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Broaden Your Mind

Too often mortgage executives think small. They isolate a singular prob-
lem and look to fix it instead of thinking bigger about how maybe a part 
of the process itself should be changed instead of just solving one little 

problem. Let me tell you a story:
Gateway Mortgage recently expanded their use of Axacore’s XDOC docu-

ment management platform beyond loan origination into their human resources 
and loan servicing departments.

Gateway implemented paperless workflows to help eliminate the regulatory 
and management risks inherent with paper. XDOC’s built in scalability and flex-
ibility made it easy for Gateway to initiate paperless processes across more of 
their organization. Axacore worked with Gateway to create multiple projects 
that are integrated and configured independently of each other, which helped 
Gateway achieve their company-wide goal of expanding document controls past 
loan originations.

“Our loan origination process was paperless, however, certain back office and 
servicing functions were still relying on paper, which created a lot of risk,” said 
Kevin Osuna, Senior Vice President of Mortgage Servicing at Gateway.

“Because XDOC is so flexible and scalable, we were able to easily deploy 
paperless workflows independent of what we had in place, yet on the same plat-
form very simply,” added Osuna. “We have relied on Axacore’s expertise in all 
things document management for several initiatives in the past few years and 
they always deliver.”

“All too frequently we see lenders go paperless for their loan originations, 
then forget about the back office and post origination functions. In today’s high-
ly regulated environment, the risks do not stop after a loan funds,” Said Aleks 
Szymanski, CEO Scrypt, Inc. “Gateway’s ability to recognize these risks, and 
their willingness to tackle them head on by expanding their use of XDOC made 
them a pleasure to work with.”

Why am I sharing this story with you? Because it’s an example of the benefits 
that can be achieved by branching out and thinking bigger. Going paperless in 
one part of your business is great, but going completely paperless is even better. 
It’s time for the lending industry to think holistically instead of just looking for 
quick fixes to a tiny problems. v

EdiTor’s NoTES
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Your Voice

This year, practical technology methods 
have finally reached the tipping point for 
mortgage professionals to move away 

from paper-based signatures, and into the digital 
present. In fact, we have already seen the overall 
industry conversation shifting away from the gen-
eral acceptance and adoption of electronic records 
and signatures, since it is now the general societal 
expectation that this technology will be a part of 
any consumer engagement process. Instead, there 
is greater emphasis being placed upon the end-
user experience and consolidation of disparate, 
consumer-facing interactions by business ap-
plications. Greater attention is now being paid to 
the benefits of e-signed records and digital assets 
resulting from these processes, which are able to 
ensure the integrity of information and provide 
proof of compliance needed to satisfy various 
regulatory guidelines throughout the mortgage 
lifecycle.  

Lenders continue to encounter an evolving 
regulatory climate that includes oversight con-
siderations from several agencies. At the same 
time, they seek ways to combat the challenges to 
completing transactions with the incorporation 
of informed, risk-based decisioning practices.  
What was once a choice for credit-granters when 
determining loan applicant eligibility is now a re-
quirement involving prescriptive instructions on 
providing disclosures, managing delivery time-
lines and protecting records to ensure they can be 
used to demonstrate regulatory compliance. Not 
only is this an enormous, and growing, undertak-
ing for lenders, but consumers are also frustrated 
with the amount of time the expanded process 
requires, the lack of transparency throughout and 
the piles of confusing paperwork that are required 
to be signed. 

Consumers, businesses and government agen-
cies are all realizing the widespread benefits of 
adopting electronic record and e-signature technolo-
gy. Although it may appear to some that electronic 
processes are just coming to fruition, this is not the 

case. In fact, they have been in place since 2000, 
when the federal Electronic Signatures in Global 
and National Commerce (ESIGN) Act was enact-
ed into law. Then, state adoptions of the Uniform 
Electronic Transactions Act (UETA) began in 
1999.  E-signed records and electronic workflows 
have taken off and will soon become an industry 
standard, not just for the efficiency gains and cost 
savings they create, but because they can be fur-
ther leveraged long-term to improve risk manage-
ment, security and fraud prevention initiatives.

Networking Consumers
For mortgage companies, discussions with 

consumers are becoming less about the adoption 
of a process, and instead, becoming more about 
the consolidation and consistency of experience 
across various applications and access channels. 
They are not explaining how to use e-sign tech-
nology, consumers get it. They expect it. Tablets 
and smartphones certainly change how lenders 

can communicate with consumers and share doc-
uments; however, today they are forever changing 
how borrowers research information, seek fund-
ing sources, and obtain credit in today’s market. 
For 42 percent of home buyers, the first step in 
the home-buying process was looking online for 
properties and 14 percent of home buyers first 
looked online for information about the home 
buying process according to the National Asso-
ciation of Realtors 2013 Profile of Home Buyers 
and Sellers.

New models for interpersonal and business in-

Practical Lending Methods
There is greater emphasis being placed upon the end-user 
experience and consolidation of disparate, consumer-facing 
interactions by business applications.

By Jeff Knott

Lenders continue to 
encounter an evolving 
regulatory climate 
that includes oversight 
considerations from 
several agencies.

Tomorrow’s Mortgage Executive8





teractions have evolved significantly over the past few 
years and are now beginning to affect financial services 
organizations. Key audiences have influenced, and will 
continue to shape, the digital consumer phenomena. Mil-
lennials, who comprise 31 percent— the largest share — 
of U.S. homebuyers, are digital natives. This generation 
conducts all aspects of their discovery, consideration and 
decision-making processes with the support of technol-
ogy. More than half of buyers from this generational 
segment used a mobile device during their home search; 
among those who did, 26 percent found the home they 
ultimately purchased. To a millennial, the experience 
when using a mobile device or 
smartphone requires no more effort 
than opening a refrigerator door.  

Impacting Lenders
How does this evolution impact 

the lender community? Lenders 
are used to the posture of setting 
the rules for business. Instead of 
consumers conducting business 
as defined by the lender, lenders 
have to redefine their business 
models to meet expectations of 
consumers and become more re-
active. However, they should be 
careful not to allow time spent on 
reacting to consumer demands to 
diminish their ability to move for-
ward in a proactive way. Instead 
of focusing solely on consumer 
adoption, financial institutions 
need to revisit and modernize 
their business processes. Digital 
business models enable new, 
more efficient ways to manage 
processes and workflows all while saving companies 
money. To accomplish this, organizations are continu-
ing to incorporate electronic records and signatures as 
a way to improve customer experience, ensure that the 
appropriate fields on the application are entered, and 
increase the speed of the transaction.  

One readily available resource that can assist lend-
ers in complying with regulations is the Standards and 
Procedures for Electronic Records and Signatures 
(SPeRS). This manual contains a technology-neutral 
set of guidelines and strategies for industry use in 
designing and implementing systems for electronic 
transactions under both federal and state law.  These 
defined procedures can effectively help mortgage 

companies and lenders navigate the current legal and 
regulatory landscape related to the use and acceptance 
of electronic signatures and records.

The mortgage industry should take note of the rap-
idly emerging, non-traditional financial lending model 
often referred to as peer-to-peer (P2P) funding or sim-
ply Internet finance. Lenders can gather modern-day 
consumer adoption insights and engagement prefer-
ences from this disruptively innovative business con-
cept. The initial focus of P2P lending was to connect an 
individual borrower with pooled funds from a collec-
tive of individual investors for small dollar loans; how-

ever, now institutional investors 
and high-dollar loans are being 
funding using this method. The 
Internet finance industry lever-
ages secure technology meth-
ods, engages networked con-
sumers and maximizes the value 
of electronic commerce legal 
principles. Electronically signed 
records are at the core of this par-
adigm, offering an alternative to 
traditional lending options. It’s 
not too late—traditional lenders 
still have an opportunity to adapt 
their legacy approaches to bet-
ter address borrower challenges 
and compete with these future 
potential marketplace competi-
tors. Adapting or re-inventing 
legacy mortgage application 
rituals with the incorporation of 
advanced functionality will em-
power a streamlined consumer 
process, facilitate the detection 
and correction of errors in docu-

ments, improve process transparency, and enable af-
fordable access to credit.  

Rethinking Borrowers
Ultimately, it is time for mortgage professionals to 

re-think the role of borrowers as consumers in their 
relationship with their lender.  Regardless, if acting as 
a borrower applying for a mortgage or as a consumer 
in the outside world, loan applicants embrace the same 
concerns regarding protecting sensitive data.  As high 
as consumers’ demands are today for trusted digital 
customer service, your borrowers’ expectations are 
even greater when it comes to managing their own 
personal information or the finances of their family. v

Jeff Knott serves as 2015 Chairman of the Electronic Signature and Records Association (ESRA), the 
premier trade association focused on the advancement of e-signed records.  He is also assistant vice 
president at Equifax with direct oversight of the company’s IRS Income (4506-T tax transcript fulfillment) 
and SSN verification service products.  Knott is a recognized leader in driving business strategies, product 
innovation and industry adoption of electronic signatures.
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Ultimately, it is 
time for mortgage 
professionals to 
re-think the role 
of borrowers as 
consumers in their 
relationship with 
their lender.
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recovery Tips

No matter the product, service or indus-
try, mission or corporate philosophy, 
nearly every business is bottom line-

driven. And, there is no shortage of ingenuity 
as to how companies try to glean more profit 
out of existing processes. Every so often, a new 
technology emerges that radically changes the 
productivity landscape and industry’s related 
profitability potential in kind. Some notable 
advancements, of course, have included the as-
sembly line, telephone, fax machine and the In-
ternet. Today, there is a ubiquitous technology 
poised to revolutionize how business is done: 
the smartphone…but NOT for the reason you 
may think. 

While everyone concedes this versatile and 
portable device has forever changed social cul-
ture and that businesses already leverage smart-
phones for communication, companies are only 
now understanding the power of intra-company 
smartphone APPs as a mission-critical Mobile 
Process Improvement (MPI) asset that can ac-
tually drive productivity, enhance competitive-
ness and maximize revenue.

MPI is a burgeoning trend forecasted to have 
much upside potential. Research revealed that 
MPI spending in the U.S. will grow 100% by 
2015. By 2016, an additional 45 million em-
ployees in the U.S. are forecasted to use smart-
phones, priming them for MPI integration. By 
2017 the MPI market in the U.S. is projected to 
reach a staggering $4 billion, fueled by cloud 
services and demand for connected anywhere-
anytime enterprises. However, despite what 
is clear and abundant opportunity, studies 
also show that only approximately 10% of all 
U.S. firms have invested in MPI and that, by 
2016, just over 30% of all U.S. firms will have 
made the investment.  That said, there are some 
U.S. companies and organizations that are cur-
rently investing in MPI, including UPS, Ama-
zon and the U.S. Army, which have already col-

lectively saved upwards of $15 billion per year.
So what exactly can a business do to save 

money with smartphone APPs? Here are five 
surprising ways businesses are leveraging MPI 
to promote profitability:

1. Field Employee Management
Over 45% of all businesses in the U.S. utilize 

some kind of remote employee—someone who 
is not at a specific work site at all hours of the 
day. In fact, 24% of all businesses are primar-
ily field-based, from insurance claims adjustors 
to inspectors, gardeners, builders, consultants, 
sales agents, and many others. One primary 
problem with field employees is limited ac-
countability since their whereabouts cannot be 
monitored at all times. Tardiness, time theft, 
and a general lack of information as to where 
employees are is an enormous and debilitating 
business issue, compounded by the fact that 
employees must frequently and proactively call 
in to get needed information from a home base 
to facilitate their field effort. 

Today, forward-thinking companies are tying 

their field forces together into a huge mobile 
grid that is supported by the employee’s own 
smartphones. These APPs can be programmed 
to only allow field workers to clock in when 
they are at the actual job site, reducing time 
theft. This MPI APP allows employees to quick-
ly access home office data on the go and, if an 
employee is sick while afield, they don’t have 
to wait until the next day to call the home office 

Smartphones Can Drive Profit
Every so often, a new technology emerges that radically 
changes the productivity landscape and industry’s related 
profitability potential in kind.

By  Kirill Storch

By 2016, an additional 45 
million employees in the 
U.s. are forecasted to 
use smartphones, priming 
them for MPi integration.
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ps as their app automatically summons a replacement 
the second they request a sick day. The total savings 
are immense.

2. Eliminating Inefficiencies
Companies seeking a paperless business or re-

quiring speedy document access have been quick 
to adopt smartphones for high-speed scanning. 
Documents are scanned and deposited into online 
repositories for easy retrieval by voice or text pow-
ered search engines. In addition, having every bit of 
paper an employee could need inside of their smart-
phone empowers and enables professionals 
of all sorts, saving time, boosting ef-
ficiency and efficacy and saving the 
environment in the process.

Altogether, the above-reference 
MPI-based smartphone applica-
tions have save the companies 
in question multiple billions of 
dollars, hugely impacting bottom 
lines. That same revenue poten-
tial exists for nearly every kind of 
business. Whether that be updating 
outdated processes or utilizing 
mobile technology to enhance 
modern systems, a custom-
designed smartphone APP could 
very well provide a simple solu-
tion that has an enormous impact 
on the business—and possibly 
the industry at large. With MPI, 
“building a better mousetrap” is 
only limited by imagination and 
inclination.

3. Inspection Improvement
Using smartphone image-recognition, many 

companies in charge of inspecting sites or security 
companies in charge of visual documentation can 
use smartphones to inspect automatically. If some-
thing seems out of place, the photo recognition soft-
ware is taught, or programmed, to report it. 

For example, a security company in Boston found 
that too much of its resources were being wasted 
“busting” teenagers and troublemakers who were 
just skateboarding in front of one of their buildings. 
These people posed no real harm to the company, 
so they built an APP that allowed the camera to dif-

ferentiate between harmless intruders and malicious 
ones, saving the company the need to react with ex-
treme force to relatively benign situations—in this 
case a single guard needing to respond rather than 
the whole cavalry. Over the course of 3 years, the 
company saved over $20 million.

4. Inventory Management
Companies with inventory can now QR codes 

directly onto the boxes on their shelves and track 
inventory on employee smartphones. With MPI, 
employees can simply walk down the warehouse 

aisles and scan items. The related APP 
directly links to an inventory man-

agement system, resulting in faster 
inventory count, employee theft 
prevention, and improved ana-
lytics. The back end dashboard 
allows management to see ex-
actly how much inventory is 
left and automatically compare 

it to predicted inventory, in real 
time, improving visibility into the 

process. Back-orders can also be cre-
ated automatically as soon as an 
inventory count runs low, saving 
time and human labor. And, best 
of all, it is impossible to have 
miscounts, whether they are 
based on human error or a thiev-
ing employee trying to cover 
their tracks!

5. Becoming Leaner 
Companies are leveraging the 

power of mobile APPs for auto-
mation, allowing them to focus 

employee attentions elsewhere. For example, many 
companies with an assembly line still use employ-
ees to inspect the process and check off moving 
parts with a clip-board and a pen! Jobs like this can 
be “leaned” with smartphone APPs. QR codes can 
be printed directly onto each piece of assembly, 
and a small hand-held smartphone can automati-
cally scan each piece, syncing to a visual interface 
that managers can observe remotely. This process 
enhancement has already allowed entire divisions 
of human labor to be refocused to other projects, 
creating tremendous cost savings. v

Companies seeking 
a paperless business 
or requiring speedy 
document access 
have been quick to 
adopt smartphones 
for high-speed 
scanning.

Profit-focused internet marketing strategist, Kirill Storch, is CEO of Electric Web—a field leader in mobile APP 
and Web site development, programming, and online revenue generation through e-Commerce, social media 
and marketing communications initiatives.  He may be reached online at www.ElectricWebMarketing.com
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MarkET PuLSE

Proof That Lenders Hate Their LoS

as a child, do you remember how much you hated home-
work? Once you got home from a “hard” day at school, 
the farthest thing from your mind was homework. 

However, if you wanted to pass the class and move on to get a 
good job, you realized that you had to do your homework, so you 
did it begrudgingly.

Right about now you’re probably asking what this has to do 
with our industry, right? Well, it’s commonly known, but it isn’t 
discussed publically, that most lenders hate their loan origination 
system (LOS), but realize that they need an LOS to conduct busi-
ness, so they pick what they think is the best LOS at the time and 
just deal with it. 

As part of an effort to finally put some numbers behind this 
issue to see if the unspoken hatred of the LOS is true, we decided 
to informally poll a handful of lenders. If lenders truly “liked” 
their LOS you would think that they would stick with their LOS 
for years and years. We found the opposite actually happens. In 
total, 50% of the lenders that we polled told us that they switched 
their LOS twice in the past five years.

Why have so many lenders switched their LOS so many 
times in the past five years? Given the onslaught of regulatory 
change, most responsible lenders have taken this opportunity 
to check and re-check their LOS to make sure that they are 
using the best system. “In today’s regulatory environment, 
it’s more important than ever to make sure you are picking 
the right partners that can quickly deliver accurate solutions 
to meet your compliance challenges,” said Dan Jones, Vice 
President of Technology, Churchill Mortgage.

“At the same time, don’t assume those partners always have 
the best channels of communication between them. Be sure to 
step into the process and make sure all of your partners are work-

ing together to deliver the overall compliance package that you 
need,“ advised Jones.

We at PROGRESS in Lending dug a little deeper into this 
issue to see if we could isolate a reason, aside from regulatory 
change, why lenders would switch their LOS so often. We found 
that 50% of the lenders that we polled took 12 months or more 
to implement their LOS. That’s a long time to dedicate to such 
a critical, business-changing event. Maybe if the average LOS 
was easier to implement, lenders would be happier with their 
provider.

As a result of this general dissatisfaction with the various LOS 
providers, some lenders are actually building their own systems. 
“We first built our partner-facing technology called EASE, which 
took about a year. For our operations team, we use a system that 
we completely customized, while we are building another sys-
tem that we will soon migrate to,” pointed out Justin Glass, Chief 
Digital Officer at United Wholesale Mortgage (UWM).

“We believe in continuous improvement, so we are always in-
novating and making enhancements. At UWM, we like to be in 
control of our core technology platform. We have our own secret 
sauce and are able to control our total cost of ownership while 
continually introducing new technology tools for our partners. 
We’re constantly adding new features and expanding our LOS. 
To date, UWM has been wildly successful with our technology, 
which in part has been key in helping us become one of the larg-
est wholesale lenders in the country,” concluded Glass.

In the end, regardless of pinpointing exactly why so many 
lenders don’t like their LOS, it is clear that the LOS is not going 
anywhere. As a result, the best way to succeed in the market today 
is to continually innovate around your LOS, regardless of if the 
lender is building the LOS in-house or using an outside vendor. v

How Many Times 
Have You switched 
Your Los in The 
Past 5 Years?

How Long 
did it Take To 
implement Your 
Current Los?

50% 
12 Months 
or More

23% 
6 Months

17% 
Under 6 
Months

50% 
Twice

23% 
Zero

17% 
once
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Flexibility That Drives Lending

Envision a technology partner that can deliver an advanced platform for all your unique lending 
needs.  A solution that is so flexible it drives consumer and mortgage lending that goes beyond 
traditional LOS technology by enabling growth while dramatically lowering your costs.  Envision 
training your staff on a single lending platform so that your team can focus on closing more loans.  
Envision a solution that is so flexible that it can conform to your precise lending processes today 
and well into the future.

The PowerLender platform delivers you with a single customer vantage point across consumer 
and mortgage lending channels which improves customer engagement, opens up cross-selling 
opportunities and streamlines your lending processes while mitigating risk enterprise wide.  

For more than 35 years, we have been providing exceptional solutions and outstanding service to 
the lending community. PowerLender, flexibility that drives lending.

800‐628‐4687      powerlender.com

Enterprise Lending Solutions

Enterprise LOS for Banks, Community Banks & Credit Unions



Process improvement

i’m a history buff and a political junkie. There 
have been times in our country’s history 
where revolutionary change and advance-

ment has occurred. When I think of huge change, 
I often think of the Industrial Revolution. The In-
dustrial Revolution was a period in history when 
mankind found innovative and efficient ways of 
producing goods, manufacturing services and 
creating new methods of transportation. That 
sounds great, right? Well, it wasn’t embraced by 
everyone.

The industrial revolution was not without op-
position. The most violent opposition was lead 
by a group called the Luddites. General Ned 
Ludd and the Army of Redressers began to send 

threatening letters in early 1811 to manufacturers 
in Nottingham. Workers were extremely angry 
that factory owners had lowered wages and were 
replacing skilled workers with unskilled workers 
(cheaper labor). They began to break into facto-
ries and destroy machines. Typically the destruc-
tion was aimed directly at mills and factories, but 
on a few rare occasions extended to people. The 
government responded quickly and forcefully. A 
large reward was placed in exchange for infor-
mation regarding the identity of the luddites. In 
1812 they passed a law making the destruction 
of machinery a capital offense. After troops were 
sent to the area, about 20 people were executed 
and many more deported from the country.

The second major event related to the opposi-
tion is known as the Peterloo Massacre. As work-
ers became interested in politics for the first time, 
they began to make requests that included less 
government corruption, better wages and work-
ing conditions, and universal suffrage. Henry 
Orator Hunt and Richard Carlile arranged a meet-
ing to occur in Manchester. The meeting drew a 
crowd of over 50, 000 people which caused the 

magistrate to panic and they called in the military. 
They responded by charging the crowd and kill-
ing several and wounding several hundred more. 
The government backed the military even though 
it was reported that most of the soldiers were 
drunk and out of line.

So, change isn’t easy, but nonetheless it is nec-
essary. The Industrial Revolution marks a major 
turning point in history; almost every aspect of 
daily life was influenced in some way. In par-
ticular, average income and population began to 
exhibit unprecedented sustained growth. Some 
economists say that the major impact of the In-
dustrial Revolution was that the standard of liv-
ing for the general population began to increase 

consistently for the first time in history, although 
others have said that it did not begin to meaning-
fully improve until the late 19th and 20th centu-
ries.

The Industrial Revolution began in Great Brit-
ain, and spread to Western Europe and the United 
States within a few decades. The precise start and 
end of the Industrial Revolution is still debated 
among historians, as is the pace of economic 
and social changes. GDP per capita was broadly 
stable before the Industrial Revolution and the 
emergence of the modern capitalist economy, 
while the Industrial Revolution began an era of 
per-capita economic growth in capitalist econo-
mies. Economic historians are in agreement that 
the onset of the Industrial Revolution is the most 
important event in the history of humanity since 
the domestication of animals, plants and fire.

The First Industrial Revolution evolved into 
the Second Industrial Revolution in the transition 
years between 1840 and 1870, when technologi-
cal and economic progress continued with the in-
creasing adoption of steam transport (steam-pow-
ered railways, boats and ships), the large-scale 

Don’t Reject Progress
The mortgage industry is changing. As far as I’m concerned, you 
can either embrace that change or go out of business.

By Tony Garritano

You can’t fight progress and hope to be on the winning 
side. You will be a big loser.
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manufacture of machine tools and the increasing 
use of machinery in steam powered factories.

So, yes, there was opposition, but the benefits 
of the Industrial Revolution far outweigh the cons. 
My point is that you can’t fight progress and hope 
to be on the winning side. You will be a big loser. 
Who would have thought that 
a wristwatch could ever moni-
tor your pulse, but now it can. 
Technology moves on. Back in 
1600 the Qing Dynasty intro-
duced a fully functional abacus 
on a ring, which could be used 
while it was being worn. Today 
we’re talking about the new 
Apple Watch. Apple calls this 
the company’s “most personal 
device yet.” The company goes 
on to state that, “our goal has 
always been to make powerful 
technology more accessible. 
More relevant. And ultimately 
more personal. Apple Watch 
represents a new chapter in 
the relationship people have 
with technology. It’s the most 
personal product we’ve ever 
made, because it’s the first one 
designed to be worn.”

Why is the Apple Watch so 
sought after? Apple says, “Each 
interaction is quick and light. 
Right from the watch face, the 
Glances feature gives you real-time views of the 
information you check most often, like the weather, 
stock quotes, upcoming calendar events, and more. 
Apple Watch notifications take on a whole new feel 
because they discreetly come right to your wrist. 
And they’re designed to let you address or dismiss 
them just as subtly.”

In addition, the watch does things that the usual 
watch doesn’t. According to Apple, Apple Watch 
gives you a more complete picture of your all-day 
physical activity because it measures more than just 
the quantity of your movement, such as the num-
ber of steps you take. It measures the quality and 
frequency as well. The three rings of the Activity 
app show your progress at a glance and provide the 
motivation you need to sit less, move more, and 
get some exercise. There’s also a separate Workout 

app for dedicated cardio sessions. Over time, Apple 
Watch can use what it learns about the way you 
move to suggest personalized daily fitness goals 
and encourage you to achieve them. So you can live 
a better day and a healthier life.

My guess is that Apple Watch will be a big hit. 
Why? Because more and more 
people are open to change. As I 
think about things like the Indus-
trial Revolution and the Apple 
Watch, I see an ever-changing 
world. So, I ask myself: Why 
hasn’t that change hit the mort-
gage industry? The hard truth is 
that the mortgage industry hasn’t 
changed because our industry is 
resistant to change. It’s a shame 
that it has taken the mortgage 
meltdown and the government 
takeover of our industry to make 
change happen. Regardless, 
change is finally touching the 
mortgage space.

There’s a lot of complaints 
about the new integrated disclo-
sures set to hit our industry in Au-
gust. The more people complain, 
the more I shake my head. Why 
complain? It can’t be avoided. As 
the old saying goes: If you can’t 
beat them, join them. It’s time 
for our industry to stop resist-
ing progress. Lenders shouldn’t 

be waiting around to be told how to advance, they 
should be advancing every day. Hopefully some 
day this mindset will change. 

Let me put it in as simple terms as I can:
We all know the story of the ugly duckling. 

Everyone thought he was ugly because he was dif-
ferent. As a result, they teased him and treated him 
poorly. However, in the end they were all wrong. 
The ugly duckling turned into a beautiful swan. Boy 
were they wrong to tease him.

Why am I telling you this? Because the benefits 
of automation and process improvement are vast, 
ye I think lenders sometimes treat technology and 
change like it’s the ugly duckling. It’s not. It’s a 
beautiful swan. So, don’t embrace this us attitude, 
instead see the beauty in technology and use it to 
help your business.v
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Tony Garritano is Chairman and Founder of PROGRESS in Lending. As a speaker Tony has worked hard 
to inform executives about how technology should be a tool used to further business objectives. For over 
10 years he has worked as a journalist, researcher and speaker. He can be reached via e-mail at tony@
progressinlending.com.

The hard truth 
is that the 
mortgage 
industry hasn’t 
changed because 
our industry 
is resistant to 
change.
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Future Trends

Every business today is a technology 
business. The challenge is finding ways 
to manage the growth of information 

technology and to turn its disruptive potential 
to your advantage. There is no question in my 
mind that legacy systems and the mortgage 
industry’s tendency to be slow to adopt new 
technology are the biggest challenges facing 
mortgage players, especially the mega-lenders. 
Multiple systems and  isolated, standalone 
data repositories create myriad problems on all 
fronts, from compliance traceability to cross 
selling hamstrung by inconsistent or conflicting 
data values that camouflage opportunity. 

While MISMO®, the Mortgage Industry 
Standards Maintenance Organization, was es-
tablished at the close of the last century, it can 
be argued that it’s never been more important 
than it is right now. If you or your organization 
is not intimately involved with MISMO, you 
need to be in order to survive. If you or your 
business is actively participates in MISMO, 
please bear with me for a moment.   

The mortgage industry operates in a well-
regulated environment. If we look at the 
diagram, data is integral to the interactions 
in the industry. The right side starts with the 
regulatory agencies. Regulators define many of 
the policies and are increasingly defining how 
the industry communicates.  This is also true 
for the housing agencies and the GSEs, where 
rules and program parameters have the look 
and feel of regulations.  MISMO is increasingly 
the standard employed by regulators, housing 
agencies, and the GSEs to govern information 
exchanges. Even more telling, agencies like the 
CFPB have made it clear that their examina-
tion and data exchange tools will rely on and 
conform to the MISMO standard. 

Is it really ‘all about the data’? Absolutely! 
The MISMO definition (data dictionary) and 
the structure (reference model) are the founda-
tion that allows a definitive and validated infor-

mation exchange to take place. The bottom of 
the diagram illustrates how vendors can lever-
age MISMO to deliver financial transactions in 
a standard format. The left hand demonstrates 
the benefits to the lending community, reduc-
ing the number of integrations through the use 
of the MISMO standard. All sides focus on the 
data and on the benefit of the consumer. 

The MISMO workgroups that developed the 
standards: Architecture, eMortgage, and Core 
Data to name a few, along with the service 
transactions like appraisals, credit, mortgage 
insurance, etc., are managed by companies that 
volunteer time and money to support the cause. 
Similar to charitable organizations, their goal 
is to create a better environment for all of us. 

Many individuals have spent countless hours 
over the last fifteen years to bring us to where 
we are today. They are to be commended.

However, MISMO is not just about setting 
standards, it is the engine that will propel the 
mortgage industry in new destinations. At 
MISMO, business and technology folks from 
all corners of the industry—lenders, vendors, 
consultants, and government related entities—
come together to solve business issues. Our 
process is not only open to new thoughts and 
ideas, it encourages collaboration. Such collab-
oration of industry participants ensures we get 
a broad view of the issues, including potential 
challenges and solutions.

What MISMO needs most at this time is the 
involvement of more business analysts and 

Do You Know MISMo? 
MISMO provides the opportunity to collaborate with others from 
across the industry to solve business issues.

By Roger Gudobba

Using the MisMo reference 
Model allows us to exchange 
transactions with the 
capability to analyze and 
validate the information. 
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lenders to drive adoption. Sometimes we can be so 
close to the trees, we can’t see the forest. This is a 
call to arms to the industry to get more involved.

So what can you do? Three times a year, MISMO 
has Summit meetings, typically in January, June, 
and September, and I encourage you to attend. The 
first couple of days are devoted to business and cur-
rent topical challenges. The various workgroups 
meet over the next couple of days and have monthly 
conference calls in between Summits. A significant 
amount of time has been spent over the last 18 months 
on the CFPB’s TILA/RESPA Integrated Disclosures 
(TRID), analyzing the requirements and developing 
data mappings. That alone would be worth the 
price of admission. 

MISMO offers a number of online educa-
tional workshops as well. Please visit www.
mismo.org or call (202) 557-2880 and ask 
to speak to the MISMO Manager.

But there is a broader point that I’m 
trying to make. Lenders today need 
to realize the importance of tech-
nology. It is no longer possible to 
run a successful mortgage lend-
ing company without tech-
nology. And I don’t mean 
Excel Spreadsheets either. 
The mortgage industry 
has become more complex, 
and with the changes coming 
in August of this year and be-
yond, that trend is only going 
to continue.

So, if you are a mortgage 
lender hoping to actually be 
profitable, what do you do? Do you move forward 
and be proactive about technology and process in-
novation or do you close shop? That may seem like 
a very simplistic way of looking at things, but that’s 
really what it boils down to. The role of technology 
in mortgage lending is changing and every mortgage 
lender has to realize that and change with the indus-
try. Start by asking yourself:

What is the role of technology today? In a recent 
article in the Wall Street Journal, George Colony, 
chairman and chief executive of Forrester Research, 
stated, “I’ve been around for eons in this business 

and the Chief Information Officer (CIO) has had 
a number of challenges. [What’s happening now] 
is not a technology change. This isn’t going from 
mainframe to mini-computers or mini-computers to 
PCs or PCs to client servers. That was all internal 
stuff. We’re in what we call The Age of the Customer 
where the customer is now using technology to price 
precisely, to be able to critique your products pre-
cisely and publicly.”

 What impacts your technology budget today? 
George Colony goes on to say, “CIOs should very 
knowingly look at their companies’ portfolios and 
say, ‘OK, how much of my portfolio is Informa-

tion Technology (IT)’ to run the internals of your 
company and ‘how much is BT’ [Business 

Technology], the technology, systems and 
processes to win, serve and retain custom-

ers… If you look at tech spending in 
the U.S., it’s about $1.1 trillion in the 

year 2015. Of that number, about 
$780 billion is IT and $250 billion 

is going to be BT. So it’s about a 
75/25 split. It really depends on 

what your industry you’re in. 
If you’re in the food indus-

try you’re going to have 
a much higher IT. If 
you’re in retail, you’re 

going to have a much bigger 
BT.” 

So what is the technol-
ogy spending ratio for the 
financial industry? I would 
venture that in the past, most 
of the spending was dedi-

cated to internal systems and the constant struggle 
to balance between normal maintenance and new 
requirements affecting technology infrastructure. 
But all the current industry focus on the consumer is 
putting pressure on the outward-facing systems and 
the industry’s capability to support the new mobile 
environment.

I will leave you some final thoughts from George 
Colony. “When they [customers] need you, if you are 
there for them, they will love you. If you are not there 
for them, they will doubt you. If you are not there for 
them a second time, they will drop you.”v

Roger Gudobba has over 25 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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is MisMo an example of 
business technology that 
will help organizations do 
a better job serving its 
customers.
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Have you ever heard of the self-fulfilling 
prophecy? Sociologist Robert K. Merton 
defined it this way:

The self-fulfilling prophecy is, in the beginning, 
a false definition of the situation evoking a new 
behavior, which makes the original false concep-
tion come true. This specious validity of the self-
fulfilling prophecy perpetuates a reign of error. For 
the prophet will cite the actual course of events as 
proof that he was right from the very beginning.

In English, you set yourself up for failure so you 
fail. And let’s face it, with all the bad news continu-
ally hitting us, it’s some times hard to be positive. 
Every time you turn on the TV you heard of stories 
of rising terrorism acts, conflict in the Ukraine, 
the possibility of a nuclear Iran, and it goes on 
and on. If you listen to the news, you would think 
that we’re literally headed for World War III. So, 
how do we reverse this cycle? You have to push 
forward.

John C. Maxwell, in his article “4 Ways to Help 
Your Team Surge Forward,” compares the situ-
ation that I’m talking to you about with a raging 
locomotive. He puts it this way:

“Perhaps you wouldn’t be surprised to know 
that a locomotive traveling 55 miles per hour could 
crash right through a 5-foot-thick, steel-reinforced 
concrete wall without stopping. But do you real-
ize that the same train, starting from a stationary 
position, wouldn’t be able to roll over an inch-thick 
block placed in front of its driving wheel?”

Maxwell contends that there’s an important 
lesson here that applies to your work as a leader: 
The size of your problem generally isn’t your 
problem. Instead it’s a lack of momentum that’s 
stalling you at the train yard. Without momentum, 
even the smallest obstacle can prevent you from 
moving forward. But with it you can plow through 
anything.

It sounds too easy, right? Well, it doesn’t have to 
be. Maxwell shares a story in which he talks about 
when he met Alan Mulally, the former CEO of Ford 
Motor Co. In 2006 Mulally took over a company 
that was $12.7 billion in the red and contemplating a 
federal bailout request. Only four years later, profits 
had jumped to $6.6 billion, the most in a decade. By 
the time he left Ford in July 2014, the automaker’s 
first-quarter net income was $989 million, marking 
the 19th consecutive profitable quarter. With the rest 
of Detroit reeling, Mulally had accomplished the 
turnaround without federal money.

Maxwell was very excited to sit down with him 
and ask how he did it. The answer was actually 
pretty simple. He asked his managers to file weekly 
color-coded status reports: green for good, yellow 
for trouble and red for failing.

Given Ford’s state, you would think Mulally 
saw all sorts of red in that conference room. But at 
his first meeting, he was inundated with green. Mu-
lally looked at his team and asked how everything 
could be so good in a company that had just lost 
$12 billion. Surely there were a few problem areas 
that needed special attention.

But Mulally’s team refused to budge. No one 
wanted to report failure to the new CEO.

Still, Mulally stuck with the process. Finally, af-
ter a couple of weeks, one manager held up a bright 
red light, indicating problems with a new vehicle 
launch. All of the managers at the table held their 
breath, waiting to see how Mulally would respond.

He began to clap. Vigorously. Mulally knew 
he’d broken the culture of fear and blame that had 
permeated the company. He turned to the executive 
and asked what the group could do to help more. 
The manager briefly explained his situation, and 
within minutes his colleagues had rallied around 
the problem to offer solutions and resources to get 
the launch back on track.

Business strategies
Yes, You Can Succeed
Without momentum, even the smallest obstacle can prevent you 
from moving forward. So, get some momentum.

By Michael Hammond

In the end, without trust it is impossible to build relationships. 
Without relationships you cannot inspire change.
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At the next meeting, the room was a rainbow of 
green, yellow and red, and Mulally realized the turn-
around had begun—not because the situation had 
changed, but because the attitudes had changed.

He later explained in an interview with National 
Public Radio’s Marketplace, “The minute that 
people don’t feel safe, the minute they get yelled at, 
or it’s them [and not the issue] that you’re going af-
ter, then everything will always be green and you’ll 
know nothing.”

That story highlights an important truth to real 
leadership. Most people walk around flashing green 
lights even when they are 
struggling. They keep lying 
to themselves and others, and 
they keep failing. That insti-
tutional dishonesty prevented 
Ford’s momentum. Mulally 
had the vision, honesty and 
commitment to get people on 
his team. The shift in attitude 
and new feeling of corporate 
safety is what got the company 
chugging again.

Here are five ways that you 
can help your team succeed:

1.) Remove the Blocks to 
Momentum

Consider your corporate 
culture and scrutinize your 
team for signs that people are 
being less than straightforward 
with you. If you need to make breakthroughs with 
your staff, consider these actions:

2.) Set an Expectation of Clear Accountability.
It’s pretty tough to encourage accountability if no 

one knows what he or she is responsible for. Take 
away any confusing gaps in responsibility, and your 
people will adapt to new roles and grow in their cur-
rent ones. The entire team will benefit. People are 
more likely to own up to a problem when they know 
what they own.

3.) Recognize and Applaud Transparency.
The moment Mulally clapped his hands and of-

fered assistance rather than punishment to his strug-
gling manager is the moment everything changed at 
Ford. In that instant, Mulally began to develop trust 
with his people. In the end, without trust it is impos-
sible to build relationships. Without relationships 

you cannot inspire change.
4.) Focus on Solutions.
When your people learn that you are more con-

cerned about solving problems than casting blame, 
you’ll win their confidence. Model a solution-orient-
ed attitude, and your team will follow.

5.) Unleash the Resources of Your Team.
Mulally demonstrated a very important aspect of 

leadership—getting people to work as a team. Each 
week the entire group took a grand view of all projects 
to determine what needed special help and who in the 

room could supply it. Mulally 
encouraged his managers to be 
generous with their time, ex-
pertise, resources and ideas; in 
other words, to act like a team. 
As the leader, you are in the 
best position to encourage this.

Think about it this way: In 
physics, the first law of mo-
tion says that a body at rest 
will remain at rest, and a body 
in motion will remain at the 
same uniform speed unless 
an external force acts upon it. 
Consider your own company. 
Is it stuck? Is it inching along? 
Worse… is it speeding down-
hill?

You are the external force. 
Initiate the conversations that 
can spark a turnaround—dis-

cussions of clear accountability, teamwork, trust and 
transparency. That’s how momentum starts.

You can’t depend on market conditions to lift you 
up. “The modest pacing in existing home sales that 
we experienced last year has definitely continued in 
2015, though we’re now seeing signs that point toward 
improvement, such as consistent job growth, improved 
consumer confidence and emerging wage growth 
along with still low mortgage rates,” said Auction.
com Chief Economist Peter Muoio. “Overall, we hope 
that a stronger national economy may provide a long-
awaited boost to the market as this year progresses.”

So, what’s the lesson here? The mortgage market 
is in a state of uncertainty that isn’t likely to change 
any time soon. So, what do you do? Do you let the 
bad news stall your momentum or do you motivate 
your company to be a winner regardless of market 
conditions? I think you know the answer to that 
question.v

Michael Hammond is chief strategy officer at PROGRESS in Lending Association and the founder and 
president of NexLevel Advisors. NexLevel provides solutions in business development, strategic selling, 
marketing, public relations and social media. He can be reached at mhammond@nexleveladvisors.com.

Bu
sin

es
s S

tr
at

eg
ie

s

Consider your own 
company. Is it 
stuck? Is it inching 
along? Worse… is it 
speeding downhill?
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Disruptive Technology seems to be  
everywhere these days. This phrase has 
been bandied around by consultants, 

advertisers and individuals looking to distinguish 
their products and/or services from all the others 
with whom they are competing. However the 
definition of what this actually is or whether or 
not an organization should even be concerned 
about it is not readily acknowledged. In reality 
disruptive technology is only one part of a broader 
business methodology that is becoming the next 
new idea of how to succeed in business. The basic 
concept from which this term has emerged is a 
much broader idea that spans much more than 
just technology to encompass all types of product 
and numerous methods of business organization. 
It is known as “Disruptive Innovation”.

Fortunately there are those 
individuals who have the ideas 
and are willing to disrupt the 
status quo that will expand 
programs and process that will 
ultimately keep us moving forward.The Need for 

DisrupTioN
By BarBara Perino and reBecca Walzak
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Other types of disruptive innovations 
are easy to spot in today’s market 
place once you know what you 
are looking for.

The concepts behind disruptive in-
novation comes from a professor at 
the Harvard School of Business by the 
name of Clayton Christensen. Profes-
sor Christensen’s theory is based on 
the belief that businesses primarily 
focus their efforts on the innovations 
that are bigger and/or better than what 
they offer today. By doing so they re-
tain the most demanding and sophisti-
cated customers and accordingly their 
profitability. This idea of sustaining 
their competitive advantage Professor 
Christensen calls “sustaining innova-
tions”. One way to think of this is that 
sustaining innovations are just that, 
supportive of the market where they 
occur. Disruptive innovations on the 
other hand result in changes to those 
markets.  However, many times these 
companies fail to realize that while 
their focus is turned toward the bigger 

them. At this point customers look for 
other products, which fit their need. 
Companies providing innovations 
that fit these needs will then emerge 
even if the product itself has lower 
performance or fewer technological 
advances.    

One example Professor Christensen 
offers is that of Toyota. Once Toyota 
was able to reach the high-end au-
tomotive market they focused their 
efforts in developing products, which 
featured top of the line technology fea-
tures such as GPS and Wi-Fi access in 
order to retain these customers. While 
focused on this, new as well as older 
but smaller competitors, such as Kia 
and Subaru, began aggressively mar-
keting their own smaller, compact cars 
that were the original bread and butter 
of Toyota. These disruptive companies 
have now virtually taken over this 

market placing Toyota in the unenvi-
able position of trying to determine 
where their energies and resources 
should be placed.  

Other types of disruptive innovations 
are easy to spot in today’s market place 
once you know what you are looking 
for. Examples include the development 
of cell phones that overtook fixed line 
telephony; Community colleges re-
placing traditional four year universi-
ties while providing a higher education 
for a much lower cost; discount retail-
ers in both food and consumer goods 
and retail medical clinics replacing the 
more traditional doctor offices. 

These disruptive products are 
typically one of two types. One is that 
which is looking to appeal to the con-
sumers that do not need or want the 
high end products being offered. For 

example, the individual who has the 
need of medical attention for a small 
problem or just a flu shot. They do 
not want to schedule an appointment, 
wait for a doctor and then have him/
her have a nurse give you the shot. The 
second type is the consumer previously 
underserved or ignored by the current 
product or product line. Accordingly, 
an individual without a regular doctor 
may also want a flu shot but the process 
of locating a doctor, getting an appoint-
ment, completing all the paperwork 
and determining insurance coverages 
takes more time and effort than the in-
dividual can afford. By going to a retail 
medical clinic these issues are resolved 
and both of these customers are per-
fectly served by retail medical clinic.  

These disruptions do more than pro-
vide a broader offering or higher-level 
technology. Because they offer differ-

ent types of innovation, they tend to 
provide a different set of performance 
standards. Traditional performance 
standards included such facts as us-
age rates, products sold, pull-through 
rates and maximization of profitability, 
disruptive innovations set their own 
standards. Many of these standards are 
not ones that are readily appreciated 
by consumers or other companies, but 
help drive the disruptiveness of the in-
novation.  

Another element associated with 
these innovations is the disruptive 
nature of the associated fulfillment 
processes. Job functions may be radi-
cally changed with many previously 
individual jobs being merged into one. 
Workflows change due to the advent 
of the technology interfaces and em-
ployees may find that they are working 

sustaining ideas they unwittingly open 
themselves up to disruptions at the 
lower end of the product spectrum.   

Although these new innovative 
business ideas are not readily consid-
ered viable by large companies sim-
ply because they offer lower margin, 
smaller target markets and products 
that may not seem as attractive, the 
reality is that these perceptions are 
usually viewed in comparison to more 
standard performance measurements. 
As a result, they are often ignored and/
or overlooked by larger organizations 
thereby opening the door for other 
firms.  

This type of “low-end disruption” 
is defined by Professor Christensen 
as occurring when these high end in-
novations exceed the rate at which 
customers can fully utilize and value 
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more independently and have a greater 
opportunity to express their own cre-
ativity as it relates to the position. All 
in all, these innovations truly disrupt 
numerous thoughts, ideas, products 
and performance measurements.  

Is the mortgage market vulnerable 
to this changing business model as 
well? The answer has to be, of course. 
We are not an isolated from ideas and 
changes that impact how organizations 
work and what they produce. What we 
aren’t aware of yet is what form these 
disruptive innovations and technology 
will take.  What we do know is that 
the focus of our products and services 
have taken a dramatic shift away from 
a more traditional approach of produc-
ing and servicing loans for the benefit 
of investors to become more focused 
on consumers that we work with and 
managing vendors who provide ser-
vices to us. Within these segments of 
the industry there are examples of this 
type of disruptive innovations. 

One of these is a new company 
called About Your Mortgage (AYM), 
Founded by Tim Allen, a long-time 
leader in production operations includ-
ing providing loan officer servicers to 
numerous consumers. He has devel-
oped and patented a program, which 
is called a “Method for Mortgage 
Customer Retention”. This program 
address the fact that consumers often 
make costly mistakes when attempting 
to refinance their current mortgages 
simply because they do not have all the 
facts they need to make an informed 
decision. Conversely, mortgage ser-
vicers have these facts but do not 
have the opportunity to compete with 
loan originators whose interest is best 
served by obtaining a new loan and a 
new servicer for the consumer.  

To address this issue, AYM pro-
vides a Web-based service that allows 
consumers searching for a refinance 
to click into their program. Once in, 
the consumer supplies the name of 
their current servicer and are then, if 
part of the AYM program, routed to 
that organization. From this point, the 
consumer answers a few simple ques-
tions which gets the process started 
and the servicer has the opportunity 

to identify jointly with the consumer 
how to address their needs. Overall the 
costs associated with this program are 
much lower for the consumer who is 
interested in a simple refinance trans-
action that should not take 30 to 60 
days to complete. While much of what 
occurs during this process seems obvi-
ous to mortgage lenders and servicers, 
the processes itself has not previously 
been developed most likely because it 
is not seen as a high profit opportunity. 

A second disruptive innovation that 
impacts the mortgage industry is one 
focused on the vendor/lender relation-
ship. While most lenders are concerned 
with ensuring that vendors provide the 
highest quality of product at the lowest 
price, few, if any are focused on those 
services that are seen as simply a cost 
of doing business. Quality Control ser-
vices are one such example.  

Because of the requirements of 
housing related government programs 
such as Fannie Mae, Freddie Mac, 
FHA and VA, lenders are required 
to have a quality control program in 
place. Based on the dictates of these 
entities, these programs must perform 
various services associated with deter-
mining if the products produced meet 
the specifications required by the un-
derwriting guidelines. While lenders 
may choose to maintain this program 
internally, a large percentage of them 
use the services of external vendors.  

The barriers to entering this service 
are few; basically all you need some 
basic knowledge of how conducting 
reviews and a document to collect your 
findings. As a result, there are numer-
ous companies offering these services 
and more entering the market every 
day. Of course with such an appar-

ently simplistic process it is difficult, 
if not impossible for companies to 
differentiate themselves in the mar-
ket.  Furthermore, most executives, 
the intended recipient of the informa-
tion derived from this review program 
typically find little actual value. As a 
result, the only differentiator is price 
and as a result success in this endeavor 
means winning the race to the bottom. 
At the end of the day, there is virtually 
no way for lenders to ascertain and/or 
quantify the return they receive from 
this product.  

There is now a company looking to 
change that. Mortgage True View is 
in the process of introducing a prod-
uct that will allow Quality Control 
companies to quantify their value and 
compare themselves to other market 
participants. This program will give 
lenders the ability to evaluate the ven-
dor and/or internal program they are 
using and determine the actual return 
they are receiving on their investment 
in quality control.  

The program, currently entitled QC 
View will collect performance data 
from clients who participate in the pro-
gram. This data will then be standard-
ized based on quantitative measures 
traditionally associated with an ROI 
measure.  Additional elements associ-
ated with QC services will also be in-
cluded in the display. Companies that 
sign up for the service will have their re-
sults available for their clients and will 
be able to demonstrate the effectiveness 
and value of their service.  Companies 
who sign up will have the ability to look 
for a value-added vendor that best meets 
their needs as well as determine the best 
approach to having this requirement 
completed, either in-house or externally.  

About the Author
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The company further envisions that 
through the use of this service com-
panies will be able to create a stan-
dardized documentation of the types 
of issues found in files, a standard of 
capacity and quantify the errors most 
commonly associated with default and 
repurchase. This collection of data will 
add to the lender’s ability to value the 
services provided by either an internal 
or external quality control process.  

Of course there are other disruptive 
ideas currently under consideration 
by members of and providers to the 
industry. Knowledge-based disruptive 
analytics is one that has been emerg-
ing over the past several years and is 
seen by the regulators as an excellent 
way to identify those organizations 
that fail to meet expectations when it 
comes to compliance with new and/
or existing regulations. The fact that 
these ideas, data and technologies are 
developed to serve an underserved 

market lends itself to the industry and 
regulators concern about homeowner-
ship opportunities. How long will it 
be before builders begin to produce 
homes without all the added features 
that result in unaffordable homes and 
begin to streamline the production of 
homes customized to individuals and/
or families based on their needs alone?  

The idea of disruptive innovations 

may have been something many lend-
ers, their customers and vendors have 
never considered, being content to let 
the products and processes flow as 
they have for some time. Fortunately 
there are those individuals who have 
the ideas and are willing to disrupt the 
status quo that will expand programs 
and process that will ultimately keep 
us moving forward.v
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There’s little argument that 
preparing for this summer’s 
RESPA-TILA changes is go-

ing to be hard. And overwhelming. 
And exhausting. And frustrating. We 
said the same about 2010’s RESPA 
changes. They were difficult as well, 
but we got through them, and we 
kept on lending. 

We started talking the day the 
RESPA-TILA rule was announced 
that this regulation is more than the 
swapping out of three legacy disclo-
sures with the new Loan Estimate 
and Closing Disclosure, the latter 
of which should be of keen interest 
to lenders for reasons we’ll discuss 
shortly. While the regulation cer-
tainly starts with document changes, 
it reaches much further than that.    

It’s easy to see why (and it’s one 
of the reasons the regulation was re-
leased in November 2013) the rule 
does not take effect until August 
2015, almost 21 months later. Prop-
erly implementing RESPA-TILA, in 
addition to changing documents, sug-
gests significant changes in the mort-
gage process. It also provides lenders 
an important opportunity to talk with 
borrowers about mortgage finance. 

While much has been said about the 
level of effort RESPA-TILA requires, 
the lender benefits are not something 
anyone has spent a great deal of time 
on. Yet there are benefits for lenders 
that extend beyond those for consum-
ers, as unlikely as that may seem to-
day. Some of these upsides will pay 
dividends for years to come.   

We started talking the day the RESPA-TILA rule 
was announced that this regulation is more than the 

swapping out of three legacy disclosures.

ComplianCe
isn't easy

BY AMANDA PHILLIPS AND MATT HYDREW
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Properly implementing RESPA-TILA, 
in addition to changing documents, 
suggests significant changes in the 
mortgage process.

Process improvement has been a 
hot topic since the mortgage industry 
began, so let’s start there. During re-
finance cycles, process improvement 
gets little more than lip service because 
everyone is far too busy closing loans. 
When volume tapers off, as it has over 
the past 12 or so months, processes 
get more attention. As it happens, the 
regulation’s effective date and lower 
industry volumes coincided this time 
around, the perfect confluence of 
events. So it is time to take action, fol-
lowing the regulation’s lead to concen-
trate efforts in three principal areas:  

First is preparation and delivery 
of the Closing Disclosure. Under 
RESPA-TILA, this disclosure must be 
delivered three days before closing. 
Contrast this with current practice, as 
mortgage lending is one of the origi-
nal just-in-time industries. Closing 
documents typically arrive shortly 
before closing, providing very little 

the requirement is that early delivery 
increases transparency, something all 
borrowers have sought since the hous-
ing crisis, although first-time home-
buyers are more likely to demand it.  
For every borrower, closings should 
be both smooth and fast. The three-day 
requirement should increase borrower 
satisfaction. 

Lender satisfaction should increase, 
as well. The new three-day period 
should reveal errors and other issues 
that can be fixed prior to closing at 
far lower cost. The number of ‘bro-
ken’ loans — those loans requiring 
post-closing corrections — should 
decrease. While the number of broken 
loans won’t go to zero, more error-
free loans at closing will increase the 
amount of time available to work on 
new originations as well as decrease 
the cost-to-close.

Early delivery brings clarity to 
lenders and borrowers, but it also 

involves potentially extensive pro-
cess changes. One way to address the 
requirement is simply to expand pro-
cessing time by three additional days. 
While this is a potentially  workable 
solution, it is likely to increase the 
cost-to-close, since time is money. It 
will also have a negative impact on 
borrower satisfaction.  

The better answer is to find new 
ways to improve efficiency throughout 
the mortgage origination cycle. This 
starts with borrowers leveraging their 
lender’s online web portal. Today’s 
millennial borrowers expect to apply 
on-line, having spent their entire lives 
there. That’s a good reason to take this 
step. Another good reason is that mov-
ing online allow the lender to quickly 
and electronically capture application 
and loan data so that it can be put to 

use immediately, triggering workflow 
such as service orders.  

The process continues electronically 
using technology to deliver disclosures 
and even signature by the borrower. 
Technology can be even more helpful 
with document imaging that captures 
and stacks required ‘paperwork’ so it 
can easily be underwritten and moved 
quickly to closing. Throughout this 
all-electronic, paperless journey, the 
digital nature of the mortgage lends it-
self to keeping the borrower informed 
every step of the way, using the same 
portal through which they applied. The 
best lenders using the best technology 
originate, process and close in just this 
way, having made the move to digital 
mortgage lending well in advance of 
August 1, 2015.

Early delivery also creates the op-
portunity for both borrower education 
and realtor education. For borrowers, 
it is a matter of making them com-

fortable with the new disclosures and 
closing timelines. Borrowers do not 
understand the mortgage origination 
cycle today. RESPA-TILA provides 
the perfect opportunity to help them 
increase their knowledge. For both 
borrowers and realtors, explaining the 
end to last minute closings is essential, 
even mandated by the rule. Some vet-
eran borrowers and realtors who are 
accustomed to getting deals done right 
away will have to adjust their expec-
tations. The time to start helping with 
those adjustments is now.

The second area to focus efforts is 
in preparation of the Closing Disclo-
sure. The new Closing Disclosure is a 
blend of the Truth-in-Lending (TIL) 
disclosure and the Settlement State-
ment (HUD-1), both of which are 
being retired. The Settlement State-

time for anyone’s review, let alone 
understanding.  

This is troublesome, time-consum-
ing and expensive for everyone.  Er-
rors found at the closing table must be 
corrected prior to closing, delaying the 
process for all parties   Errors found 
after closing must be corrected as well, 
typically taking far more time and 
causing needless confusion, especially 
for the borrower.

The borrower is the targeted benefi-
ciary of three-day advance delivery. In 
writing the regulation, the Consumer 
Financial Protection Bureau (CFPB) 
is clear in its desire that the borrower 
have adequate time to review and un-
derstand what they are committing to. 
Three days gives them time to read, re-
search, ask questions, and find errors. 
A more positive way to think about 
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ment is almost always prepared by the 
settlement agent, but RESPA-TILA 
gives lenders the option of preparing 
it. The Closing Disclosure can be pre-
pared by either the lender or the settle-
ment agent. That’s the good news, as 
it opens even more possibilities for 
process improvements, document ac-
curacy and speed.

No matter who prepares the Closing 
Disclosure, the lender is accountable 
for compliance under the regulation. It 
is also important to keep in mind that 
the new disclosure is governed by the 
Truth in Lending Act (TILA), not the 
Real Estate Settlement Procedures Act 
(RESPA). TILA invokes different ex-
pectations for accuracy as well as new 
enforcement provisions. The penalties 
for non-compliance are also more se-
vere than under RESPA.  

Consequently, while working 
through process improvements to 
ensure early delivery of the Closing 
Disclosure, lenders also need to decide 

who prepares it. Our informal poll 
— conducted through daily discus-
sions with lenders — indicates lender 
preparation is in the lead, thanks both 
to process improvement opportunities 
as well as compliance risk mitigation.  

The third area where RESPA-TILA 
preparation is beneficial is an evalua-
tion of fees and fee templates. HUD 
line numbers are retiring with the 

HUD-1 in August. HUD line numbers 
have driven the fee component of the 
mortgage business for many years. 
With their replacement comes an op-
portunity to examine and re-think all 
fees. Accuracy and tolerances have 
been under heavy scrutiny since RE-
SPA 2010; RESPA-TILA 2015 inten-
sifies this examination. As mentioned 
above, the penalty for errors increases. 
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A careful review, a willingness to 
make revisions and an abundance of 
caution are all in order.

Timely, accurate fee delivery has 
the vendor community’s attention as 
well. Efforts are under way to better 
integrate valuation, title and settlement 
agents, among others. Technology will 
play a leading role here, too, as another 
means of creating the digital mortgage. 
There’s simply no escaping the fact 
that the end of the traditional paper-
crafted mortgage is near.

We see early delivery of the Closing 
Disclosure, preparation of the Clos-
ing Disclosure and a new fee schema 
as RESPA-TILA benefits both in the 
near and longer terms. The timing is 
actually quite good for changes of this 
significance. Volume is down from 
refinance peaks. New borrowers – bor-

rowers who expect the type of trans-
parency RESPA-TILA calls for – are 
expected to enter the market in force 
over the next several years. By adapt-
ing to these changes, you will be ready 

for these new borrowers, and they, in 
turn, will be receptive to this new way 
of doing things. The end result should 
be happier consumers and a lower cost 
to close. v
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technology solutions to get maximum return on investment. 
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On August 1, 2015, the forms 
previously known as the 
Good Faith Estimate and 

the Truth in Lending Disclosures will 
be replaced with a new form called 
the Loan Estimate, which must be 
provided to consumers no later than 
the third business day following the 
submission of a loan application. In 
addition, the forms previously known 
as the HUD-1 and final Truth in Lend-
ing Disclosure will be replaced with 
a new form, the Closing Disclosure, 
which must be provided to consumers 
three business days before the loan is 
consummated. Our industry has taken 
to referring to these rules collectively 
as “TRID” or TILA-RESPA Integrat-
ed Disclosure rules.

Numerous resources on the Con-
sumer Financial Protection Bureau’s 
website assist affected parties in im-
plementing the Integrated Disclosure 
rules, including guides and sample 
forms. http://www.consumerfinance.

gov/regulatory-implementation/tila-
respa/ This article is intended to ex-
plore some of the practical consid-
erations of the Integrated Disclosure 
Rules through programming and 
efforts to ensure that the resulting 
mortgage loan documents remain 
fully compliant … from the computer 
room to the courtroom.

The art of programming dynam-
ic documents.

From a programming perspec-
tive, the Loan Estimate and the 
Closing Disclosure start out as a 
blank “electronic” sheet of paper, 
upon which is imposed X and Y co-
ordinates for the placement of data. 
Data is pulled from the LOS and 
used to populate the new forms.

Each field on the Loan Estimate 
and Closing Disclosure has a corre-
sponding annotating reference within 
the Code of Federal Regulations. For 
purposes of programming the content 
within each field, the First Guiding

Here are the practical considerations of TRID and  
the challenges of drawing compliant, defensible 

mortgage documents by Aug. 1, 2015.

  A Closer
       look At 

By Jonathan M. herMan

TRID
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Principle is to follow these parameters on 
data insertion: if the reference is clear and 
free from ambiguity, then the LOS data is 
directly inserted in that field. An example 
of an unambiguous data point is the bor-
rower’s last name. If the field is capable of 
different meanings, then a legal opinion 
might be required in order to determine 
the field’s content. An example of such 
a data point is the Date Issued, since the 
date may be different if the Loan Estimate 
is electronically issued on one date, but 
necessity prompts mailing the Loan Esti-
mate (i.e. “papering out”) on a subsequent 
date. Finally, if the field requires a math-
ematical calculation, then mathematics 
drives the result, subject to rounding (in 
the case of the Loan Estimate). While this 
sounds straightforward, it might implicate 
the second rule depending on what should 
or could be included in the calculated re-
sult. An example might be the inclusion 
of Gift Funds in Cash to Close, or the 
rounding of some calculations and the 
truncation of others.

The Second Guiding Principle relates 
to the fluid boundaries on the electronic 
real estate. That is, an adjustable rate 
mortgage will have an Adjustable Pay-
ments Table and Adjustable Interest Rate 
Table, neither of which is present for a 
fixed rate mortgage Integrated Disclo-
sure. The programming must be flexible 
enough to draw the table when required, 
yet move surrounding fields in place of 
the tables when the tables are absent.

Both the First Guiding Principle and 
Second Guiding Principle illustrate the 
concept of Dynamic Documents, instead 
of Static Documents. The latter are akin 
to simple forms where the boundar-
ies and text never move; rather text or 
mathematical calculations are simply 
inserted into prepared blanks within the 
documents. With the former, Dynamic 
Documents, the document itself evolves 
as information is imprinted, drawing and 
re-drawing itself until completed.

It’s not possible to discuss the Loan 
Estimate and Closing Disclosure without 
touching upon MISMO 3.3 and its appli-
cation to programming efforts. While the 
most recent release is already the subject 
of numerous lengthy articles and com-
mentary in its own right, MISMO 3.3 was 
intended to serve as a companion to the 
Loan Estimate and Closing Disclosure, by 

providing a uniform set of data points and 
extensions to build the documents.  

Programmers and web developers will 
debate whether MISMO really makes 
things easier, or whether it was simply 
a solution chasing a problem that has 
yet-to-appear. Some might persuasively 
argue that MISMO 3.3 is not even nec-
essary to program for Integrated Disclo-
sures. Whether MISMO 3.3 is utilized 
or not, it is unquestionably a burden to 
map (or re-map as the case may be) data 
and extensions by the lender, the Loan 
Origination System, and the document 
provider in order for all three to seam-
lessly communicate with each other. But 
taking a long term view, MISMO 3.3 
(and subsequent, contemplated releases) 
has become the de facto industry stan-
dard. To the extent that Integrated Dis-
closures require mapping, our industry 
simply must consider utilizing MISMO 
3.3 when programming for Integrated 
Disclosures. At a minimum, MISMO 3.3 
already has the necessary data elements 
to make the development of Integrated 
Disclosures more streamlined.

Defensible documents from the 
computer room to the courtroom.

The Loan Estimate and the Closing 
Disclosure are tantamount to the left hand 
and the right hand, each clasping the other 
through the mortgage loan application 
process. Each is intended to be a compan-
ion to the other so that the consumer can 
readily see and assess all costs associated 
with the contemplated mortgage; however 
the Loan Estimate and Closing Disclosure 
are also traps for the unwary since incon-
sistencies between the two can cause com-
pliance alerts. For these reasons, using the 
same technology platform/provider for 
preparation of both forms is ideal when it 
comes to minimizing errors.  

Advancing to the end of the mortgage 
process and beyond closing, both the 
Loan Estimate and Closing Disclosure 
must be compliant (and defensible) to 
the end investor. Given the ambiguities 
within so many of the rules applicable 
to both forms, it is important to have a 
way to defend the programming logic 
used to define the output. To that end, an 
attorney’s opinion advising on the appli-
cability (or not), or the inclusion (or not) 
of data point makes the end product more 
compliant (and defensible) to the compli-
ance officer, investor, and/or auditor. To 
be sure, legal opinions are not always 
iron clad, but using a thumbtack to attach 
an attorney’s opinion along each path of 
the programming effort makes the end 
product highly defensible, from the com-
puter room to the courtroom.

In the end, one starts with the premise 
that a loan origination system is feeding 
data to a mortgage document system to 
draw the application disclosures and 
then the closing documents. As a general 
proposition, technology aids in compli-
ance effort when embedded tests check 
the data, again and again, for compli-
ance with pertinent regulations. But 
the advantage of technology ends if the 
programming becomes outdated because 
the continuous bombardment of newly 
issued regulations are not interpreted and 
incorporated within that programming.

Human error can be almost eliminated 
through technology, but a human intel-
ligence remains essential to parse the 
language of an ambiguous regulation 
and decide upon an appropriate course of 
action. Never has technology and human 
intellect been so critical to the creation 
and delivery of mortgage documents, all 
of which is in the name of making the 
process easier for the consumer. v
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Jonathan M. Herman is a seasoned trial lawyer and 
a partner with The Middleberg Riddle Group, a 
regional law firm with a robust mortgage banking 
practice, having its principal office in Dallas, Texas.  
Mr. Herman serves as Chief Litigation Counsel 
within the firm’s specialized practice group, MRG 
Document Technologies, an award winning provider 
of mortgage documents, fully compliant in each of 
the 50 States, through the MIRACLE Online web-
based document preparation system.  
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And The 
Winners 

Are...
The PROGRESS in Lending Innovations Program 
is all about advancing the mortgage space . We are the 
Good Housekeeping Seal of Approval, the Gold Seal 
when it comes to recognizing true industry innovation. 
Our goal is to recognize industry innovation, pure and 
simple. We think that this is the best way to recognize 
true industry thought leaders and encourage the entire 
industry to continue innovating.

You might ask: What were we looking for specifical-
ly? We are recognizing innovations that were introduced 
into the mortgage market between January of 2014 and 
December of 2014 that truly changed the mortgage mar-
ket for the better. Understand that this is not a subjective 
competition. All applications were scored on a weighted 
scale. We looked for the innovation’s overall industry sig-
nificance, the originality of the innovation, the positive 
change the innovation made possible, the intangible effi-
ciencies gained as a result of the innovation, and the hard 
cost and time savings that the innovation enables industry 
participants to achieve.

Also, understand that this recognition was not 
decided by mere industry onlookers, as all six indus-
try experts that make up the PROGRESS in Lend-
ing Association Executive Team acted as judges and 
all were given an equal say in how applications were 
evaluated. In short, the winners were judged by in-
dustry peers who know the mortgage space inside 
and out.

We encourage everyone to apply online to get rec-
ognized next year. But for now, in alphabetical order, 
the top innovations of the past twelve months are:
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 originators can expect personalized websites, the latest 
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your success help your business grow faster and easier!
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 experienced explosive growth over the last 3 years, as 
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extensive product mix.

The Power of a large company with the 
service of a small company!

A team of Professionals that work just for    
you during the processing, underwriting and      
closing of your loan. All In One Location!



PROGRESS in Lending has named 
Blue sage solutions a top innovation. 
While interest rates have remained 
historically low, lenders have still 
had to contend with inordinate 
compliance burdens and untenable 
cost structures exacerbated by the 
inability of antiquated technology 
platforms to deliver on the promise of 
seamless automation and productivity 
gains. New industry requirements for 
digital audit trails and much improved 
customer service are now table stakes 
for lenders seeking to win in today’s 
hyper competitive mortgage lending 
environment. Why has no one been 
able to deliver the integrated automated 
system these lenders need and deserve? 
Well, now someone finally has.

industry significance
With Blue Sage Solutions, midsized 
lenders are better able to compete 
against larger, mega lenders. With 
this system, lenders will be able 
to replace brittle, siloed platforms 
designed in an era gone by. This 
system is a single n-tier application, 
delivering the requisite functionality 
to manufacture low-cost, compliant 
loans while increasing customer 
satisfaction. The system is comprised 
of consumer/broker websites, loan 
officer CRM, a loan fulfillment 
platform or LOS, and a mobile 
phone/tablet component. Each party 
to the mortgage transaction can view 
loan status and required tasks within 
a User Interface applicable to their 
role. All parties are “In the Know” 
in real time. 

Overall Uniqueness
The team at Blue Sage came up with a 
vision of using its domain experience 
and newer proven technologies for:  
Development Frameworks, Cloud 
Hosting, Database, Rules Engines, 
Application Management and Mobile, 
to deliver the Next Generation 
platform. Blue Sage created a brand 
new Consumer-Centric data model 
from scratch to support granularity 
and all forms of lending. Because the 
platform was designed to automate 
across the entire origination supply 
chain, it dramatically improves the 
entire process, while dramatically 
lowering costs.  Simply put, Blue 
Sage used its significant experience 
to design the system of the future at a 
more affordable price point.  

Positive Change
After the success of selling Palisades 
Technology Partners to IBM. The 
Blue Sage team went back to the 
drawing board. The team took a 
step back and spent time analyzing 
industry needs and the technology 
landscape to determine where the 
two could converge. Blue Sage’s 
current clients chose the system 
because the platform enabled them 
to “Transform” their multi-channel 
business models. Blue Sage took the 
time to properly design the end-to-
end platform and are using the latest 
technologies, which can deliver 
“game changing” benefits at much 
lower costs as compared to older 
systems.

intangible rOi
The platform represents seamless 
automation connecting all parties 
to the transaction:  customers, bro-
kers, lenders, third-party vendors, 
and investors. Connecting Parties, 
Automating Processes and provid-
ing a Digital Experience all reduce 
transaction friction, thereby restor-
ing a sense of “stability” and cred-
ibility to the mortgage business. As 
the mortgage business earns back 
cache, more people will want to join 
the ranks and participate in the lend-
ing. As a result, the executives at 
Blue Sage see the mortgage business 
growing and regaining its prestige in 
the years to come, if lenders choose 
the right automation.  

Hard savings rOi
Each lender will be able to 
quantify hard ROI based on their 
own business models. The system 
delivers: productivity gains to 
improve loans per FTE by two to 
four times in the first year; higher 
customers service because cycle 
times will be compressed and there 
will be more transparency; ironclad 
compliance achieved through rules-
based data validation and numerical 
calculations; costs overall are lowered 
through better productivity; and the 
platform drives revenues and profits 
higher as the lender attracts more 
borrowers, scales to manufacture 
more compliant loans, all with fewer 
fulfillment people required.
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PROGRESS in Lending has named 
Comergence a top innovation. The reg-
ulatory landscape has undoubtedly 
changed in the past few years, and no-
where is that more evident than in the 
area of third party relationships. With 
regulations driven by Dodd–Frank 
now in effect, lenders aren’t just being 
held accountable for their own actions, 
but for the actions of all the third par-
ties with whom they do business. The 
CFPB and other agencies, including 
the Federal Reserve System, the Fed-
eral Deposit Insurance Corp. and the 
Office of the Comptroller of the Cur-
rency (OCC), are closely watching 
how lenders manage and monitor their 
third party relationships. Comergence 
solves this problem.

industry significance
Comergence has broken new ground 
with its third party risk management 
solutions. It was the first company to 
define and deliver a robust platform for 
managing third party compliance, and 
remains the only compliance monitor-
ing company that offers a complete 
end-to-end technology solution that 
helps its clients manage all of their cli-
ents. The services it provides benefit 
lenders, AMCs, TPOs, appraisers and 
homebuyers. To consistently deliver 
ongoing monitoring of third parties, 
Comergence utilizes innovative, state-
of-the art, custom designed technol-
ogy that seamlessly integrates key data 
sources and enables lenders, AMCs, 
loan originators and appraisers to op-
erate more efficiently and compliantly. 

Overall Uniqueness
The solution Comergence delivers is 
undeniably unique. At a time when 
third-party compliance has become 
mission critical for the mortgage in-
dustry, no other provider has collected, 
tracked and made available as much 
data and documentation as Comer-
gence to ensure all parties save money 
and avoid risk. Comergence quickly 
aggregates, updates and appends pub-
licly available data with its own propri-
etary data to give lenders and AMCs a 
richer, multi-faceted and detailed view 
of their third party loan originators and 
appraisers. All data is verified by Com-
ergence analysts and made available 
in a comprehensive scorecard, which 
includes all documents related to the 
application. 

Positive Change
The technology Comergence created 
helps lenders avoid loan fraud and 
loan buybacks, which carry signifi-
cant potential for losses, as well as for 
reputational risk. Industry acceptance 
has been impressive: over 98% of the 
federally licensed loan originators and 
bankers have a registered and moni-
tored profile with Comergence. Thus, 
the data Comergence collects encom-
passes nearly every mortgage origina-
tor in the marketplace, and is timely 
and comprehensive. Comergence cur-
rently serves over 100 lenders. It added 
25 new lenders in 2014, representing a 
33 percent increase from 2013. Comer-
gence also saw a 10 percent growth in 
revenue in 2014.

intangible rOi
For lenders, the savings associated with 
compliance is invaluable, in terms of 
time, money and importantly, peace of 
mind. Without the Comergence proprie-
tary system, lenders must manage com-
pliance processes manually or develop 
their own in-house systems to manage 
third parties. Both options are time-con-
suming and expensive, yet neither pro-
vides the level of detailed information 
lenders need to ensure a comprehensive 
risk management strategy.

Failing to comply with regulatory 
directives on managing third parties 
can cost a lender millions.

Hard savings rOi
Metrics on the cost savings lenders re-
alize can be estimated by looking at the 
steep penalties and fines lenders avoid 
by using the Comergence system to 
comply with regulations. The Dodd-
Frank Act authorizes the CFPB to pe-
nalize offenders $5,000 per violation 
per day, $25,000 per violation per day 
if violations are reckless, and $1 mil-
lion per violation per day if violations 
are knowingly occurring. For apprais-
ers, the cost savings is significant. Ap-
praisers typically are asked by AMCs 
to supply four to five background 
checks or more per year, and for each 
background check an appraiser must 
pay anywhere between $35 to $125 
per screening.
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PROGRESS in Lending has named Csi’s 
TriD solution a top innovation. This tech-
nology represents the future technol-
ogy platform for analyzing, assembling, 
disclosing, and transmitting transaction 
data in the industry. CSi’s TRID Solu-
tion was created to address two monu-
mental challenges facing the industry. 
First, the solution includes highly tech-
nical and dynamic compliance specifi-
cations and resulting transaction risks 
created by the CFPB’s TILA-RESPA 
Integrated Disclosure Rule (the “Rule”). 
Second, the solution addresses the 
GSE’s impending mandate that lenders 
deliver Closing Disclosure data in the 
new Uniform Closing Dataset (UCD). 
CSi’s TRID Solution uses revolutionary 
dynamic document assembly and data 
analytics to conquer the highly technical 
disclosure requirements and resulting 
transaction risks created by the Rule.

industry significance
The CFPB, GSEs, consumers, lenders, 
and every other party in the mortgage 
process expect real-time, automated 
access to transaction information and 
data. And each party expects to ex-
amine it differently. For example, the 
GSEs want to know a time period in 
months, while the CFPB requires that 
consumers read the time period in years 
and months, and the lender’s LOS col-
lects the time period as a number of 
days. CSi’s TRID Solution leverages 
its industry-leading rules knowledge 
and technology components to collect, 
transmit, and present a single data ele-
ment in every format and medium to 
fulfill the industry’s evolving demands.

Overall Uniqueness
CSi’s TRID Solution brings to bear a 
unique synergy of compliance intel-
ligence and technological agility to 
not only satisfy the disclosure require-
ments of the Rule, but erects the infra-
structure that will allow CSi to satisfy 
rules-based content formatting in re-
quirements that regulators have yet to 
write. CSi’s TRID Solution is original 
because of its ability to dynamically 
ensure compliance with the Rule and 
GSE requirements for every transac-
tion in a matter of seconds. While other 
industry providers are limiting product 
offerings or requiring lenders to com-
bine and manage thousands of tem-
plates, CSi’s TRID Solution satisfies 
all Rule requirements and is delivered 
as just two pieces of software.

Positive Change
CSi’s TRID Solution simplifies the 
mortgage origination process for its 
business partners and end user clients. 
By delivering its Solution in August 
2014, CSi provided its business part-
ners nearly a year to focus on the pro-
cess changes required to comply with 
the Rule. Throughout their integra-
tions, CSi’s partners expressed both 
praise and relief that the TRID Solu-
tion’s scope so easily addressed their 
own concerns as technology providers 
as well as concerns that had already 
been expressed to them by CSi’s and 
the partner’s mutual financial institu-
tion clients. The industry already has 
plenty on its mind. Pouring over trans-
action data does not belong on that list.

intangible rOi
CSi’s TRID Solution ensures compli-
ance as the industry seeks to automate 
the mortgage process and revolution-
ize its products. Lenders are freed from 
the burden of addressing the Rule’s 
complex content specifications (e.g., 
rounding and truncating numbers, al-
phabetizing fees, time period formats). 
CSi handles all of those requirements 
in the background, in real time. In 
addition, by providing for unlimited 
product options through just two piec-
es of software, CSi’s TRID Solution 
improves the process for lenders and 
borrowers. Lenders are able to use time 
they would otherwise spend managing 
thousands of templates to focus on cli-
ent relationships.

Hard savings rOi
CSi’s TRID Solution limits the costs 
of compliance for its business partners 
and clients. The investment a LOS 
and/or lenders would spend convert-
ing time period formats, alphabetiz-
ing fees, counting the number of fees 
disclosed and using lines from another 
table to handle the overflow, rounding 
or truncating amounts, and so on, is 
taken on by CSi. With its ability to en-
sure compliance for every transaction 
in a matter of seconds through just two 
pieces of software, CSi’s TRID Solu-
tion offers lenders unlimited revenue 
growth opportunities.
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PROGRESS in Lending has named 
LoanCare a top innovation. LoanCare, a 
ServiceLink company, is a leading na-
tional provider of full-service residential 
servicing to the mortgage finance indus-
try and is reported to be ranked second 
among the top subservicers nationwide. 
In the past year LoanCare launched two 
major technology innovations: Loan-
Care upgraded its borrower-facing web-
site (MyLoanCare.com) and created a 
customer advocacy portal for borrower 
complaints (MyLoanCareCustomerAd-
vocate.com). LoanCare also addressed 
issues cited by the Consumer Financial 
Protection Bureau (CFPB) in its 2013 
Supervisory Highlights publication as a 
specific problem area within the mort-
gage servicing industry: lack of shared 
information and inadequate access to 
borrower information.

industry significance
LoanCare borrowers benefit the most 
from the recent borrower-facing web-
site upgrades. LoanCare has devel-
oped and deployed these technologies 
to enhance the borrower experience 
and to remain compliant with govern-
ment regulations. Arising out of the 
U.S. mortgage crisis, the Dodd-Frank 
Wall Street Reform and Consumer 
Protection Act and the subsequent 
creation of the CFPB led to regula-
tions imposed upon servicers to ad-
dress consumer experience issues 
within the mortgage finance industry. 
In response to this mandate, LoanCare 
delivers greater transparency than 
ever before for the borrower by pro-
viding extraordinary data availabil-

ity through MyLoanCare.com, now 
available via smartphone and tablet.

Overall Uniqueness
By deploying advanced borrower-fac-
ing website, LoanCare has given bor-
rowers a new perspective on controlling 
their mortgage accounts. Beyond pro-
viding loan information and giving the 
ability to make payments online, Loan-
Care offers home retention features that 
educate them on various options avail-
able when they become behind in their 
payments. When this happens, borrow-
ers simply click on the Home Retention 
tab on the site, which will activate on-
line videos explaining a variety of loss 
mitigation workout options. The Home 
Retention tab also provides a form for 
borrowers to complete and submit con-
taining their financial information and 
reasons for the hardship.

Positive Change
LoanCare technologies empower bor-
rowers with around-the-clock accessi-
bility to loan information and an ability 
to make mortgage transactions, whether 
they are at home on their desktop or on 
the go with their smartphone or tablet. 
Additionally, the website application of-
fers a Web responsive approach aimed 
at providing an optimal viewing expe-
rience that is easy to read and navigate 
with a minimum of resizing, panning, 
and scrolling, across a wide range of 
devices (from mobile phones to desktop 
computer monitors). LoanCare borrow-
ers frequently report that they are thrilled 
with the site’s numerous customer sup-
port features including the ability to ac-

cess loan information, make payments 
online, setup an auto draft through auto-
mated clearing house, order documents, 
signup for eStatements, view pay histo-
ries, review escrow information, view 
year-end statements and order payoffs.

intangible rOi
LoanCare designed both borrower and 
client portals mindful of the complex-
ity and stakeholder risks associated with 
the current regulatory environment. The 
portals save time and operational cost as 
borrowers no longer need to reach out to 
their servicer for information requests. 
The process for borrowers to obtain loan 
information is menu driven, simple to 
use and available 24/7 on mobile devices. 
Because of these advanced technologies, 
borrowers have a greater appreciation for 
the quality of the servicing they receive, 
which is a valuable intangible benefit.

Hard savings rOi
A large percent of LoanCare’s borrow-
ers make mortgage payments through 
its borrower-facing website online. As 
a result, LoanCare is able to spend less 
time on processing payments and more 
time addressing manual pay-by-phone 
calls and other customer centric activi-
ties. LoanCare’s technologies have also 
helped to reduce complaint resolution 
time and have given servicers addition-
al time to focus on resolving escalated 
notice of error requests and dissatisfied 
borrower issues. LoanCare’s customer 
advocate portal has allowed servicers to 
process customer inquiries faster, with 
greater efficiency and within established 
client SLA.
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PROGRESS in Lending has named 
surereceipts a top innovation. On Janu-
ary 7th, 2014, Mercury Network 
launched a new software application 
called SureReceipts. It was developed 
in response to the new federal ECOA 
Valuations Rule mandating that lend-
ers provide a copy of all collateral 
valuations to the borrower, promptly 
and no later than three days prior to 
closing. SureReceipts is available to 
any lender or AMC (whether they use 
Mercury Network or not) and it secure-
ly packages the appraisal, sends an e-
mail to the borrower letting them know 
the appraisal is available for secure 
download, and then tracks when the 
borrower viewed it.  A full audit trail 
is recorded so lenders can prove their 
ECOA compliance later, if needed.

industry significance
Since launch, more than 289,000 bor-
rowers have received secure, compli-
ant copies of the appraisal report via 
SureReceipts. It’s available to any 
lender or AMC, so there are no tech-
nology prerequisites or installations 
needed. There are no barriers to entry 
since there are no implementations or 
set ups required. It’s all Web-based 
software that’s priced on a per-trans-
action basis. Second, the borrowers’ 
receipt of the appraisal is a criti-
cal milestone in the closing process. 
From a compliance point of view, it’s 
mandatory of course. But we know 
many deals fall apart based on the 
contents of that appraisal, so secure 
credible delivery to the borrower is an 
important asset.

Overall Uniqueness
SureReceipts is definitely original. 
When SureReceipts was launched in 
January of 2014, there were no com-
peting applications available on the 
market. In the 11 months since, other 
appraisal management platforms 
have implemented their own ver-
sions inside their platforms for their 
own customers, but none have made 
a stand-alone service for any lender 
or AMC to use.

Positive Change
First, it allowed thousands of lenders 
and AMCs to comply with the new 
ECOA Valuations Rule, eliminating the 
risk of extremely expensive consumer 
privacy violations where penalties run 
in the tens of thousands per incident, 
per day.  In addition, consumer privacy 
breaches are exceptionally expensive to 
any lender’s reputation. Second, Sure-
Receipts gives borrowers an easy ex-
perience receiving and understanding 
their appraisal report. Use of the appli-
cation emphasizes the lender’s dedica-
tion to privacy and compliance, so it’s a 
positive benefit for the public’s impres-
sion of the industry. Third, while more 
than 600 lenders and AMCs use Mer-
cury Network, SureReceipts was born 
from the suggestion a single customer, 
a one-branch community bank in Fort 
Worth, Texas.  The lesson for innova-
tors everywhere is to listen closely to 
your customers.  

intangible rOi
SureReceipts saves lenders and AMCs 
invaluable time and effort. Without it, 
to comply with the ECOA Valuations 
Rule, a lender would have to package 
the appraisal in an envelope (many 
appraisals are over twenty legal pages 
long), address it to the borrower, put 
at least $5.50 in postage on it to get 
a delivery receipt, and then hope for 
the best in the mail. There are no time 
and date stamps for borrower receipt 
of the package to prove compliance 
with the disclosure rules, so the com-
pliance level of this solution is ques-
tionable but there’s no doubt it’s much 
more time consuming and expensive.

Hard savings rOi
For hard return on investment, con-
sider the savings compliant lenders 
realize when they avoid extremely 
punitive consumer privacy breach 
penalties. In addition, at only 50¢ per 
send, lenders save at least $5.00 per 
appraisal delivery over the snail mail 
method described above. Extrapo-
lated over the 289,936 times Sure-
Receipts has been used to deliver an 
appraisal to the borrower, the tool has 
saved customers more than $1.4 mil-
lion dollars.
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PROGRESS in Lending has named 
Motivity solution’s Movation Business 
Intelligence with Targeted Solutions 
a top innovation. This innovation 
involves implementing a complete, 
fully integrated and functioning 
mortgage business intelligence plat-
form in three days. This is 30 times 
faster than the next best industry BI 
vendor claim (unsubstantiated) of 90 
days. In less than one week, lenders 
are leveraging over 1,000 key per-
formance indicators, 11 scorecards, 
20 different data dimensions, 150 
visualizers that include activity and 
pipeline metrics, as well as detailed 
report cards for each primary posi-
tion within the organization. All of 
this helps increase organizational ef-
ficiencies immediately, as compared 
with all other mortgage business in-
telligence solutions which require 
that all of the features outlined above 
be built from scratch.

industry significance
As of 2014, Movation includes a pre-
built executive management solution 
containing preconfigured KPIs, dash-
boards, scorecards, report cards and 
more. There is no ramp up time: new 
clients can leverage these immediate-
ly to drive data driven profit growth. 
A client can still use the customiza-
tion toolset (BI Administration) to ei-
ther modify the prebuilt elements for 
increased relevance, or to build any 
other visualizers or analytics from the 
ground up, if they so choose. Providing 
both prebuilt solutions and a custom-
ization toolset gives clients the best of 

both worlds when it comes to leverag-
ing business intelligence technology. 
Motivity released prebuilt solutions 
that cover every segment of mortgage 
operations.

Overall Uniqueness
The originality of the innovation stems 
from this fact: When Motivity con-
cluded that there were many decisions 
that could productively be made on 
behalf of all users to jump start BI con-
figurations, Movation became a unique 
offering. Never before has there been 
an industry BI platform with the short 
time to benefit of Movation. Motivity 
built solutions containing industry best 
practices in the form of hundreds of 
preconfigured key performance indica-
tors (KPIs), dashboards, report cards 
and more. These are ready to use out 
of the box, and there is presently no 
other BI solution in the mortgage in-
dustry that offers turnkey solutions of 
this caliber.

Positive Change
For decades now, mortgage compa-
nies have needed a better approach to 
running their businesses that enables 
them to leverage the human element 
to its greatest possible extent. Mova-
tion removes the significant amount 
of legwork presently necessary to 
continuously track critical business 
metrics. By automatically delivering 
actionable data to decision makers in 
near real time from every quarter of the 
mortgage enterprise, Movation auto-
mates recurring, time consuming tasks, 
eliminating the potential for error and 

providing staff with additional hours 
per week to devote to compliance is-
sues and other complex tasks that re-
quire human oversight. The ability to 
quickly evolve business practices and 
processes is indispensable in an indus-
try where change is and will remain a 
constant.

intangible rOi
Business intelligence does more than 
just make mortgage companies more 
efficient and profitable. It makes them 
more nimble, and better equipped to 
deal with change than they were pre-
viously. With near real-time analytics 
providing a digital nervous system 
that permeates an entire mortgage 
enterprise, executives and managers 
are better able to make improvements 
in business processes and track their 
ongoing accuracy and effectiveness. 
With a constantly shifting economic 
and regulatory framework to deal with, 
only those businesses with tight con-
trol over their processes and resources 
will be able to keep pace with produc-
tion goals while continuing to focus 
on the ongoing changes necessary to 
remain compliant with the rising tide 
of regulations. 

Hard savings rOi
Here is one client’s account of ROI 
after implementing Movation: “We’ve 
never produced more loans that we’ve 
produced so far this year, and we’re 
more profitable than in all our previous 
years combined.”
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PROGRESS in Lending has named 
Path2Buy a top innovation. The problem 
with most marketing aimed at first time 
homebuyers is that it assumes that the 
consumer has already made the deci-
sion to buy a home. That is where the 
Path2Buy Homeownership Coaching 
Program comes into play. Path2Buy is 
a program that assists mortgage origi-
nators with growing their purchase 
business by providing them with a sys-
tem to effectively acquire, incubate and 
convert future homebuyers. By focus-
ing specifically on renters, either those 
who have never owned a home before 
or those that are currently renting due 
to foreclosure or short sale, the Path-
2Buy program provides a system for 
educating these consumers and getting 
them on the path to becoming home-
buyer ready.

industry significance
Two issues facing originators today are 
(1) they haven’t had to truly prospect 
for business in many years and, (2) 
because of this they have lost sight of 
what is really going on in the consum-
er’s mind and in the real estate agent’s 
mind. Ten years ago, originators closed 
a loan with a client at a 7% interest rate. 
Then they refinanced them to 6% and 
then to 5%. People moved up to larger 
homes because of the equity accumu-
lation and then rates dropped again. So 
ultimately, the originator worked with 
the same client four or five times. The 
Path2Buy program focuses on teach-
ing originators the information they 
need to help them to adapt to this new 
generation of homebuyers.

Overall Uniqueness
What differentiates the Path2Buy 
program from other products aimed 
at first time homebuyers is that it 
takes the focus off the decision on 
whether they should buy a home or 
keep renting and instead puts it on 
the plan to become the most edu-
cated renter possible. Unlike any 
other solution, we help the origina-
tor to engage with them through an 
education first approach well before 
they’ve even made the decision on 
whether homeownership is right for 
them. This method shows empathy 
and builds trust with the Millennial 
homebuyer.

Positive Change
Most lenders don’t understand this 
generation of future homebuyers, how 
they think and how they learn. Origi-
nators are too accustomed to the quick 
sales cycle of the past several years, 
so they don’t know what to do or say 
when they have a renter who is not 
ready to buy now, and is unsure if they 
even want to buy at all. At best, the 
originator will add them to their e-mail 
drip campaign that contains wonderful 
information on the mortgage loan pro-
cess and why now is a great time to buy 
a home. The problem is those emails 
are not being read or, if they are, the 
message is falling on deaf ears. Path-
2Buy solves this industry problem.

intangible rOi
The greatest intangible efficiency that 
the technology of the Path2Buy pro-
gram offers is it has reinvented the art 
of the sales call for originators and has 
redefined pipeline incubation. The re-
ality is that for the past 10 years, most 
originators haven’t had to prospect 
for new business. Now that the mar-
ket has shifted away from being pre-
dominately refinance driven and into 
a purchase market, many originators 
are struggling with how to make that 
switch. The art of the sales call, oth-
erwise known as Sales 101, has fallen 
by the wayside. Path2Buy has changed 
that equation.

Hard savings rOi
In order for an originator to replicate 
the technology and content created 
through the Path2Buy program, they 
would need to hire a web designer to 
create the landing page as well as find a 
resource to create the educational vid-
eos and content provided as a part of 
the program. Not to mention, the over 
four years worth of research on the 
Millennial that Path2Buy has incorpo-
rated into the program. As a result of 
implementing the Path2Buy program, 
the certified Path2Buy Coaches report 
closing an average of 10 additional 
loans per year.
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PROGRESS in Lending has named  
Platinum Data solutions a top innovation. 
Platinum Data has created four indus-
try-first technologies. First, RealView 
appraisal QC technology pioneered 
automated data verification for ap-
praisals. It is the only software of its 
kind that (1) is designed specifically 
for lenders and AMCs, (2) uses busi-
ness intelligence to provide a contex-
tual analysis of data quality, and (3) 
is completely configurable. Second, 
FreeAppraialReview.com, is a free ap-
praisal review technology specifically 
for appraisers. In seconds, it screens 
each appraisal for the most common 
causes of returned appraisals, which 
routinely add days to loan turnaround 
times. Third, OptiVal automates AVM 
analysis, which enables the responsible 
use of AVMs. OptiVal is essentially a 
customized, turnkey rating system for 
AVMs. Lastly, Collateral Expert ag-
gregates property data and provides 
comprehensive findings based on a 
property address for the current date or 
a date in the past.

industry significance
All of these products have huge ben-
efits. RealView’s and FreeAppraisal-
Review.com’s industry significance is 
focused primarily on enabling mark-
edly higher overall loan quality, and 
imparting accountability and enabling 
self-regulation among lenders, AMCs 
and appraisers. Also, Collateral Ex-
pert’s overall industry significance is 
in providing complete “pre-packaged” 
property data without the cost of (or 
need for) a full appraisal. It provides 

information based on an address alone 
for the current date or any date in the 
past, and enables human evaluation.

Overall Uniqueness
All four of Platinum Data’s offerings 
are also industry pioneers. For ex-
ample, RealView pioneered the use of 
automation and business intelligence 
in appraisal underwriting. Unlike other 
technologies, it doesn’t merely screen 
for completion; it also provides a con-
textual analysis of an appraisal’s data 
in relation to data from public and 
private sources, as well as other data 
within the appraisal itself. RealView 
can screen for all of Fannie Mae’s Col-
lateral Underwriter (CU) hard stops, 
and is configured to analyze appraisals 
for all CU findings that are not based 
on Fannie Mae’s proprietary UCDP-
based database.

Positive Change
Platinum’s OptiVal-based services are 
used by one of the pioneers and most 
renowned providers of online finan-
cial services, as well as other HELOC 
lenders. OptiVal provides these or-
ganizations with an efficient, reliable 
means to comply with regulations set 
forth by their governing bodies (OCC, 
FDIC, etc.). These regulators require 
that the financial institutions in their 
charge (whether community banks, 
online financial services providers, 
credit unions and the like) have an ob-
jective, qualified method for evaluating 
and selecting the AVMs they use to 
value property. OptiVal is their means 
for achieving this.

intangible rOi
FreeAppraisalReview.com’s primary 
intangible efficiency is saved time. 
FreeAppraisalReview.com identifies 
the most common culprits behind re-
turned appraisals. When an appraisal 
is returned to an appraiser for correc-
tion, the appraiser must re-engage with 
the file, which is likely to have been 
“closed” for days or even weeks. He or 
she must then review the file, familiar-
ize him/herself with the circumstances, 
then make the requested adjustment. 
This re-engagement can take anywhere 
from several minutes to 30 minutes or 
more. For an owner/operator one-per-
son-shop enterprise, the delay can cut 
into profit margins considerably.

Hard savings rOi
RealView has been demonstrated to 
prevent buybacks, which can cost 
lenders hundreds of thousands of dol-
lars per incident. A RealView user that 
customarily uses RealView, by clerical 
error, didn’t use RealView on a batch 
of loans. One of those loans resulted 
in a buyback request for an error that 
RealView would have identified. Thus, 
for an investment of $6 to $16, lend-
ers are preventing hundreds of thou-
sands of dollars in buyback expenses 
(according to MBA in mid-2014, the 
average purchase loan amount was 
$280,500).
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Market conditions 
call for innovation. 
Now is not the time to retrench or 
recoil, now is the time to step up 
and improve this business. So, at 
the fourth annual ENGAGE Event 
held last year we invited four of 
the most dynamic women leaders 
in mortgage lending to speak on 
this topic. The conversation was 
so spirited and thoughtful, that we 
gathered these women again to 
discuss what a true mortgage leader 
should be doing now in order to 
thrive. Here’s what (left to right) 
Kelly Purcell, Executive Vice Presi-
dent, Global Sales and Marketing 
for eSignSystems; Lisa Binkley, 
Senior Vice President at Platinum 
Data Solutions; Lisa Springer, 
Managing Director, Chief Operat-
ing Officer at STRATMOR Group; 
and Molly Dowdy, the Executive 
Vice President of Marketing at 
Mercury Network; had to say:

We gathered prominent women 
leaders, Kelly Purcell, 
Lisa Springer, Lisa Binkley  
and Molly Dowdy to discuss the  
future of the mortgage space.

Executive Interview
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Q: What does the industry need to 
do to develop the next generation of 
women mortgage leaders?  

kellY PUrcell: The bottom line is 
that we need to encourage young women 
to get involved in professional mentoring 
groups, associations in the industry to get 
them to gather with each other and other 
industry leaders so they have a voice at 
the table.

MollY doWdY: I think the lack of 
women in management positions in the 
mortgage industry is a serious problem, 
but it will eventually correct itself regard-
less of what we do. The fact is, women 
control the majority of mortgage deci-
sions in this country, and that rate will 
continue to rise. The companies strategi-
cally planning for success will pay atten-
tion to those trends and will put women in 
top positions to capitalize on more of that 
growing market. In this industry, I don’t 
think any metric is more compelling than 
bottom line revenue, and companies that 
recognize the importance of diversity 
will be far more profitable and competi-
tive than those that don’t. Diverse com-
panies that are squarely focused on their 
customers (more than half of which will 
be women, if they’re not already) will 
dominate the old fashioned companies 
that keep doing the same old things.

Of course, there are dozens of other 
compelling reasons to put women in 
leadership positions in our industry, but 
money talks. Firms in our industry that 
are interested in maximizing profits will 
undoubtedly hire women for key posi-
tions. Those that don’t will be passed by.

lisa BINKLEY: The mortgage indus-
try has actually done a fairly good job 
of providing opportunity to women in 
middle management roles, quality 
assur-ance and underwriting. What 
they need to do is to provide more 
opportunity to women in and above 
the senior execu-tive level. There are a 
number of women who have become 
very successful CEOs in this industry, 
but with the large play-ers—like Citi, 
Chase, BoA, Wells, Equi-fax— the 
executive arena is still a white male-
dominated field. The big players need to 
get women in leadership roles to drive 
the industry forward.

lisa sPrinGer: The actions we need 
to take to bring up the next generation of 
women mortgage leaders equally applies 
to how we bring up all generations of 
leaders, male and female. In fact, while 
gender inequality has long been a critical 
issue for female leaders who are now of 
a certain age, I believe it will be much 
less of an issue for future generations of 
women. And that’s good, because we 
have plenty of other cross-generational 
issues to deal with right now.

Our industry must first focus on the 
differences between the various gen-
erations that are now working together 
in our companies. I would argue that the 
differences between these generational 
groups form much wider gaps than the 
differences between male and female co-
workers within any of these groups. Each 
generation thinks and works so differently 
that building effective teams is becoming 
increasingly difficult. For instance, Baby 
Boomers focus on working harder, Gen 
Xers work to live versus live to work, and 
Gen Yers work for a “cause.” These diver-
gent work philosophies pose a significant 
threat to companies today. According 
to Caliperonline.com, women leaders 
“demonstrate an inclusive, team-building 

leadership style of problem solving and 
decision making.” Lenders that recognize 
and leverage this quality in women leaders 
will improve their success as they strive to 
close these generational gaps.

Q: How would you define mortgage 
lending innovation these days?

lisa BINKLEY: Innovation for today 
would be a process for originating com-
pliant, profitable loans in a cost-
effective, efficient manner. Innovation 
means removing manual processes 
wherever possible, and implementing 
technology that differentiates between 
the processes where technology 
elevates compliance, quality and 
efficiency, and the exceptions that 
require human logic to resolve. A 
best-of-both-worlds innovation keeps 
humans as the decision-making entity but 
eliminates the box-checking, i-dotting 
and t-crossing from their process.

kellY PUrcell: Innovation hap-
pens when you think creatively. When 
we look at the mortgage industry today, 
there is a lot of forward thinking, and out-
of-the-box solutions coming out about 
how to improve the process. Most of this 
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energy is all focused on the new Loan 
Estimate and Closing Disclosure, but that 
will broaden after the August deadline. 
Out industry is innovating.

MollY doWdY: For now, inno-
vation needs to be focused on helping 
lenders and others understand and com-
ply with all the new regulations. We’ve 
seen several instances lately of technol-
ogy providers just continuing to trick out 
their own software offerings, without 
paying attention to what their customers 
really need. It sounds ridiculous to say 
out loud, but technology companies that 
serve the industry have to be in front 
of the latest requirements so their cus-
tomers have at least the basics covered. 
Features on top of those that ensure a 
lender’s minimum compliance are icing 
on the cake, but can’t come first. It’s sort 
of like sending your kid to school on a 
snowy day with a really awesome new 
hat, but forgetting their coat.

lisa sPrinGer: Many would be 
tempted to answer this question by tying 
innovation directly to technology. I know 
I would have when I was working for 
mortgage technology vendors. Today, I 
believe that the innovation our industry 
most desperately needs isn’t about tech-
nology; it’s about the relationships we 
choose to value.

In the past, our “customers” were the 
next players in the chain that took the 
mortgage asset from origination through 
to the secondary market. Brokers served 
wholesale lenders, who served larger cor-
respondent lenders or aggregators, who 
created securities for sale to other inves-
tors. The borrower wasn’t a customer so 
much as a work input. Today, our federal 
regulator would see that changed.

The consumer experience is where 
I expect to see future innovation in the 
mortgage space because failure here 
comes at very high cost. The government 
expects us to refocus our businesses on 
the consumer and is fining those who fail 
to do so. But beyond that, failure to meet 
the expectations of today’s consumers 
will result in a much greater negative 
impact than ever before due to their vast 
social networks. An unhappy consumer 
of 20 years ago may have only told a 
handful of people

Q: What key elements and/or technol-
ogy do lenders need to implement to 
adapt to new regulatory change?

lisa BinkleY: Appraisal quality tech-
nology. The collateral approval process 
must be standardized. Companies need 
to forcefully demonstrate that they are 
treating all appraisals in the same fash-
ion, every single time, for every different 
consumer. Additionally, they need to le-
verage their own appraisal data for mar-
ket and appraiser intelligence OUTSIDE 
of UCDP or the Agencies.

kellY PUrcell: It’s all about go-
ing electronic or “e.” If you think about 
it, “e” will be key to compliance with 
TRID because there just is no other way. 
Lenders must use the same provider to 
produce the Loan Estimate and Closing 
Disclosure, so that the lender can com-
pare that the data is the same. And that’s 
just one example of many that I can site 
where “e” is the answer.

lisa sPrinGer: I have two perspec-
tives; one with a long-term view and one 
for 2015.

The long-term adaptation is a keen 
focus on measuring the customer experi-
ence. We need to develop methodologies, 
technologies and protocols to reliably 
measure our impact on the consumers we 
serve and then quickly repair mistakes 
while we capitalize on our successes. 
Some tools are available for this now and 
we expect to see more innovation here in 
the future.

In the short-term, for 2015, it’s all 
about the documents. The new integrated 
disclosures will go into effect in August 
and every lender should already be in 

testing mode, whether they are building 
their own docs, as some of the larger 
lenders are, or working with a 3rd party 
provider. This is a very big change for 
our industry and many are still not ready 
for it. Those that fail to have a tested 
solution in place will be in a very precari-
ous position come August.

MollY doWdY: The most important 
thing lenders need to do in my opinion, 
is make sure they have a very flexible 
technology infrastructure. With a solid 
foundation, they can plug in any technol-
ogy solution they wish to use without 
overhauling their entire back end system. 
Trying new technology is critical to com-
petitiveness, so a lender’s infrastructure 
has to be agile enough to allow them 
to choose the very best solutions avail-
able, and not just what works with an old 
legacy platform built in the 90s.

Q: What industry advances are need-
ed over the next 12 months to ensure 
every lender’s future success?

MollY doWdY: That’s a good ques-
tion. I don’t think there are industry 
advances that can ensure every lender’s 
future success. But there are many ad-
vances that smart lenders can jump on to 
ensure their own success. A focus on the 
borrower’s overall experience is critical, 
and lenders with progressive views on 
this will gain market share over those that 
don’t change with the times. 

lisa BINKLEY: Companies need to 
get beyond being “too busy to improve” 
and implement technology that promotes 
quality loans. They must start 
promoting consistency and efficiency 
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of process across the origination and fund-
ing of a loan. Lenders need to implement 
fool-proof disclosure processes and insert 
hard stops to ensure the disclosures and 
documents upon which the loan decision 
was made, are the same as the documents 
they will be delivering with the loan. Ad-
ditionally, they must start using technolo-
gy to approve their appraisals, and not rely 
on Collateral Underwriter—a technology 
that was designed to protect Fannie Mae, 
NOT lenders or AMCs—as their appraisal 
QC. Lenders, AMCs and appraisers all 
owe it to themselves to know more about 
the appraisal than Fannie Mae or Freddie 
Mac knows about the appraisal.

kELLY PUrCELL: We need more and 
better education around key topics. For 
example, lenders need more education 
and understanding about the implications 
of non-compliance with TRID. Other 
concepts like eNotorization for one, need 
to be demystified. The possibilities for 
lenders to use these technologies and 
succeed are endless.

Lisa sPriNGEr: Ensuring every 
lender’s success is not a realistic objec-
tive. In any business, some fail each year. 
In our heavily regulated business, we’ve 
seen a great many failures and will surely 
see more. But if I had to choose a single 
area in which an advance could provide 
the most benefit to our industry, I would 
focus on corporate culture.

In many industries, executives of-
ten pay lip service to this concept, or 
they adopt a hands-off approach that 
usually sees their culture devolve 

into a “survival of the fittest” type of 
paradigm. Neither of these approaches 
will serve our industry well, not in an 
environment where lenders are held 
accountable for the actions of everyone 
within their organization as well as any 
3rd party provider they choose to work 
with. We need to build strong corporate 
cultures that focus on rebuilding trust 
in our industry, ensure compliance 
with industry regulations, and adhere 
to each organization’s unique approach 
for success. v
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In the face of new challenges, lenders are 
constantly looking for ways to drive new business 

in the most efficient manner possible.

By Brandon Perry

Driving 
new Business 
to the Pos

Today’s market condi-
tions continue to pres-
ent numerous chal-

lenges for lenders.  Originations 
are down and there is a flood 
of new rules and regulations, 
which contributes to the rising 
costs to originate. Combine 
those challenges with low cus-
tomer loyalty, intense competi-
tion for new borrowers, and the 
pressure to grow business, it is 
clear that times continue to be 
tough for lenders. 

Originations are down:
The Mortgage Bankers As-

sociation has bumped up its 
forecast for 2015 originations 
due to higher-than-expected refi-
nancing activity. But it still is not 
going to be a great year. Origina-
tions in 2014 were the “lowest 
in 14 years and 2015 is going to 
be marginally better,” said MBA 
chief economist Michael Fratan-
toni. The new 2015 forecast calls 

for $1.19 trillion in one-to-four 
family originations, up 6% from 
$1.12 trillion in 2014. 

Regulations are up:
The housing crisis in the 

United States over the past 
several years has brought with 
it new regulations in mortgage 
practices. Banks and lenders 
now have to follow what the 
new mortgage lending rules 
really mean and enforce their 
practices. The government is 
constantly reviewing rules and 
initiatives to make home mort-
gages as safe as possible for 
both lenders and borrowers.

Cost of Acquiring New
 Business:
Acquiring a new customer 

costs about five to seven times 
as much as maintaining a profit-
able relationship with an exist-
ing customer. This is especially 
true in the mortgage industry,
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Marketing automation provides 
you the ability to create activities, 
which enable you to design marketing 
materials from scratch.

as the cost to originate continue to soar.

Pressure to Grow Business:
Companies that are in highly regulat-

ed and competitive industries are under 
intense pressure to grow their business 
while maintaining compliance.

The intense regulatory burden is 
stretching staff resources and driving 
up the cost to originate. The industry 
continues to experience roller coaster 
interest rates, constantly changing rules 
and regulations, heightened competi-
tion for borrowers, and extreme pres-
sure to produce results. In the face of 
these challenges, lenders are constantly 
looking for ways to drive new business 
in the most efficient manner possible.  

Even with the flood of rules and 
regulations and the enormous pressure to 
comply, lenders must continue to attract 
new borrowers if they want to remain 
viable. Even if they meet all compliance 
mandates, it will be irrelevant if they don’t 

marketing technology to attract more 
borrowers in today’s highly competitive 
and regulated mortgage market.

So what is marketing automation 
and why should lenders take notice? 
Marketing automation for lenders can 
be described as software and strategies 
that allow companies to consistently at-
tract new borrowers—that is, to nurture 
prospective borrowers with highly per-
sonalized, relevant content that helps 
convert borrowers into customers and 
turns customers into raving fans. 

So, what does the ideal marketing au-
tomation solution look like? For lenders 
looking to drive new business with mar-
keting automation it needs to include:

>> Automated Loyalty Marketing
Loyal customers are less expensive 

to serve, typically buy more frequently 
and at higher rates, and often refer 
other borrowers. Automated loyalty-
marketing delivers: conversations that 
engage borrowers, promote loyalty, 

increase retention, and enhance the 
borrowers lifetime value. 

>> On-Demand Campaigns
Custom Campaigns can be run quick-

ly and easily on-demand to any mix of 
contact databases: prospects, applicants, 
borrowers and partners. You’ll want to 
run a campaign whenever you spot a 
tactical sales opportunity — for example, 
a change in interest rates or other market 
conditions. On-demand campaigns are 
also an effective way of just staying in 
touch with your database — for example, 
making announcements about significant 
changes at your company.

>> Extensive Mortgage Specific 
Content Library

Find hundreds of ready-to-go market-
ing materials that have been profession-
ally prepared. Choose from postcards, 
letters, greeting cards, newsletters, 

emails, and much more. The materials 
are categorized by format, purpose, and 
audience for easy access to exactly what 
you need. Content is constantly refreshed 
to target current business opportunities. 
In addition, there are holiday greetings, 
home maintenance tips, recipe cards-
something for every occasion.

Copy and edit the materials and adapt 
them to meet your specific needs and 
brand standards. That’s why you’ll find 
a “copy” button against each item in the 
Marketing-Toolbox library. Clicking the 
button allows you to make a copy of the 
piece in your company’s private library, 
where you can edit it as necessary. 
You can even limit access to a specific 
branch or branches: for example, allow-
ing only reverse mortgage specialists to 
view reverse mortgage content.

Marketing automation provides you 
the ability to create activities, which 
enable you to design marketing materials 
from scratch. Clicking the button takes 

you into a simple wizard that guides you 
through the steps that turn your market-
ing ideas into actionable content – in 
three minutes or less.

>> Comprehensive Mortgage/Market-
ing Compliance

Regulation. It’s everywhere these 
days. And on the marketing side of 
every mortgage company’s operations, 
as much as any other, it means that 
management has to take a much more 
active role in ensuring its brand and its 
products are correctly and compliantly 
represented in the marketplace. Com-
munications with prospects, customers, 
and even referral partners – whether 
driven from the center or by loan origi-
nators – must be controlled, but with-
out inhibiting genuine creativity and 
individual initiative. 

One of mortgage specific marketing 

have any business coming in the door.
How will your company continue to 

thrive in such a demanding environ-
ment? Identifying and acting on high-
quality business opportunities is a big 
part of the answer. You need to gener-
ate leads quickly and efficiently, and 
then drive them to the point-of-sale. 
You need to convert them into custom-
ers with compliant in-process market-
ing. You also need to retain them and 
maximize their lifetime value through 
repeat business and referrals.  It’s criti-
cally important to create and nourish 
strong relationships with referral part-
ners in a purchase market  

Lenders need to turn to marketing au-
tomation to drive high-quality business 
to the point of sale. Lenders focused 
on driving new business and attracting 
more borrowers are turning to advanced 
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Mortgage Network, Inc. opens your career to opportunities, limited only by your own initiative. 
The company you choose to work for can have an enormous impact on your ability to reach 
your individual goals. We have created a working environment to ensure success and growth. 

In House/Local OPS Team
Full Compliment of Loan products
We brand YOU first
Full Suite of Marketing & Training
In House support from Secondary, IT, 
Marketing, Specialized Lending, etc.
Fully Customized Technology from 
LOS To  Post Closing

•
•
•
•
•

•

Find out more about us at www.mortgagenetworkcareers.com 
or email us at employment@mortgagenetwork.com

Why not make 
Mortgage Network 
your choice for 
a new home?



automation’s distinctive features is that 
it establishes a controlled environment in 
which ingenuity and enterprise are able 
to flourish. It does this by providing man-
agement with five levels of control over 
the players in the marketing process. All 
you have to do is decide what degree of 
control you want to exercise in relation 
to each of the system’s key functions. 
For example, you can make sure that 
Loan Officers are unable to edit company 
information, upload unacceptable graph-
ics, or run on-demand campaigns that 
breach corporate guidelines.

>> Ability to Recruit & Retain Top 
Loan Officers

The current market conditions pro-
vide top LO’s with many choices as 
to the company they choose to work 
for. Leading LO’s demand advanced 
marketing solutions. These solutions 
automate engagement with prospective 
clients and provide relevant updates for 
in-process milestones while develop-
ing and enhancing partner relationships. 
Marketing Automation employs lead-
ing technology to maximize marketing 
relevance and automation of communi-
cation that capitalizes on opportunities 
to increase pipelines and profitability.

LO’s experience:
Increased pipelines and commission 
potential
Maximize market opportunities
Experience a surge in response rates

Develop loyalty throughout 
customer base
Gain a clear competitive advantage
Automate communications with 
prospective borrowers and clients
Develop and enhance partner 
relationships
>> Ability to Drive Strong Partner 

Relationships
Market Alerts is a great way to stay 

in front of your realtors and other busi-
ness partners on a weekly basis.

Loan officer personalization and au-
tomated delivery are handled through 
the marketing automation solution. 
Campaign effectiveness can easily be 
tracked via the system’s user interface 
– including confirmed reads, uncon-
firmed reads, forwards, unsubscribes, 
delivery delays and delivery failures.

Market Alerts is the professional and 
efficient way to keep you top-of-mind 
with your referral sources.

Lenders that have implemented 
mortgage specific marketing automa-

tion have experienced:
Increased Sales Revenue
Increased Lead Generation
Improved Lead Nurturing
Improved Marketing Productivity
Improved Campaign Targeting
Marketing automation typically 

generates significant new revenue for 
lenders and provides an excellent re-
turn on the investment, in addition to 
attracting top loan officer (LO) talent 
to the organization.

Mortgage specific marketing au-
tomation can increase market share, 
provide you with the ability to stay 
legal and compliant, grow profitable 
relationships, and protect your corpo-
rate branding. Marketing automation 
will increase efficiency across the 
organization.

Even though there is a number of 
challenges that lenders face in today’s 
market, the right mortgage specific mar-
keting automation solution can drive 
new business to the point of sale. v

About the Author
Brandon Perry is President at TTP. He oversees all 
operational and administrative activities of TTP. 
Brandon brings over 16 years of experience in 
various financial services industries to TTP, which 
enhances the company’s ability to maintain it’s 
position as industry leader in providing customers 
with an advanced marketing solution.
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Find Out More Today
1.602.840.1199
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www.esignsystems.com
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Whether you are a lender, vendor or IVES participant, 
the eSignSystems’ SmartSAFE™ provides you with an 
industry proven solution to meet your ever-changing 
business requirements. 

SmartSAFE™
Your Secure Compliant eVault for all eSigned 
& eDelivered Mortgage Documents

“eSignSystems® 
  SmartSAFE™ allows 
  organizations to 
  seamlessly and 
  securely eSign
  Origination, Closing, 
  and Servicing
  Documents.”
                                        ~evo

Are You Ready to Execute & Manage 
Your Closing Docs?

You will with SmartSAFE™
by eSignSystems®
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More than 600 lenders and AMCs rely on Mercury Network to power more than 

20,000 appraisal deliveries a day.  Even the largest technology providers choose to 

integrate with Mercury Network to provide full control to their clients.   

Use Mercury Network in the cloud, or let us integrate with your existing system to 

lower your expenses, increase your quality, provide complete audit trails for your 

exams, and accelerate your closings.  Call 1-800-434-7260 today.

Mercury Network
1-800-434-7260

www.MercuryVMP.com
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Mercury Network
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