
Challenge
Provident Bank has grown 
substantially in a short 
period of time.  Over the 
last few years, it acquired 
three fi nancial institutions, 
so it now has lenders with 
different backgrounds using 
disparate processes and dif-
ferent core systems.  During 
2004 alone, the bank’s loan 
portfolio tripled in size.

The bank needed a place 
where it could consolidate 
its business customer-re-
lated data and a technology 
solution to make its busi-
ness lending processes 
consistent. 

Because its technology 
solutions were not ideally 
suited, bank lenders were 
required to track loan 
exception and collateral 
requirements manually.  
This manual process was 
not only ineffi cient; but also 
created a much greater 
likelihood for errors.  Often a 
loan closer would pull a fi le 
prior to closing and spend 
a great deal of time deter-
mining what documentation 
was required. Unfortunately, 
errors in appraisals or other 
documents were often not 
found until that point, which 
resulted in delays for the 
customer.  Also, lenders 
needed to look up an entire 
relationship from the bank’s 
core database to prepare 
a credit write-up. Since 
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“…it was critical to have the support of senior 
management” 
- Rachael Bauco, Assistant Vice President

relationships were not tied, 
this investigation was very 
time-consuming and lenders 
were required to keep track 
of all deposits and loans for 
a relationship using their 
own, often manual, strate-
gies. 

“We were looking for a 
solution that addressed loan 
pricing, statement spread-
ing, pipeline management, 
loan portfolio management, 
and tickler and collateral 
management,” said Rachael 
Bauco, Assistant Vice Presi-
dent at Provident Bank.  
“We looked at other solu-
tions – in fact did due dili-
gence during much of 2005.  
We engaged all depart-
ments that were affected by 
the solution to participate in 
the entire process, includ-
ing the product review prior 
to purchase. This ensured 
that all affected users were 
committed to the project’s 
success from the start. In 
addition, it was critical to 
have the support of senior 
management at every step 
in the process.

“We were using another 
Baker Hill product, so we 
included the company in our 
due diligence.  Baker Hill’s 
OnePoint had all the pieces 

P H O N E
1.800.821.8664

© Copyright 2007
Baker Hill, An Experian Company 

WEB
www.bakerhill.com

FAX
1.317.571.5125

Baker Hil l  Case Study

CLIENT
Founded in 1888, Provident Bank 
(Nasdaq: PBNY) is a full-service 
community bank that offers a wide 
range of fi nancial products and 
services with local decision making, 
a personalized focus on customer 
needs and a unique, in-depth under-
standing of the New York market-
place. Headquartered in Montebello, 
NY, Provident Bank, with over $2.8 
billion in assets, is an independent 
community bank. With almost 600 
employees, it operates 32 branches 
that serve the Hudson Valley region 
of New York and one branch in 
Bergen County, New Jersey that op-
erates under the name Towncenter 
Bank.  The Bank also offers deposit 
services to municipalities located 
in the State of New York through 
Provident Bank’s wholly owned sub-
sidiary, Provident Municipal Bank, 
and investment services through 
our affi liate, Hudson Valley Invest-
ment Advisors LLC.  The Bank’s 
title insurance affi liate, Harden-
burgh Abstract Company of Orange 
County, Inc,. is located in Goshen, 
NY. The bank offers a complete line 
of commercial, retail and investment 
management and trust services. Its 
commercial loan portfolio is over 
$700 million.

CHALLENGE
Provident Bank acquired three 
fi nancial institutions between 2003 
and 2005 and grew substantially.  It 
sought a system that would stan-
dardize its relationship management 
processes.

SOLUTION
OnePoint® SALES, REACT, STAN, 
PRICE and Advisory, Client and 
Education Services

RESULTS
Improved customer service; allowed 
lenders more selling time; improved 
communication between all depart-
ments.

that we were looking for, so 
we chose it.  We implement-
ed the system in the fourth 
quarter of 2006.”

Solution
OnePoint is a fully inte-
grated business banking 
relationship management 
platform that helps a fi nan-
cial institution’s lending 
team cover more ground 
by working together. One-
Point was the fi rst customer 
relationship management 
(CRM) solution designed 
specifi cally for the business 
banking team. From the 
fi rst contact with a pros-
pect through the approval 
process, administration 
and management report-
ing, OnePoint facilitates the 
movement of information by 
streamlining the workfl ow 
throughout the entire lend-
ing process.

With OnePoint, the entire 
team has a common view 
into a customer’s total rela-
tionship and its impact on 
the fi nancial institution. Data 
is shared, communications 
are improved, administration 
is streamlined and senior 
management gets a com-
plete picture of the sales 
pipeline.

PROFILE
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Baker Hill, An Experian 
Company
Baker Hill delivers solutions 
that address business process 
needs, and works as a trusted 
adviser to its clients. Baker Hill 
understands sales, lending and 
portfolio management process-
es, knows how to implement 
technology to enable those pro-
cesses and has a long history 
of client success from which to 
mine best practices. More than 
1,200 fi nancial institutions and 
credit grantors in all industry 
segments have drawn on Bak-
er Hill’s business and process 
expertise and have chosen 
its relationship management, 
credit origination and portfolio 
risk management solutions as 
their enabling technologies. 

Baker Hill Corporation
12900 North Meridian Street 
Suite 200
Carmel, Indiana 46032
Email: info@bakerhill.com

OnePoint consists of four 
integrated modules that 
handle specifi c tasks: sales 
automation (SALES); collat-
eral and exception man-
agement (REACT); credit 
risk management (STAN); 
and profi tability and pricing 
(PRICE). These modules 
work together to stream-
line operations and make 
customer relationships more 
easily accessible, while 
bringing the sales team to-
gether to focus on customer 
needs and the impact of the 
relationship on the fi nancial 
institution. 

The bank decided to imple-
ment all four OnePoint mod-
ules, in addition to doing a 
full tickler conversion, so 
the entire project took nine 
months. This large project 
required substantial work 
from each of the bank’s 
team members – work 
performed in addition to 
their regular job functions.  
“We were fortunate to have 
dedicated team members 
as well as support from the 
Baker Hill project manager 
and team to help us stay fo-
cused on the tasks at hand,” 
noted Bauco.

The bank’s project team 
included a project manager, 
in addition to its OnePoint 
Administrator. The project 
manager provided weekly 
updates to the executive 
project sponsor and monthly 
updates to senior manage-
ment. Quarterly updates, 
including product demon-
strations, were given to the 
board of directors. These 
steps were all important to 
ensure that all areas of the 
bank knew the project sta-
tus (and could start to take 
ownership of the project), 
and that the board under-
stood the benefi ts that the 
bank was receiving for its 
investment.

Results
Provident Bank reports that 
the implementation of One-
Point has provided these 
benefi ts:

• Improved customer
 service.
• Streamlined workfl ow
 with administrative work-
 converted to the admini-
 strative group (previously
 done by lenders).
• Greater focus on sales,
 with system giving the
 lenders more time to sell
 and work with customers
 and prospects.
• Improved communica-
 tion among all depart-
 ments involved in the
 loan process.

“Three of the most important 
results that we realized from 
using OnePoint came from 
automating our tickler sys-
tem, improving communica-
tion between our lenders 
and loan closers, and now 
having the ability to manage 
our lenders’ portfolios eas-
ily,” said Bauco

OnePoint’s REACT tick-
ler solution has provided 
the bank with the ability to 
monitor important report-
ing requirements from its 
customers. The tracking re-
ports ensure that the bank’s 
lenders know when an an-
nual review is due and what 
fi nancial statements are 
required to complete that 
task. Ultimately, the bank 
anticipates that having this 
in place will allow the bank 
to further enhance the credit 
quality of its loan portfolio.  
The bank will also be able 
to identify potential losses 
more quickly since it will be 
aware of deteriorating credit 
quality at an earlier stage.

The bank has improved 
communications between 

its lenders and loan closers. 
The closers are now able 
to easily determine what 
documents are needed and 
when they are due. The 
lenders also have access 
to this information, ensuring 
that both departments are 
aware of outstanding issues 
prior to closing.  In addition 
to improved management 
of closing documents, the 
OnePoint solution allows 
Provident Bank staff to 
track collateral and fi nancial 
statements effi ciently, and to 
conduct annual reviews in 
far less time.

The OnePoint solution has 
also provided bank man-
agement with outstandings 
and exposure information 
on relationships at the “click 
of a button”. Now manage-
ment has the ability to tie 
relationships and determine 
relationship exposure.   A 
lender can pull up one page 
and have all outstandings 
and exposure, including 
ACH and letters of credit, 
available on the same page.  
A lender’s portfolio can be 
easily managed and moni-
tored by his/her managers; 
sales reports also provide 
detail about the effective-
ness of a lender’s sales 
process.

“Using the PRICE module, 
our lenders can also price 
our loans at the relationship 
level – easily and consis-
tently.  We’re now very clear 
about which deals will be 
profi table and which we 
should pass up,” Bauco said.

What’s next for Provident 
Bank?  “We know that this 
is a constantly evolving 
solution. We want to refi ne 
the pricing system and build 
standard credit memos into 
the solution.  Doing both will 
further enhance the advan-

tages of the solution to us.”

Bauco concluded, “We are 
extremely proud to call 
Baker Hill one of our part-
ners.  All of the company’s 
employees are extremely 
professional and courteous.  
They helped us through a 
tough project; they made it 
easy.”


