
OpsDog KPI Reports

 www.opsdog.com    info@opsdog.com    844.650.2888        

Consumer Loans Serviced 
per Servicing Employee
Benchmarks, Definition & Measurement Details

2017 Edition

SAMPLE 

CONTENT & DATA



opsdog-kpi-report.consumer-loans-serviced-per-consumer-loan-servicing-employee.Sample 2017 Edition     |     © OpsDog, Inc.

1

Consumer Loans Serviced per Servicing Employee
Definition & Measurement Details

The total number of consumer loans in the bank’s servicing portfolio divided by the number of consumer loan servicing employees working for the bank at 
the same point in time.

Consumer Loans Serviced per Consumer Loan Servicing Employee 
measures the total number of consumer loans in the banks servicing 
portfolio in relation to the number of consumer loan servicing employees 
working for the bank at the same period of time. Understanding 
consumer loan servicing production is an important part of understanding 
overall consumer loan program performance. This metric is also a clear 
indicator of capacity issues and overstaffing for several departments 
within the retail bank. High values for this metric are preferred, as low 
values can be indicative of overly complex loan servicing processes, 
high amounts of rework due to errors or multiple touch points (typically 
originating from incorrectly filled applications, or applications that contain 
missing documentation), inconsistent use of process documentation, 
sub-par consumer loan servicing employee performance, a lack of 
standard training, or a low demand for consumer loans. 

Consumer Loan Pull-Through Rate, Complete Consumer Loan Package 
Submission Rate, Consumer Loan Applications per Consumer Loan 
Processing Employee, Consumer Loans Closed per Consumer Lending 
Employee

Total Number of Consumer Loans / Number of Consumer Loan Servicing 
Employees

Two numbers are used to calculate this KPI: (1) the total number of 
consumer loans in the bank’s servicing portfolio, and (2) the number of 
consumer loan servicing employees working for the bank at the same 
point in time. Include all outstanding consumer loans (performing and 
non-performing) in the bank’s portfolio within the numerator. Include staff 
working within the call center, collateral management, loss mitigation, 
collections/defaults and payment processing/modification functions in the 
denominator. Consumer loans typically include auto loans, personal loans 
and student loans. Do not include mortgage loans in this calculation.

What is Consumer Loans Serviced per Servicing Employee?

Formula

Why should this KPI be measured? How is this KPI calculated?

Related KPIs

ABRIDGED CONTENT

Purchase to View Full Definition & Measurement Details!
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Consumer Loans Serviced per Servicing Employee
Benchmarks & Characteristics of High Performers

Consumer Loans Serviced per Servicing Employee
Total Number of Consumer Loans / Number of Consumer Loan Servicing Employees

How to read this chart: This chart summarizes the performance gaps between high (Top 5%), mid 

(Median) and low (Bottom 5%) performers for this Key Performance Indicator (KPI). For example, the 

column labeled “Top 5%” represents a company that outperformed 95% of the peer group observed 

for this metric.
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Sample Size: XX

KPI Type: XX

Unit: XX

Is High or Low Best?: XX

Characteristics of High Performers

• KPIs are well-defined, tracked and tied to 
performance reviews

• Robust self-service options for customer 
(online FAQs, etc.)

• Agents cross-trained to handle and resolve 
multiple call types

• KPIs are well-defined, tracked and tied to 
agent performance reviewsSAMPLE CONTENT

Purchase to View Actual Benchmarking Data!
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reproduced, stored in a retrieval system, or transmitted by any means, electronic, mechanical, 
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OpsDog, Inc. assumes no liability with respect to the use of the information contained herein 
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