
New Lending System Development 

OVERVIEW 
 
The purpose of this project was to develop a new loan origination system and a front-end application 
website. The strategic objectives included the following: 

 Improve user experience by upgrading user interfaces, content, design, functionality, workflow, 
and triggered communications 

 Improve analytics and reporting capabilities 

 Support business development initiatives 

 Fully integrate with other systems 

 
 
To accomplish this, the marketing team worked with third-party vendors and internal business units to 
adapt back-end systems to meet business requirements. The front-end website was created with 
attention to the following: 

 Overall UX best practices 

 Innovative UX treatments in online lending industry 

 Responsive design for mobile adaptability 

 Branding guidelines 

 Proper presentation of legal consents and disclaimers 

 Integration of contact solutions (click-to-call, live chat, office location information) 

 Applicant authentication and security 

 Personalized, dynamic content and functionality 

 Logical and strategic applicant flow with strong focus on conversion 
 



PROJECT TASKS 
 
In my role as Marketing Project Manager, I was responsible for managing all aspects of the process from 
start to completion of the New Lending System. In addition, managed the process of Legal review for all 
content. See below for an outline of the tasks accomplished. 

Step 1: Background 
Studied the existing system to look for potential improvements, assess the current workflow, take note of 
conversion issues, and better understand what our customers experienced. 
 

 

 
 



Step 2: Applicant Flow 
Identified all pages needed for the front-end website, solidified naming conventions for each, and 
created a sitemap of possible scenarios an applicant may encounter throughout the process. 

  



Step 3: Background 
Identified all required form fields to be shared among origination system, account management system, 
and the data warehouse across all pages in the website. 

 
Example: 

 

Step 4: Research Best Practices 
Collaborated to research industry-leading financial and tech websites, plus articles from thought leaders 
and online communities, to determine the best practices for individual form fields. This included working 
with developers on unique solutions to meet business and legal requirements while accounting for their 
back-end capabilities. 
 
 
 

Required Fields 
Origination Account Management 

First Name First Name 

Middle Initial Middle Initial 

Last Name Last Name 

Suffix Suffix (added to end of the last name field) 

Email Address Email Address 

Date of Birth Date of Birth 

Military Status Military Status 

Active Duty Active Duty Military (Full Time) 

Veteran Prior Military Service (<20 Y) 

National Guard/Reserve Career-Retired Military (20+ Y) 

  National Guard/Reserve 

Duty Status (if Veteran) DoD GS-6 or Above 

Career Retired   

Medically Retired   

Prior Military   

    

Duty Status (if NGR)   

Active Guard/Reserve (AGR)   

Traditional Guard/Reserve   

Individual Ready Reserve (IRR)   

Inactive National Guard (ING)   

    

Military Branch Military Service Branch 

Army Army 

Navy Navy 

Air Force Air Force 

Marines Marines 

Coast Guard Coast Guard 

  Government 



Step 5: Begin Requirement Documents 
Managed the creation of individual documents for each page in the front-end website, with attention to 
the following: 

 Page URL 

 Required form fields 

 Required functionality 

 Validation and error messaging 

 All content, including headers, sub-headers, body copy, form field labels, placeholder text, 
dropdown options, call-to-action buttons, disclaimers, pop-ups, navigation, etc. 

 Background information, instructions, and notes for developers  

 Rough layout and formatting 

 Internal notes and discussion topics 
 
These requirement documents were updated as needed in accordance with the iterative development 
process. 
 
Example: 

  



Step 6: Design Template 
Managed the creation of a design template, which defined the standard for each individual element of an 
average page, including the global navigation and footer, font treatment, style, brand colors, alignment, 
spacing, and more. This template was used as the standard during manual QA testing. 
 
Example: 

 
 
 

  



Step 7: Mobile Design 
Managed the direction to the developers about responsive design and how the front-end website should 
adapt for mobile devices, including form field widths, spacing and alignment, the mobile menu, etc. 
 

  



Step 8: Triggered Communication Strategy 
Reviewed the existing triggered communications (automatically generated emails and print letters) and 
eliminated all outdated or unnecessary messages. Matrix created based on business requirements, legal 
and compliance requirements, and the workflow of the new system. Worked with other business units to 
determine the timing and core messaging based on various trigger events and worked with back-end 
developers to build desired triggers into the origination system. 
 
Matrix Example: 

 
 

Step 9: Write and Design Communications 
Managed the development all content for emails and print letters, including from name, from address, 
subject lines, global templates and signatures, headers and footers, body copy, dynamic flex fields, call-
to-action buttons, and links. Provided HTML files to the vendor to build emails, keeping responsive 
design and mobile standardization in mind.  
 

 



Step 9: Testing Plan 
Managed the creation of a testing plan both the site and triggered communications for the iterative 
development and quality assurance process. Testing for this project was ongoing and extremely agile, 
often featuring direct contact between testers and developers of all involved parties. This process also 
included ongoing refinements of marketing and UI requirements, researching unique solutions, and 
collaboration between vendors and other business units to create the best end-product possible. 
 
Worked closely with technology teams to identify test data and configure web services to simulate 
specific scenarios in a demo environment. 
 
Managed the creation of spreadsheets with test cases that detailed every aspect of QA testing needed in 
order to sign off on marketing requirements.  
 
Example: 

 
 
 
  



Step 10: End-to-End Manual Testing 
Once released by the development partner for testing, reviewed the UI of each page in the front-end 
website to test the design, content, and functionality, including break testing and detailed QA and all 
possible scenarios an end user could encounter. High-level results, including screenshots, were 
recorded in the testing spreadsheets for replication and internal discussion. This included both desktop 
and mobile testing, using a variety of the devices, browsers, and operating systems most frequently 
used by our customers, as defined by Google Analytics. 
 
This process included full testing of the triggered communication system, covering all scenarios 
necessary to trigger each customer communication and ensuring that the following was correct: 

 Send timing, based on trigger event 

 Content, design, and functionality of all messages 

 Dynamic flex fields populating correctly 

 Correct attachments and cover letters 

 Print letters generated and sent as needed 
 
Supported other business units in their testing efforts, as there was frequent crossover between the UI 
and the back-end loan decisioning system. This included alerting other testing teams of issues 
encountered, collaborating to cover common ground, clarifying marketing and UI requirements, and 
helping to replicate their results. 
 
Example: 

 
 
  



Step 11: Submitting Defects 
Reviewed all defects submitted to ensure the appropriate information was captured. Once a defect was 
discovered and replicated, it was communicated internally to marketing leadership. It was then reviewed 
by executive leadership from various business units to determine whether it was to be escalated, 
accepted as is, or reserved for post-launch development. 
 
If escalated, each defect was entered into project enterprise software for internal tracking and 
compliance purposes, and formatted to be sent directly to the developers. Each ticket included the 
following fields: 

 Priority (blocking, high, medium, low) 

 Page or function 

 Brief summary 

 Detailed description 

 Requirement document 

 Testing prerequisites 

 Replication steps 

 Instructions for the development required for resolution 

 Screenshots 
 
Example: 

 
 
  



Step 12: Tracking Defects 
Created a separate spreadsheet and recorded each defect allowing other relevant business units and 
leadership to see the details in a snapshot format and track the current testing status. Testing status was 
marked as either: 

 Ready for retest 

 Failed retest 

 Passed retest 

 Designated for post-launch 

 Marked obsolete 
 
Example: 

 
 

Step 13: Retesting 
Once resolved by the vendor and sent back, each defect was marked as ready for retest. Using the 
same scenarios and test data from the original ticket, testers followed the replication steps to see if the 
defect could be reproduced: 

 If the defect persisted, it was marked as a retest fail and the ticket was updated with new notes 
and screenshots, adding clarification for the developers 

 If it could not be reproduced, it was marked as pass and all internal documentation as updated to 
reflect passed status. 

 
Defects could be reopened at a later date if they occurred again. 

Step 14: Post-Launch Improvements 
Once all the significant defects were resolved, Marketing discussed post-launch improvements and 
began looking for updates to further refine and improve the UX. 

Step 15: UAT Launch Plan 
Nearing completion, the final step was developing the plan for a soft launch for user acceptance testing 
to a controlled subset of the customer base. This included confirmation of all working parts of the 
production environment. 
  



SUMMARY 
 
The project outlined above was a collaborative effort to develop a new origination system for the purpose 
of improving user experience and exploring innovative UI and back-end solutions to help grow the 
business. 

By The Numbers: 
 Total UI requirement docs: 35 

 Total testing spreadsheets: 30 

 Total defects tracked: 1,475 

Skills Demonstrated: 
 Project Management 

o Comprehensive UI and UX including: 
 Website content 
 Emails and print letters 
 Meta data, including HTML meta titles and URLs 
 Validation and error messaging 
 Logging defects and writing effective descriptions and replication steps 
 Instructional information for developers 
 Internal documentation 

o Written communication with leadership, vendors, and other business units 

 Research and discovery 

 Conversion optimization strategy 

 Effective communication of complex UI issues with marketing leadership, developers, testing 
teams, and other business units 

 Attention to detail 

 Strategic thinking 

 Problem solving 

 Collaboration 

 Leadership 


