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Hi Rob, there is an update in 
your loan application

Business loan application
Hi Bob, welcome to this page.
You applied for a business loan.
Via this progress bar, you are up
to date of updates and actions.

Handing in the documents
Business

First risk assessment
Relationship Banker

Supply extra information
Business

Feasibility analysis
Relationship Banker

Plan meeting with SME
Relationship Banker

More information

Insight in the different 
steps of the process, 
why the steps are 
needed, and what the 
status of the process is 

See who is responsible 
for the task

Personal push 
notifications when there 
is an update or when an 
action is required

Click for more 
information about the 
process and go to the 
knowledge hub

Type in what you want to find here Search Business EN Log in

Home

Products

For who?

Entrepreneurship

Start

Sustainable entrepreneurship

International

My industry

Entrepreneurs' lab

Become a finance master

Knowledge about economy

Financial dictionary

Service & contact

Welcome entrepreneur
Become a customer           Download the app           Secure banking           Service & contact

Learn the basics of banking

Manage your money with confidence

Click here

Business account: you are
starting out as an SME

Starter package: your company
exists less than 1 year

Business account: you are
already an SME

Entrepreneur package: your
company exists for more than 1 year

The latest video’s to empower your business

Frequently Made Mistakes

What are the different steps of a 
loan application process?

More information

How tomato grower Rob
operates sustainably

More information

More video’s

Chat with peers

About paying

About business current accounts

About business loans

About business savings accounts

About business insurance

About mortgages

About sustainability

A knowledge hub with 
explanations of finance 
(video’s, articles, blogs)

To bridge the language 
gap and use of jargon, a 
financial dictionary

Video’s as inspiration for 
topics like sustainability

To share the large 
network, contact with 
peers is facilitated

To avoid mistakes, 
examples of common 
mistakes

Also available in the
ING app

Have a moment to 
ask questions and 
understand decisions 
made

Receive a feedback 
report with tips, tricks, 
alternatives, and action 
points to learn from
the process

The role of the advisor 
changes from advising 
to coaching. Let the  
human contact 
moment count  

After the approval of the 
loan, or another success 
should be celebrated, 
a postcard and flowers 
will be send. ING is 
proud of collaborating 
with their customers

Empower SMEs to know “how to do 
the work before going to work”
A STRATEGIC APPROACH FOR ING TO ENHANCE THE ING - SME RELATIONSHIP

Learning 
support

Process
progress tool

Educational 
platform

Challenge
A noticeable gap persists between SMEs’ perception of their interactions with the bank and ING’s aspiration 
towards a supportive and empowering partnership model. The research reveals a noticeable friction in 
the ING-SME relationship, primarily stemming from a perceived power imbalance. SMEs often view 
their relationship with ING as distant and transactional, leading to a trust paradox where SMEs do not 
know what information needs to be shared, why this information is necessary, and what happens during 
processes. 

Design focus
ING needs to take an active role in informing, guiding, and supporting SMEs in their journey to sustaining 
cash flow

Solution
Recognising SMEs’ dual challenge of innovating while ensuring cash flow stability, the proposed service 
approach aims to bridge this gap by empowering SMEs with financial literacy and support. The new service 
approach comprises three design interventions in SMEs’ journey to financial support: an interactive finance 
learning hub, a process progress tool, and post-process learning support. Through these interventions, 
ING seeks to leverage its resources and network to guide SMEs in navigating complexities and achieving 
sustainable growth. 

The proposed service approach represents a significant step towards redefining the ING - SME relationship. 
By shifting from a transactional to a collaborative partnership model, ING aims to position itself as a 
trusted advisor, facilitating mutual success and fostering mutual growth.


