CRM and Customer 
Self Service) where the 
industry lags behind… �
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How would you rate your customer self service capab ilities? 

Rating Percentage of Respondents 

Initial 21% 

Repeatable 29% 

Defined 29% 

Managed 18% 

Optimizing 4% 
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Payment processing is 

something that every 

equipment finance 

company does and 

many do it very 

inefficiently. 
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Payment Types: US vs. Non-US  
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 2006 Federal Reserve Payments Study 
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A recent study by an 
equipment finance 
organization 
concluded that checks 
are more than twice as 
expensive to process 
as ACH. �
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Federal Reserve Payments by Percentage 
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2000 Estimate 1% 23% 9% 22% 58%
2003 Estimate 1% 19% 11% 23% 46%
2006 Estimate 1% 27% 16% 23% 33%
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Companies are not 
replacing platforms, 
but instead are working 
more tactically on 
improving existing 
infrastructure. �
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 ELFA Survey of Economic Activity: Monthly Leasing and Finance Index, 9/24/2009 
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 PayNet: More SMBs Default on Loans, Leases in August, 10/7/2009 
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MLFI-25 Monthly Leasing and Finance Index 
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 Leasing Monitor, March/April 2009 

Their success is partly 
related to a strong 
alignment of their 
business and IT 
strategy and a focused 
control of IT spending. �
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Equipment Finance 
companies face a 
regulatory regime 
unlike anything they 
have seen before. �
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Technology trends, 
long confirmed by this 
survey, point to limited 
long-term 
infrastructure 
investment and the 
deployment of a very 
tactical approach to 
delivering on the needs 
of the day. �
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As business expands 
in new countries, 
customer service has 
to be available first… �

…achieving flexibility 
once would have come 
at the price of 
predictability, 
intelligent networks 
today enable 
enterprises to scale 
services up and down 
with demand… �
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…�technology forms 
the enabling 
infrastructure for all 
innovation … �
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…many asset finance 
companies have been 
quietly reinvesting in 
customer facing 
technology to drive up 
intimacy and drive 
down costs. �
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�

1. Profile of respondents by type of Equipment Fina nce provider 

Bank 11 

Captive 7 

Independent  13 

Total respondents 31 

�

2. Profile of respondents by market segment 

Micro-ticket 5 

Small-ticket 12 

Middle-ticket 12 

Large-ticket 2 

Total respondents 31 

�

3. Respondents’ Headquarters Location 

Type Percentage 

Australia 7% 

Czech Republic 3% 

Italy 3% 

Japan 3% 

Norway 3% 

Sweden  3% 

Switzerland 3% 

The Netherlands 3% 

USA 72% 

�

4.  International Coverage 

Percentage Operating in more than 1 country 43.3% 

Average Number of Countries 5.5 

�
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5.  Percentage of new-equipment leasing- and lendin g-business volume booked in 
the most recent fiscal year by Region 

North America 73% 

Asia Pacific 5% 

EMEA 22% 

South America 0% 

�

6. Average operating and IT budgets for all respond ents (in thousands) 

 2009 fiscal year  2008 fiscal year  % increase (decrease)  

Operating budget $53,926 $62,458 (13.7%3 

IT budget $6,091 $5,859 4.0% 

IT budget as a % of 
operating budget 

11.3% 9.4% 20.4% 

�

7. Company headcount data (average for all responde nts) 

 Current year Full 
time employees  

Prior year full 
time employees  

Current year 
contractors  

Prior year 
contractors  

Total company 339 347 57 54 

IT department 18 19 6 6 

IT as a % of total 
company 

5.2% 5.4% 9.6% 10.2% 

�

8. Methods of service delivery for various IT relat ed activities (by percentage of 
overall respondents) 

Activity Outsourced (third 
party) service delivery 

Corporate shared 
service delivery 

In house service 
delivery 

Desktop support 16% 29% 55% 

Application help desk 23% 23% 55% 

Application custom 
development 

32% 16% 52% 

Data center support 23% 32% 45% 

Offsite / co-located data 
center 

38% 38% 24% 
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Initial  Ad-hoc processes. Systems not industry standard and do not cover the entire 
leasing lifecycle. Widespread use of Excel and standalone, non-integrated 
systems and tools. 

Repeatable Core processes established, although inefficient. Duplication of data entry 
prevalent. Core systems integration with supporting systems is non-existent or 
poorly executed. Front-end and back-end platforms have limited interface. 
Reporting is manual and ad-hoc. Organization is dependent on good people, 
not good processes and systems. 

Defined Processes are documented, standardized and well integrated with core 
systems. Some consideration of processes and systems is given prior to new 
market entry or new program development. Workflow drives processes. Two-
way integration between front-end and back-end platforms. Partners are linked 
in through the web for new business origination. 

Managed KPIs and metrics established for processes. Systems and processes drive 
financial offerings. Web presence extends to partners and customers and 
covers a wide range of front-end and back-end capabilities. Manual data entry 
is minimized or outsourced, focusing internal resources on analysis and 
customer serving activities. 

Optimizing Continuous processes improvement. Processes and systems have become a 
competitive advantage for business. Financial products are highly integrated 
with processes and systems and some aspects of them are difficult to 
duplicate by competitors. Customers and markets drive system investments. 

�

9. How would you rate your company’s customer relat ionship management (CRM) 
capabilities? 

Rating Percentage of Respondents 

Initial 14% 

Repeatable 46% 

Defined 29% 

Managed 11% 

Optimizing 0% 

�
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10. How would you rate your company’s new business processing capabilities? 

Rating Percentage of Respondents 

Initial 7% 

Repeatable 7% 

Defined 46% 

Managed 33% 

Optimizing 7% 

�

11. How would you rate your company’s back end port folio servicing capabilities? 

Rating Percentage of Respondents 

Initial 3% 

Repeatable 20% 

Defined 47% 

Managed 10% 

Optimizing 20% 

�

12. How would you rate your company’s collections a nd customer service 
capabilities? 

Rating Percentage of Respondents 

Initial 3% 

Repeatable 23% 

Defined 41% 

Managed 23% 

Optimizing 10% 

�

13. How would you rate your company’s core accounti ng (general ledger, accounts 
payable, payroll) capabilities? 

Rating Percentage of Respondents 

Initial 0% 

Repeatable 20% 

Defined 40% 

Managed 27% 

Optimizing 13% 

�
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14. How would you rate your company’s business inte lligence / reporting 
capabilities? 

Rating Percentage of Respondents 

Initial 7% 

Repeatable 39% 

Defined 27% 

Managed 20% 

Optimizing 7% 

�

15. How would you rate your company’s compliance an d controls capabilities? 

Rating Percentage of Respondents 

Initial 0% 

Repeatable 30% 

Defined 27% 

Managed 40% 

Optimizing 3% 

�

16. How would you rate your company’s customer self  service capabilities? 

Rating Percentage of Respondents 

Initial 21% 

Repeatable 29% 

Defined 29% 

Managed 18% 

Optimizing 3% 

�

17. How would you rate your company’s project manag ement capabilities? 

Rating Percentage of Respondents 

Initial 7% 

Repeatable 21% 

Defined 45% 

Managed 28% 

Optimizing 0% 

�
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18. Average respondent ranking of IT initiatives fr om 1 (most important) to 7 (least 
important) 

Initiative Current Year Avg. Ranking 

Improvements focused on new business generation 3.0 

Improvements focused on lowering servicing costs 3.1 

Improvements focused on business intelligence / rep orting 4.2 

Improvements on customer service / self service 4.8 

Improvements focused on controls and compliance 5.1 

Improvements focused on partner service / self serv ice 5.3 

Improvements focused on product innovation 5.4 

�

19. Respondent identification of top 3 IT related i nitiatives to be undertaken with the 
next 18 months 

Initiative Number of Responses 

Process-efficiency improvement initiative 13 

Business intelligence improvements 12 

Build or improve systems integrations 10 

Web-enabled customer self-service 7 

Front end (originations) system replacement 7 

Consolidate multiple back-end platforms 6 

Back end (servicing) system replacement 6 

Expand financial product offerings 5 

Buy or build business-specific applications 5 

360 degree view of customer / CRM 4 

Consolidate multiple front-end platforms 4 

Portal for partners 4 

Invoicing/payment-processing initiative 3 

Compliance improvement initiatives 1 

Paperless Workflow/Barcodes 1 

�

20. Number of front-end systems (system application s) included in respondents 
pre-booking processes (including CRM, application s ubmittal/tracking, pricing, 
credit, documentation, funding, etc.) 

Average 4.2 

Low 1 

High 23 

�
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21. Respondent information on front-end system appl ications 

Percentage of respondents with web-enabled front-en d 87% 

�

22. Customer Relationship Management (CRM) applicat ion information 

Activity Number of Affirmative 
Responses 

Does the company have a single, centralized CRM app lication 18 

If CRM is not centralized, does sales force use dec entralized 
contact management applications to track customers and leads  

11 

Is your CRM application web enabled 9 

�

23. Your relationship with your core front-end solu tion provider can best be 
described as: 

Activity Number of Affirmative 
Responses 

A strong, successful partnership 48% 

A relationship with some hits and misses 26% 

A collaboration that works and is growing 19% 

A relationship in definite need of improvement 7% 

�

24. Respondent information on CRM system applicatio ns 

CRM application vendor Number of Responses 

ACT 4 

In house system 3 

Salesforce.Com 3 

GoldMine 3 

Siebel 3 

Leasing CRM 1 

Saturn 1 

MS Outlook Contact Manager 1 

SAGE Saleslink 1 

SugarCRM 5.2 1 

SalesChain 1 

Max Finance / Infolease 1 

�
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25. Please specify your level of agreement or disag reement with the following 
statements as they pertain to your front end softwa re vendor and application 
(Somewhat Agree, Agree, Strongly Agree, Somewhat Di sagree, Disagree, 
Strongly Disagree). 
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Enhancements to the core application 
are delivered regularly and they provide 
meaningful product improvements. 

14% 59% 10% 7% 7% 3% 

Custom Enhancements are delivered 
timely. 

7% 69% 10% 10% 3% 0% 

Technical support is high quality and 
responsive. 

38% 38% 21% 0% 0% 3% 

Outsourcing of application management 
is available. 

7% 41% 7% 11% 26% 7% 

�

26. Number of back-end systems (system applications ) included in respondents 
post-booking processes(including lease/loan account ing, general ledger, asset 
management, remarketing, collections management, et c) 

Average  4 

Low 1 

High 31 

�

27. Respondent information on back-end system appli cations 

Percentage of respondents with web-enabled back-end  23% 

�

28. Please specify your level of agreement or disag reement with the following 
statements as they pertain to your back end softwar e vendor and application 
(Somewhat Agree, Agree, Strongly Agree, Somewhat Di sagree, Disagree, 
Strongly Disagree). 
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Enhancements to the core application 
are delivered regularly and they provide 
meaningful product improvements. 

4% 29% 25% 18% 18% 7% 

Custom Enhancements are delivered 
timely. 

7% 50% 11% 21% 0% 11% 

Technical support is high quality and 
responsive. 

18% 46% 21% 4% 7% 4% 
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28. Please specify your level of agreement or disag reement with the following 
statements as they pertain to your back end softwar e vendor and application 
(Somewhat Agree, Agree, Strongly Agree, Somewhat Di sagree, Disagree, 
Strongly Disagree). 
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Outsourcing of application management 
is available. 

4% 52% 11% 4% 26% 4% 

�

29. Respondent internal focus on leading practices 

Committed organizationally to keeping updated on th em and 
implementing them as needs arise  

50% 

Focus on leading practices is more department speci fic and 
implementation done on an ad-hoc basis 

30% 

Highly committed to keeping abreast of them through out the 
organization 

17% 

None / limited focus on leading practices 3% 

�

30. Respondent preference towards core, front-end o rigination and back-end 
servicing system applications 

Purchasing an enterprise wide, package based soluti on from a 
single vendor 

50% 

Purchasing best of breed package based solutions fr om multiple 
solution providers 

33% 

Building a custom application(s) tailored to your c ompany needs 17% 

�

31. Respondent internal focus on Key Performance In dicators (KPIs) and 
measurements 

Focus on KPIs and measurements is more department s pecific with 
implementation on an ad-hoc basis 

37% 

Highly committed to developing measurements and mea suring 
activities throughout the organization 

20% 

Limited focus on KPIs and measurements 3% 

Used widely throughout the organization but focus v aries 40% 

None 0% 

�



Asset Finance   |   the way we see it 

ELFA Business Technology Performance Index 2009  27�
Copyright © 2009 Capgemini Global Financial Services. All rights reserved.  

32. Respondent company reporting and business intel ligence activities are 
supported by the following approaches (note: respon dents have selected all 
approaches that apply) 

 Number of Responses 

Use built-in reports and tools included in each app lication and 
manually combine data where needed 

8 

Use business intelligence tools to mine and report data from each 
core application 

17 

Currently aggregate and report data from a reposito ry (data 
warehouse / mart) of all core applications 

15 

None / Manually construct reports from output of ea ch application 2 

�

33. Respondent company web based offerings for cust omers (note: respondents 
have selected all that apply) 

 Number of Responses 

View all contract / asset information 17 

Request support (e.g. customer service, sales) 16 

Request changes to contract / asset information (e. g. address 
change) 

13 

View payment history information 11 

View balance and payoff quote information 10 

Make payments 6 

Electronic presentment of documents 6 

Execute documents electronically 6 

Electronic bill presentment 6 

None 6 

Request a funding under a line of credit or master agreement 5 

 

34. Please specify your level of agreement or disag reement with the following 
statements as they pertain to your organization (So mewhat Agree, Agree, 
Strongly Agree, Somewhat Disagree, Disagree, Strong ly Disagree). 
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Preference to outsource back office 
functions 

4% 11% 11% 18% 31% 25% 

Core back-end system(s) meet current 
needs 

22% 26% 19% 15% 11% 7% 

Back-end system(s) meet future needs 12% 19% 22% 8% 18% 21% 
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34. Please specify your level of agreement or disag reement with the following 
statements as they pertain to your organization (So mewhat Agree, Agree, 
Strongly Agree, Somewhat Disagree, Disagree, Strong ly Disagree). 
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Core front-end system(s) meet current 
needs 

14% 36% 25% 14% 11% 0% 

Front-end system(s) meet future needs 12% 25% 21% 21% 14% 7% 

IT operations need to support global 
business 

22% 22% 8% 8% 36% 4% 

IT decisions and business requirements 
align 

22% 46% 25% 0% 7% 0% 

�

35. Please specify your level of agreement or disag reement with the following 
statements about how the current economic condition s impact IT decision 
making in your organization (Somewhat Agree, Agree,  Strongly Agree, 
Somewhat Disagree, Disagree, Strongly Disagree) 
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All major projects are now on hold 4% 14% 11% 4% 46% 21% 

Major initiatives have been delayed or 
rejected 

7% 14% 18% 11% 39% 11% 

Project spending is continuing as 
planned 

11% 36% 14% 18% 14% 7% 

Focus: maintain existing systems limit 
costs 

15% 39% 7% 21% 18% 0% 

Organization taking a wait and watch 
approach 

4% 11% 18% 25% 32% 10% 

�

36. How are your customers’ payments received? 

Type Percentage 

Checks 45% 

Automated Clearing House Transactions 26% 

Wire Payments 20% 

Direct Debit (payee initiated electronic debit) 7% 

Credit and/or Debit Cards 1% 

Other Payment Types 0% 
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Capgemini Financial Services  

6400 Shafer Court 

Rosemont, Illinois 60018 
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