
Future trends - By roger gudoBBa

Solve Your Problems
We in mortgage aren’t alone in recognizing the problems in our space, but now 
is the time for that realization to turn into industry solutions.

Most of you know that for many years I have been a champion for improving the mortgage 
process. Specifically, I have pontificated about the role of data standards, the importance of 
data quality, and the need to have a fully electronic mortgage. 

Some of you may have heard that I am being treated for cancer. This column focuses on the 
similar challenges of the medical and financial industries to use technology to the fullest. Let’s talk 
about some specifics.

First and foremost, information is power. After getting over the initial shock that I had lymphoma, 
my doctor told me not to go on the Internet because I would just drive myself crazy. He was right, but 
how could I not want to know more? The problem with the Internet lies in the difficulty in determining 
if the information you locate is correct and up-to-date.  

After running additional tests the oncologist sat 
down with my wife and me and used a white board 
to illustrate the various branches of lymphoma and 
the path of my disease. He went to great lengths and 
spent a lot of time making sure that we understood 
all of the options. 

He also directed us to an authoritative website (www.
nccn.org). It is very detailed and constantly updated by 
leading doctors and research centers across the country 

with the latest research and test results for every type of cancer. There is even some international 
translations. My doctor refers to this site constantly and compared his usage of the website to that of a 
pilot going through his pre-flight checklist every time regardless of the number of previous flights. 

I started to think about the similarities between my situation and the issues that borrowers face 
when getting a mortgage. I started to think about the general public and their confusion about the 
mortgage process. Certainly, the MBA, GSEs, major lenders and vendors all have websites with 
consumer information, but I think the net effect is very overwhelming for most people. Maybe I am too 
close to the forest to see the trees.

In thinking about the great website my doctor referred me to when it came time to getting educated 
about my disease, I thought: Why isn’t there something like that for the mortgage industry? 

Another point of confusion was the forms, forms and more forms. Even though we were very 
comfortable with my doctor, we sought out second opinions. I underwent numerous tests at various 
clinics. At each, I was asked to fill out many similar forms on my basic background and medical 
history. You noticed I said similar forms, not identical forms. In fact, the forms were not the same even 
within the same practice. Most of the forms were poorly designed. Over the years, the most common 
mistake in forms design that I have seen is that text boxes or allotted space for text responses is not 
sufficient for the information requested. Typically, the input area is the size of the title. One example 
is the e-mail address. Usually an e-mail address will not fit the area reserved for it on forms. To make 
matters worse, too often the forms themselves were copies of copies, faint and misaligned. One 
lesson I quickly learned was to organize all of my information, like previous medical history, current 
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medications, etc., so that I could reference it more easily to 
supply it to the various health care providers who all want the 
same data from patients.

Before my trip to the Moffit Cancer Center in Tampa I was 
asked to go online to fill out the initial patient forms. I spent 
close to 2 hours filling out screen after screen, only to have the 
system lock up when I hit the Save and Submit button. I called 
the next morning and was told, “We get that a lot; it happens 
all the time.” The center’s staff suggested that I download the 
form in question, fill it out by hand, and fax it to them. When I 
arrived at the center a couple of days later I was told to go to the 
computer in the corner and fill out the patient forms–the same 
forms I had tried to complete online at home. I was assured that 
the online system would work here. I mentioned that I had faxed 
Moffit a copy of a manually completed 
form, but was told they did not have 
the staff to manage the data entry. Too 
bad: a person tasked with data entry 
might have had some insight into the 
frustration level for the patient, not to 
mention the confusion for the non-
technical person, in working with 
the online system. So I filled out the 
paperwork again on the computer.

On the mortgage side, one major 
lender that I know took a proactive 
rather than reactive approach to data 
collection. The institution videotaped 
the consumer entering data for a 
mortgage application while at the 
same time the support person was 
monitoring a second monitor so the institution could more 
easily identify areas of consumer confusion with the application 
paperwork. This enabled the lender to improve the process and 
the consumer experience.

One of the most consistent forms in the mortgage industry 
has been the residential loan application. The only major change 
in the last 20 years has been going from a 2-page version of 
the form to a 4-page version. That may sound dramatic, but 
for the most part the increase in page numbers was the result 
of expanding areas for short answer responses and allowing 
a fourth page for text overflow. However, those changes did 
allow for the standardization of the input flow for all the loan 

origination systems. 
Over the years MISMO and the mortgage industry have 

worked tirelessly to standardize forms, identify and classify data 
elements, and build consistency across all documents. All of this 
is geared to creating a fully electronic mortgage from end to end, 
allowing all parties to the transaction to validate and have greater 
confidence in the information. Computer solutions developed by 
the numerous vendors for loan origination, closing, secondary 
marketing and servicing may each have minor differences and 
functionality, but in the final analysis there is a fair amount of 
consistency among them.

Why couldn’t there be something like that for the medical 
industry? The bright spot in medical forms records was that from 
the point of consultation and treatment on forward, nearly all of 

the practices I visited had embraced 
a fully digital approach to records 
management, including doctor’s 
notes, treatment schedules, lab results, 
and images (X-rays, ultrasounds, CT 
Scans, PET scans, etc.). Usually they 
print out a summary report for the 
doctor and he either dictates or makes 
notes for someone else to enter. At 
one office, the doctor actually walked 
in with a laptop and proceeded to 
enter all his notes during the visit. 

We kept a journal of all of my 
appointments, made notes, identified 
areas we did not understand, and 
asked many questions. Another lesson 
we learned was to request copies of 

all of my medical records. This included test results, x-rays and 
image CDs. The onus was on us to provide copies when we 
visited a doctor for the first time but we found it literally would 
take weeks for a doctor to request and receive the records from 
another practice. 

The medical industry is full of caring people. Everyone is 
so helpful and supportive. The same can be said of the people 
in the mortgage space. We all have our problems, but it’s one 
thing to recognize a problem and it’s something totally different 
to take steps to solve those problems. If we learn anything from 
the mortgage meltdown, I hope it is that we all realize that now 
is the time to solve our problems. ❖

Roger Gudobba has over 20 years of mortgage experience. He is CEO at PROGRESS in Lending and Chief Strategy 
Officer at technology vendor Compliance Systems. Roger is an advocate of data standardization and a more  
data-driven approach to mortgage. Roger can be reached via e-mail at rgudobba@compliancesystems.com.
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