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Overcoming Staff Resistance to Technology

When People & Tech Conflict
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 Managing New Tech Challenges
Case Background

NexaBridge Lending is a community-focused financial services company based in Singapore, 
operating across Southeast Asia. Founded six years ago by Sara Chen, David Lim, and Keiko 
Tanaka, its mission is clear: provide fair, accessible lending to small-business owners typically 
ignored by large commercial banks - those with limited credit history, non-traditional income, 
or businesses in underserved sectors.

NexaBridge now operates six branches and manages $220 million in assets. Its model is built on 
what David calls "character lending" - loan officers who know clients personally, make 
judgment-based creditworthiness decisions, and build long-term relationships. NPS scores 
stayed consistently above 75 for the first four years.

The founders' five-year plan targets 18 branches with tripled assets and loan volumes. They are on 
schedule - but cracks are beginning to show.

Case 2: Overcoming Resistance to Technology
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 ･ morale
 ･ implement
 ･ Fintech
 ･ systematically

THE CORE CASE QUESTION TO CONSIDER:
What should Sara Chen recommend to the board - and why?

Consider these questions: 
Is the core problem a technology problem, a people problem, or a leadership problem? 
Are these the same problem or three different ones?

Key Terms       
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 ･ engagement
 ･ disruptive
 ･ absenteeism
 ･ non-traditional
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The Situation Part 1
● Eighteen months ago, NexaBridge began developing "Project Clarity", an AI-powered 

integrated IT system designed to automate loan pricing, credit line calculations, and customer 
profiling. The goal: reduce repetitive administrative workload on staff, speed up loan 
processing times, and generate consistent credit-risk assessments across all branches.

● The project ran eight months behind schedule and came in 40% over budget. But according to 
CTO Marcus Webb, it is now ready to launch.

● The problem is what happened during the pilot.
● Over a three-month trial period in two branches, staff actively resisted training sessions. 

Several senior loan officers complained the AI scoring model was "a black box" - they could not 
explain to customers why their loan application had been rated a certain way. Customer 
satisfaction in pilot branches dropped noticeably. Two experienced staff members resigned. 

NEXT:  what is the current project rollout position for the three co-founders?

Case 2: Overcoming Resistance to Technology
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Case 2: Overcoming Resistance to Technology
The Situation Part 2

● David Lim (CFO): "We have no choice. Fintech competitors launched AI systems six months 
ago. Every week we wait, we fall further behind. The system will reduce workload over time - 
the productivity dip is temporary. We launch now."

● Keiko Tanaka (CPO): "Our staff are at their limit. Absenteeism is up 22% year-on-year. Our NPS 
has dropped from 78 to 61 in eighteen months - and that started before Project Clarity. We are 
burning our people out. Adding a disruptive technology launch on top of this is a mistake."

● Marcus Webb (CTO): "The system is technically ready. Resistance to new technology is normal. 
With proper communication and training, the team will adapt within three to six months."

● There is a fourth voice - and it may be the most important one.
● Priya Nair, NexaBridge's most experienced client relationship manager, raised a concern that 

the founders have not addressed: the AI credit-scoring model may disadvantage the customers 
NexaBridge was built to serve. Small-business owners with nontraditional credit histories, the 
core market, have profiles the algorithms are not designed to evaluate fairly. Priya has seen 
many strong clients flagged as high-risk, despite her own knowledge of their businesses.
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 Metrics & Data
Current branches: 6 
Total assets under management: $220 million 
5-year growth target: 18 branches, assets & loans tripled
Project Clarity development overrun: 8 months late, 40% over budget
Staff absences (year-on-year change): Up 22%
Net Promoter Score (NPS) - 4 years ago: 78
Net Promoter Score (NPS) - today: 61 
Customer complaints about staff attitude:  Up 35%
Senior staff who resigned during pilot: 2

You are CEO Sara Chen: what will you recommend to the board and why? (refer 
to the two case considerations): 

1. Is the core problem with technology, people or leadership?
2. Are these the same problem or three different ones?

Case 2: Overcoming Resistance to Technology
Key Case Figures & Case Discussion


