
Process ImProvement - By tony GarrItano

Be Thankful
I know that gloom and doom is everywhere, but despite it all, there are things to 
look forward to.

Right now I’m looking out my window at 18 inches of snow. It’s really beautiful. Everything 
is white. Everything is peaceful. My boys are excited to get out there and play. I’m dreading 
going out there because I have to shovel where the snowplow failed to get.

All this got me searching the Web for poems about snow. My Master’s Degree is in English 
after all. I love to read. As I was Web surfing, I came across this poem called The Snow Fairy by 
Claude McKay. It goes like this:

Throughout the afternoon I watched them there,  
Snow-fairies falling, falling from the sky,  

Whirling fantastic in the misty air,  
Contending fierce for space supremacy.  

And they flew down a mightier force at night,  
As though in heaven there was revolt and riot,  

And they, frail things had taken panic flight  
Down to the calm earth seeking peace and quiet.  

I went to bed and rose at early dawn  
To see them huddled together in a heap,  

Each merged into the other upon the lawn,  
Worn out by the sharp struggle, fast asleep. 

What does this have to do with the mortgage industry? I see a lot of parallels between lenders 
and technology vendors and the snow-fairies that McKay writes about. How so? First, the snow-

fairies are competing for “space supremacy.” Lenders 
and vendors alike are facing fierce competition, no 
doubt about it.

There are fewer borrowers out there to go around 
so the battle for the borrower is in full swing. 
Similarly, a lot of lenders have gone away as a result 
of the mortgage meltdown. For vendors that means 

that they have to work overtime to keep their existing clients and also to reach new clients. To both 
parties I say: Don’t fret, there’s still plenty of business to go around if you deserve it. Prove your 
value proposition and you can still do very well.

As the poem goes on, it mentions that the snow-fairies are fleeing a “revolt and riot.” My guess 
is that a lot of vendors and lenders are looking for cover, too. New regulation is still coming and 
isn’t going to stop. And for vendors there are over 30 LOS contenders that I know of and each 
year I wonder if the market can really support them all. My guess is no. I think we’ll see a major 
vendor shakeup this year. Those vendors that can prove their worth like Loan-Score Decisioning, 
for example, will get acquired, and others like the old ARC Systems, for example, will simply 
go away. Loan-Score actually worked tirelessly to get a direct integration to FHA. They blazed a 

Don’t fret, there’s still plenty of  
business to go around if you deserve it. 
Prove your value proposition.
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trail in an area that was high in demand. FHA is big business. 
Their efforts didn’t go unnoticed, which is why Calyx took 
the opportunity to buy them. 

Dennis Boggs, Senior Vice President, business development 
of Calyx points out, “Loan-Score’s AUS and its interface to 
FHA TOTAL Scorecard, are two major differentiators from 
their competitors. This is what made our initial integration 
important and now underscores the value and significance of 
the acquisition.”

Going forward, like Loan-Score, vendors will have to 
prove their worth. I think it goes without saying, but just in 
case, I’ll say it, now is not the time to rest on your laurels. 
New leaders are emerging for sure. Who are those leaders? 
The better question I think is: What will make a future leader? 
Here are my thoughts:

The new leaders will be tech savvy. The new borrower is 
tech savvy so why shouldn’t lenders go in this direction, as 
well? It only makes sense if you’re a lender to gravitate to the 
place where your client likes to play. For vendors, this means 
not relying on old legacy technology. If you haven’t done a 
rewrite of your system, if you don’t offer a SaaS model, you 
need to get on that right now.

The new leader will be business savvy. Lenders need to 
have a keen focus on the bottom line. That means increasing 
efficiency without decreasing service. A true business-
savvy lender will use technology to improve any bottlenecks 
and better serve borrowers. It’s not savvy to invest in new 
technology without any rhyme or reason. For vendors you 
always need to keep an eye of the business side of the fence. 
What does that mean? Talk to your clients. Find out what 
they need. Use that feedback to stay a bit ahead of the market. 
Don’t charge in with a new feature or function because you 
like it, invest a lot of money and leave yourself out in the cold 

because you are too far ahead of the market.
Finally, the new leader will be process savvy. Never 

get married to what you do. Everything can and should be 
improved. This goes for both lenders and vendors. I come 
across people in both camps that are so sure that what they’re 
doing is superior that they stop improving. There’s always 
someone better and if you don’t keep your eyes open, you 
will be left behind.

If we go back to the poem about the snow-fairies, we find 
that they are “seeking peace and quiet.” I think that’s true 
of everyone that I encounter in the mortgage business today. 
To say that the market is going through a seismic shift is an 
understatement. And to say that shift is still going on is a 
statement that we can all agree on. It’s not over. There is more 
to do.

This column is about process improvement. The message 
is that the mortgage process can be improved. However, 
it will take true innovators to move this outdated process 
forward. I believe that leadership exists. I know leaders ready 
to rise to this challenge. I just wish there were more of them. 
The whole industry should see what happened in terms of the 
meltdown as a big wakeup call. None of us can rest.

In the end of the poem that I shared with you here the 
snow-fairies are worn out. My guess is that a lot of mortgage 
professionals are worn out, but now is not the time to sleep 
like the snow-fairies did. Instead, I believe that now is the 
time to innovate. Now is the time to implement new ideas. 
Think about it, once the snow-fairies hit the ground they 
had nowhere else to go. The mortgage industry, unlike these 
fairies McKay writes about, still has a long way to go. 

So, I challenge you to be thankful that you’re still surviving 
and to also get up and think of new ways to improve the 
mortgage process for all parties. You can do it. ❖
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as a journalist, researcher and speaker. He can be reached via e-mail at tony@progressinlending.com.

To say that the market is going through a  
seismic shift is an understatement.  

And to say that shift is  
still going on is a statement  

that we can all agree on.
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