
CASE STUDY Orchestration in Action:
Novuna’s Journey to a More Efficient Future

Overview
Novuna Consumer Finance, a leading UK-based financial services 
provider specializing in retail finance and personal lending, embarked 
on a digital transformation journey to enhance risk prevention 
and streamline operations. Faced with rising fraud challenges and 
operational inefficiencies, Novuna sought an orchestration platform to 
unify its fraud management tools and improve decision-making speed.

Challenges Before Orchestration
Traditionally, Novuna operated within retail credit, managing 
face-to-face transactions with relatively low fraud exposure. However, 
with the changing face of retail credit and the business’ expansion into 
digital personal loans and aggregator-based lending introduced a new 
set of challenges:

•	 A fragmented fraud prevention system with eight independent tools.

•	 Increased fraud in the online retail channels and unsecured personal 
loan sector, including scams and third-party identity fraud.

•	 Inefficiencies in manual investigations, leading to delays  
in decision-making.

•	 Friction in the customer journey due to outdated ID verification 
processes, such as requiring bank statements to be scanned or posted.

•	 Competitive pressures from retailers and aggregators demanding 
near-instant decisions, ideally within eight seconds.
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What is Orchestration?

The process of strategically 
consolidating and automating 
processes across systems, data 
sources and workflows to support 
growth and scalability.

At a Glance

•	 Rising fraud in digital lending

•	 Fragmented fraud management tools

•	 Competitive pressures from retailers 
and aggregators

Selecting an Orchestration Platform
Recognizing the inefficiencies of multiple disconnected systems, 
Novuna sought a unified solution. The decision to implement  
an orchestration platform was driven by the need to:

•	 Consolidate fraud management tools into a single,  
streamlined system.

•	 Reduce manual intervention and improve operational efficiency.

•	 Enhance fraud detection accuracy while minimizing false positives.

•	 Empower the fraud team with greater control over rule management 
without heavy reliance on IT.

Novuna partnered with LexisNexis Risk Solutions for a six-month 
proof of concept of the RiskNarrative platform. This standalone 
implementation enabled them to assess efficiency gains and fraud 
prevention effectiveness before committing to a full rollout. The  
results showed significant improvements, leading to the first stage  
of integration over the next six months.



If you have a zero-fraud appetite and you want zero fraud, then stop lending, 
because it’s never going to happen. It’s about minimising the amount of fraud 
and minimizing the friction to the genuine customer.

Lindsay Gustafsson, Head of Risk, Novuna
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Looking Ahead: The Future of Orchestration  
at Novuna
Novuna continues to refine its fraud management 
strategies, leveraging orchestration to stay ahead 
of evolving fraud tactics. The ability to quickly test 
and implement new fraud prevention tools via 
RiskNarrative’s integrated drag-and-drop App Store  
has been instrumental in maintaining agility.
Key Future Initiatives Include:

•	 Further optimizing false positive reduction  
to increase legitimate approvals.

•	 Expanding automation capabilities for fraud  
detection through AI-driven decision-making.

•	 Adapting to evolving regulatory changes, such  
as digital identity verification mandates.

•	 Strengthening cross-team collaboration by integrating 
fraud and AML processes more seamlessly.

Unexpected Challenges and Lessons Learned
While the orchestration platform significantly improved 
operations, Novuna encountered some challenges 
during implementation:

•	 Change Management: Investigators initially resisted 
shifting from familiar manual processes to an 
automated system.

•	 Integration Complexity: Connecting the orchestration 
platform with existing systems required overcoming 
architectural challenges and ensuring seamless 
compatibility with legacy infrastructure.

Despite these obstacles, Novuna successfully navigated 
the transition through strong governance, clear 
communication and continuous system optimization.

Implementation and Outcomes
With RiskNarrative fully embedded, Novuna 
realized a number of transformational benefits:

•	 Operational Efficiency: Investigators no longer 
needed to toggle between multiple systems, 
significantly reducing decision-making time.

•	 Enhanced Risk Detection: The system provided 
advanced visibility, linking data points like 
device IDs, email addresses and behavioral 
patterns to identify suspicious activities more 
effectively.

•	 Lower False Positives: A unified data view 
reduced unnecessary referrals and improved 
legitimate customer approval rates.

•	 Scalability and Control: The fraud and AML 
teams independently managed rule sets, 
enabling rapid adaptation to emerging fraud 
trends without major IT dependencies.

•	 Smarter Investigations: The platform’s network 
analysis capabilities helped detect fraud rings 
by identifying connections across multiple 
applications.
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Unlock the power of orchestration to drive seamless fraud 
detection and compliance automation. To learn more or book  

a demo visit risk.lexisnexis.com/products/risknarrative

Positioning the orchestration 
platform at the right stage of 

the customer journey ensures 
optimal fraud detection without 

adding unnecessary friction.

Strategic Integration Matters
1

A proof of concept helps validate 
efficiency gains and fraud 

detection effectiveness before  
full deployment.

Test Before Committing
2

Proactively addressing user 
adoption challenges is crucial  
for maximizing the benefits  

of orchestration.

Support Change 
Management
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Reducing operational overhead 
and enhancing investigator 

effectiveness strengthens the 
business case for investment.

Efficiency Drives  
Business Value
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Fraud tactics evolve  
rapidly, making adaptability  

a key advantage of an  
orchestration platform.

Stay Agile in  
Risk Prevention
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About LexisNexis® Risk Solutions
LexisNexis® Risk Solutions harnesses the power of data, sophisticated analytics platforms and technology solutions to provide insights that help businesses 
across multiple industries and governmental entities reduce risk and improve decisions to benefit people around the globe. Headquartered in metro 
Atlanta, Georgia, we have offices throughout the world and are part of RELX (LSE: REL/NYSE: RELX), a global provider of information-based analytics and 
decision tools for professional and business customers. For more information, please visit www.risk.lexisnexis.com and www.relx.com

Key Takeaways
For organizations considering a similar digital transformation, 
Novuna’s journey offers key lessons:

By embracing digital transformation and orchestration, Novuna has 
strengthened its fraud management capabilities while delivering seamless and 
efficient customer experiences. Their journey underscored the significant value 
of consolidating risk prevention efforts into a single, dynamic environment that 
evolves alongside emerging threats and regulatory demands.
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