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Editor’s NotE

Roll Up Your Sleeves

We all have work to do. The mortgage industry is in need of can-do people that 
can solve real problems. And speaking of problems, there is none bigger than 
the foreclosure situation. RealtyTrac reported that for January 2012, default 
notices, scheduled auctions and bank repossessions were reported on 210,941 
U.S. properties in January. That was a 3 percent increase from the previous 
month. The report also shows one in every 624 U.S. housing units with a fore-
closure filing during the month.

So, where do we go from here? Throughout this edition of our magazine 
industry experts talk about the future of mortgage lending and what will 
be needed to get through this rough patch. In my opinion, innovation is a 
critical component of getting to industry recovery. For this very reason we at 
PROGRESS in Lending started the Innovations Program to recognize people 
that are making a difference and to encourage others to get in the game and 
innovate. Check out the top innovations of 2011 according to the PROGRESS 
in Lending Executive Team in this issue.

Now is not the time to be content. We all have to dare to be different. Words 
are powerful, but sometimes a picture says it all. So, I thought I’d share with you this image. Why am I showing you this picture 
of a family? Because the mortgage technology space is one extended family in my opinion. We all know each other and we’re 
all in this togther, like a family.

Families don’t cut and run when things get difficult. Families stick together and help each other solve real problems. So, let’s 
get to it and solve some real problems that the mortgage industry faces. I challenge you to get to work on your own innovations, 
I mean technology innovations as it were, so we can get the mortgage industry rolling again. I know you can do it. ❖

Tony Garritano 
tony@progressinlending.com

PS. Your comments are welcome. Please E-mail letters to letters@progressinlending.com. Include your name, address and 
a daytime telephone number. Letters are subject to editing and are presumed to be for publication unless the writer specifies 
otherwise.
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Are You Cutting Corners?

The scariest part of the Dodd-Frank legislation 
is that much of it was poorly written and 
CFPB is having to do their best to figure out 
how to interpret it.

Your Voice - BY DaViD LYkken

The Future of Our Space

You no doubt have heard the saying, “What doesn’t kill you makes you stronger.” Well as it re-
lates to the future of our industry, we have a lot of opportunity to become stronger.  

The mortgage industry is experiencing extraordinary and unprecidented change. It is more 
accurate to say that we are in the midst of a profound and fundamental seismic shift. The cause of this 
shift is “REGULATIONS”! With more than 37+ years in this industry, I can’t think of anything that has 
impacted the future of our industry more than the tsunami of new regulations recently enacted. I predict 
that these new regulations will permanently alter the landscape of our industry in the months and years 
to come in ways many have not anticipated ... it is going to come as a surprise. To be clear, I am not 
talking about some December 21st, 2012 Mayan calendar doomsday scenario. However, not responding 
properly to all the new regulations could doom your business to failure and extinction.  

Sound ominous? Yes it does ... BUT there is a promising flip side to all of this which I will get to 
in a minute. But first allow me to establish the following hypothesis: The single greatest determining 
factor of which mortgage companies will succeed or which will fail in the months and years ahead will 

be predicated more upon how each respond 
to the new regulatory ‘hoops’ through which 
they will have to jump than anything else.  

Borrowing a familiar line from an ol’ 
Western movie, “You better watch out, there’s 
a new sheriff in town!” With the enactment 
of the Dodd-Frank bill, Congress created 
the Consumer Financial Protection Bureau 

(CFPB). Then on January 4th of this year, President Obama used a controversial recess appointment 
to install his hand-picked man, Richard Cordray, as the Director of CFPB. Let there be no question, 
“there’s a new Sherriff in town.”

Did you catch how Obama and Cordray characterized the business practices of independent mort-
gage brokers? Are they painting the whole industry with a broad-brush based upon the bad business 
practices of a few? The tone of this press conference doesn’t bode well for many independently owned 
and operated mortgage companies. And the press conference is not an isolated incident. There are a 
number of additional inflamatory quotes that Director Cordray has made. Does that get you fired up 
as much as it does me? If so, my recommendation is for you to do what I am doing and that is to get 
involved in politics this election season. Don’t just rely on your favorite PAC... YOU need to get directly 
involved in politics!  

Consider this ... the “long arm” of the CFPB is extensive and far reaching. The following are just a 
few of the regulations that have been consolidated under their jurisdiction: 

<<< Equal Credit Opportunity Act (ECOA) 
<<< Fair Credit Reporting Act (FCRA) Except Sec. 615(e) & 628 
<<< Gramm-Leach-Bliley Act (GLBA) Privacy Sec. 502 – 509 
<<< Home Mortgage Disclosure Act (HMDA) 
<<< Home Ownership & Equity Protection Act (HOEPA) 
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<<< Real Estate Settlement Proce-
dures Act (RESPA) 

<<< S.A.F.E. Mortgage Licensing 
Act (SAFE) 

<<< Truth-in-Lending Act (TILA) 
And for those who have the mis-

taken notion that the CFPB is going 
away anytime soon, think again. With 
so much negative sentiment in America 
towards our industry, it doesn’t matter 
which political party is in Congress or 
the White House. The general consen-
sus on both sides of the political aisle 
is that unregulated independent mort-
gage lenders (both mortgage brokers 
and mortgage bankers) need to be regulated the same as banks. 
What concerns me is how few recognize or comprehend the 
consequences of all of this ... and I am not just talking about 
negative consequences. Again, I stress there are some poten-
tally positive consequences as well.  

While there are positives, it is imperative that I outline the 
negatives. They involve serious financial penalities that range 
from $5,000 per day up to $25,000 per day for any “reckless” vi-
olation, and up to $1 million per day for any known violation(s) 
of any law, rule or final order or condition imposed by CFPB! 
The scariest part of the Dodd-Frank legislation is that much of it 
was poorly written and CFPB is having to do their best to figure 
out how to interpret it, much less enact and enforce it.  

In spite of the negative rhetoric coming from Richard 
Cordray, I am of the opinion that CFPB is not here to run ev-
eryone out of business. It may feel like that to some, but I don’t 
believe that is the case ... here’s why. We all seem to recognize 
that it was housing that led us into our current economic mess 
and it will be housing that will lead us out. I believe that CFPB 
realizes that our country needs to have a healthy mortgage in-
dustry in order to have a healthy and sustainable housing re-
covery. The real question is HOW to achieve a healthy and 
stable mortgage industry. That is what this upcoming election 
is really all about. There are two distinctly different ideologies 
to choose from. One ideology extreme is to over regulate when 
we can’t identify a solution. The other extreme is let the mar-
kets run free and deal with the consequences. Both are flawed 
and a compromise needs to be reached.     

Here’s the exciting news flash for you ... All of this is cre-

ating huge opportunities for technol-
ogy companies, training companies, ac-
counting firms and consulting firms that 
offer products and services focused on 
helping mortgage companies navigate 
the treacherous regulatory waters ahead. 
For example, most of you are aware of 
the Mortgage Call Report (MCR), with 
its origins in the S.A.F.E. Act, requires 
all state licensed mortgage companies 
employing licensed Mortgage Loan 
Originators (MLOs) to submit very de-
tailed mortgage lending activity reports 
and very specific financial data quarter-
ly to the National Mortgage Licensing 

System & Registry (NMLS). In turn, the NMLS then distributes 
these reports and all this data to each state in which a company is 
licenced. As a result, each state regulator is now armed with an 
immense amount of very detailed data and financial information 
down to the loan level detail. This is going to present some very 
unpleasant new realities for many independent mortgage com-
pany owners and executives when it comes to their next audit. 
Some LOS systems support the MCR better than others. Same 
goes for how some accounting systems are designed, set-up and 
implemented. Those systems that will prosper and grow will be 
those systems that have built-in the checks and balances neces-
sary to identify regulatory issues. The reliance on Dashboards to 
identify variances is going to be more critical than ever. Having 
well thought out accounting systems, policies and procedures 
that provide accurate and detailed loan level accounting is es-
sential to the success or failure of every company. There will 
be a greater reliance on data integrity than ever before, creating 
opportunities for consulting firms specializing in accounting so-
lutions and support.    

Every new business cycle, regardless of its challenges, pres-
ents new and exciting business opportunities. And with each cy-
cle, we see some companies that were previously successful fail 
and other companies prosper and grow. Again the saying “what 
doesn’t kill you makes you stronger” is so apropos to our current 
regulatory environment. I encourage each of you reading this 
article to make a conscious decision to commit the necessary 
time, money, and resources to get in front of these regulatory 
challenges. I believe that those companies that make it through 
will be in a position to prosper. ❖

David Lykken has his own national weekly radio program called “Lykken On Lending” that can be heard each Monday 
at Noon Central time by going to www.LykkenOnLending.com. As co-founder and Managing Partner of KLS Consulting 
doing business as Mortgage Banking Solutions, David has over 37 years of management experience.

The general 
consensus on 
both sides of 
the political 
aisle is that 

unregulated 
mortgage lenders 

need to be 
regulated.
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Are You Cutting Corners?

As we take a hard look at our industry, today’s 
lenders are facing the same issues that 
many in other industries are.

RecoveRy Tips - By Ted Hicks

Efficiency Advice

We are all hearing the same thing: originations are expected to decline and regulation is go-
ing to continue to pile on. Take Uniform Loan Delivery Dataset or ULDD for example. 
The Uniform Loan Delivery Dataset is a major change in the way the mortgage industry 

not only delivers loans between lenders and investors, but is also a significant development in how 
loan data is verified, analyzed and evaluated. By having the individual data elements of each loan 
available in a standardized digital format to compare and study, investors can more easily review files 
to ensure greater data integrity in each loan. Analysis and reporting are greatly improved, bringing 
much-needed transparency and quality to the capital markets, leading to greater liquidity and reduced 
costs for all stakeholders in the process. Initially applying to loan deliveries involving Fannie Mae 
and Freddie Mac, the ULDD effectively sets the stage to become the new industry standard upon 
implementation.

Sure, ULDD is another compliance hurdle, but the aim is to make the mortgage process as efficient 
as humanly possible. As we take a hard look at our industry, today’s lenders are facing the same issues 

that many in other industries have been fac-
ing for the past decade—learning to do more 
with less. Downsizing, rightsizing—whatev-
er the term du jour is—means we must learn 
to ramp up production with fewer resources 
and stricter budgets. The goal is to operate a 
more streamlined business in the most cost 

efficient way possible. Becoming cost-efficient is not an overnight process. However, there are vari-
ous aspects of your lending operation that can become more efficient through the use of technology.

Determining the right solution for your business is the most crucial step in the process. You must 
weigh the benefits and features of your technology to decide which ones you need most. Most plat-
forms offer the same basic features, but some may be much more complicated to use and therefore not 
as efficient for your business. You’ll want a system that offers you the functionality to enforce federal 
regulations with the flexibility to allow you to run your business your way. With the right solution, 
you can maximize your time and cost efficiency with five simple changes.

I know the word “change” can be a bit scary, but often it is necessary. As the old saying goes: 
The only constant in life is change. And boy do we in the mortgage space know a thing or two about 
change. So, let’s make it simple. Here are five tips that will help drive efficiency:

1. Scorecards
In the past, lenders were only able to obtain HUD certified findings directly from Fannie Mae 

using Desktop Underwriting. That is no longer the case. A select few decisioning engines are now 
approved by HUD for FHA eligibility. With direct access to the FHA TOTAL Scorecard, decisioning 
systems such as LoanScoreCard offer certified findings using a combination of TOTAL and AUS at 
a much lower cost. You can’t truly be efficient when using a decisioning engine that exists outside of 
your LOS. There are core features that every LOS needs to include and decisioning is one of those 
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features. What separates decisioning 
engines is this seamless access to FHA. 
That’s rare.

2. Services
Lenders seeking to maximize time 

and cost can use their technology plat-
form to order products and services. 
Ordering products and services directly 
through their Loan Origination System 
(LOS) virtually eliminates the possibil-
ity of re-keying errors. Additionally, 
results received from vendors are de-
livered straight into the borrower file 
from which it was ordered. With tracking and status updates, 
you always know what’s been ordered and if anything is lack-
ing in the file.  

3. Website Integration
If your employees spend their time keying in 1003 data, 

they are not saving you any money or time. Integrating your 
public facing website with your LOS allows you to take ap-
plications 24 hours a day. And let’s face it, we live in an on-
demand environment. Everyone is on the go and every second 
counts. The saying time is money, is so true. The answer is to 
have full integration between your LOS and your website. On 
a very rudimentary level, you can even determine how much 
data to accept through your online application system so that 
the 3-day rule doesn’t apply until your originators personally 
obtain additional information from the applicant when you 
have full integration. 

4. Remote Access
Buyers do not always apply during normal business hours. 

People are busy during normal business hours because they’re 
working. Having remote access through a secure Internet con-
nection gives you the flexibility to be available when they are. 
Flexibility is very important. This way, authorized users can 
work from home and you have the ability to view your pipeline 
24/7 and fix any errors before they become big problems.   

5. Rules
One of the most important tasks for lenders is to ensure that 

all employees are following the rules for compliance. Without 

total visibility into what you’re doing 
and what all your employees are doing 
how can you say with certainty that 
you are compliant? The simplest way 
to accomplish this is through business 
rules within the LOS. Business rules 
enable hard and soft stops that enforce 
proper behaviors throughout the loan 
process. But it’s more than just hav-
ing a rules engine. Every LOS will tell 
you that they have a robust rules en-
gine. The key to a great rules engine 
is the ability to change those rules as 
the market evolves. As such you need 

to make your rules engine so simple that even upper manage-
ment can customize the rules. Rules can be easily set up at 
screen level, field level or even action-based depending on 
each lender’s needs.  

Becoming more cost-efficient doesn’t happen by starting 
out with the most expensive technology available. For today’s 
lenders, it’s more about using your technology to your advan-
tage and finding out what it can do for you each step of the loan 
process. Find out where you stand with your LOS and make 
sure you are fully utilizing the features you need.  

Leveraging your LOS to its fullest potential, including the 
use of integrated services that save you time and money, can 
give you the absolute efficiency you need for a successful 
business.  

You also need a good partner. Your vendor shouldn’t be 
idle. They need to be changing with the market, too. For ex-
ample, we at Calyx launched LoanScorecard.com, a HUD-ap-
proved automated underwriting system (AUS) that determines 
a loan’s eligibility for FHA insurance, thus providing a detailed 
FHA Findings Report with underwriting and documentation 
requirements. FHA Findings are laid out to maximize readabil-
ity, with feedback messages grouped into logical categories, 
such as Credit, Income, Appraisal, and Assets. Loans with an 
FHA Case Number can get forwarded to FHA Connections 
for the Insurance Application to obtain a Mortgage Insurance 
Certificate (MIC).

This is just one example of how vendors should be respond-
ing to new market realities. It’s all about efficiency, so you 
need to make sure that your vendor is doing their level best to 
ensure your efficiency. It matters. ❖

Ted Hicks is the Director of Product Management at Calyx Software. He started working for Calyx over 5 years ago and 
is responsible for the research and design of all Calyx products including all issues related to compliance and forms. Ted 
has spent the last 15 years working as a product management professional in small and large firms.

One of the 
most important 

tasks for
 lenders is to 
ensure that all 
employees are 

following the rules 
for compliance.
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The mortgage meltdown has been the most severe downturn 
in history. It has been a lot to bounce back from, which 
is probably why recovery can be characterized as being 

very slow at best. This entire edition of Tomorrow’s Mortgage 
Executive magazine is dedicated to giving its readers ideas and 
strategies to succeed going forward. In particular, each article 
takes a forward looking approach to a given segment of loan 
processing and servicing.

However, before the mortgage industry can hope to move 
forward and not slip back into old habits and processes, it’s 
always beneficial to take a step back, look at what happened 
and remember not to revisit the sins of the past. Data compiled 
by CoreLogic indicates that after reaching a post-recession 
high of 3 percent growth over the prior year, real per capita 
disposable income softened in early 2011 and, as of November 
2011, was contracting at a rate of -0.9 percent. In addition to 
the weak economy and soft labor markets, income growth 
weakened because government transfers (such as social 
security income, unemployment insurance income, etc.) began 
to drop in 2011. 

Excluding government transfers, income grew 1.4 percent 
over the prior year as of November of last year. Although the 
growth rate has slowed, it is an encouraging sign that income 
excluding transfers (i.e., compensation) has stabilized the last 
few months.

All in all, these trends have had a negative impact on home 
prices and the mortgage sector as a result. CoreLogic reports that 
between the mid 1970s and very early 2000s, home prices and 
per-capita income increased in a very linear relationship, with 
prices never deviating by more than 16 percent above incomes 
through several real estate and business cycles. That relationship 
changed in the early 2000s, and by 2005 home prices were 50 
percent above incomes, more than three times higher than any 
previous deviation.

All of this led to bad news last year. Accordingly the 
CoreLogic House Price Index (HPI) we ended 2011 on a 
down note with the month-over-month growth rate showing a 
1.4 percent decrease in December 2011. For the full year, the 
single-family combined index, including distressed transactions, 
decreased by 4.7 percent in December 2011 compared with 
December 2010. This is the fifth year-over-year December 
decline, and translates into a 33.7 percent drop from the peak 
of this index in April 2006. The HPI, excluding distressed sales, 
ended 2011 basically flat, and showed just a modest decrease of 
1 percent from December 2010 to December 2011, an indication 
of how much of a role discounts on distressed sales have played 
in house price declines. ❖

Are You Cutting Corners?
While short cuts may save you lots of money upfront, in the end that approach 
often just leads to some lost opportunities.

Market Pulse

Let’s All Step Back
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real-world challenges lenders face and allows them to compete effectively with the larg-
est lenders. These comprehensive solutions optimize customer relationships and pro-
cesses with better management while maintaining compliance and delivering diverse 
services rapidly. No other product suite in the market today can deliver this level of 
integration wrapped in compliance support to accelerate the tempo of your enterprise.

mortgagecadence.com888.462.2336



Process ImProvement - By tony GarrItano

Changing The Game
We all know that industry recovery has been slow. So, I want to share some 
ideas on possible game-changers that would speed it up.

Wouldn’t you love for the mortgage industry to be booming again? There is hope. Now is the 
time to put together the ideas and the building blocks for future prosperity. But how do you 
do that? I talked to experts in every sector of the mortgage space to find out exactly what 

they would characterize as a game changer.
First, I talked to Sharon Matthews, President and CEO at electronic collaboration vendor eLynx. 

She was very concerned about how the outside world sees the mortgage industry today. “In my 
opinion, that game changing event that we need is something that will restore trust with American 
borrowers and investors through accelerating collaborative partnerships between those representing 
different stages of the mortgage life cycle,” she said. “Together, mortgages and loan data can be 
processed securely with enhanced transparency and efficiency, while maintaining the integrity of the 
data. This collective effort to restore trust, not only in the process, but in the data itself, will encour-
age lenders to lend, which rekindles big business opportunities through investment in mortgages. 
This is mission critical to industry recovery and better serving our lender customers by bringing 
borrowers back to the table.”

But does technology that will help lenders attain this goal exist today? “In my opinion that game 
changing technology is available today,” answered Matthews. “It is transforming a document-centric 
approach to a data-centric, fully-transparent, all-electronic mortgage process, from end-to-end. These 
offerings need only be presented to consumers in the right light to speed recovery. The American 

consumer needs to be empowered through technology 
-- to be able to initiate the mortgage loan process and 
feel like the transaction is trusted and compliant. Until 
consumer trust and confidence is restored, we cannot 
move forward. Any step toward this goal will speed the 
recovery, even if it’s only by processing and fulfilling 
all mortgage documents electronically, after a face-to-

face interaction with a loan officer.”
Certainly investors agree with Matthews or else we wouldn’t have UMDP. The idea is to mandate a 

more data-driven approach to mortgage lending. The first guinea pig in this process was the appraisal 
sector. So, I thought I would turn my attention there next.

I asked Mark Backonen, CEO at appraisal management company Class Appraisal, what he thought 
an industry game changer would be. He replied, “The industry needs to be able to bring interest rate re-
lief to as many homeowners as possible nationwide. Everything we do is an effort to deliver a superior 
product with innovative workflow solutions to assist lenders in doing their job. We have built a team 
of lending executives and appraisal experts to dramatically change the service levels of the valuation 
industry. Reducing the monthly debt service for homeowners nationwide is critical to restoring the 
confidence in our housing market.

“The game changing technology that we need,” he continued, “is to synchronize all of the data 
elements and be able to deliver them in an optimal format to all the parties involved in the lending deci-
sion. a la mode has been a valuable asset with the evolution of the Mercury Network. Class Appraisal 

Wouldn’t you love for the mortgage 
industry to be booming again? There  
is hope.
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evolved from a midsized appraisal management company to an 
industry leader within three years, in part from the hard work 
and dedication of the talented innovators at a la mode.”

So, technology vendors like a la mode and others, can cer-
tainly play a role if they are innovating to help their clients suc-
ceed in a very challenging market. No technology is more criti-
cal than the loan origination system. Lenders perceive their LOS 
as their life’s blood, their system of record. As a result, my next 
stop in trying to isolate a few game changers was to talk to an 
LOS vendor.

In responding to my questions, Michael Detwiler, CEO at 
loan origination system company Mortgage Cadence, noted 
that, “Many trends we are seeing in this new year are hopeful 
signs of things to come. More depository institutions are form-
ing relationships with mortgage companies, forging new busi-
ness opportunities and ensuring greater strength and growth. 
In addition, despite signs that correspondent lending is losing 
steam, Mortgage Cadence has signed multiple new clients look-
ing to leverage our platform for exactly that purpose. 

“In terms of technology, the rules-based, preconfigured 
underwriting engines with built-in calculations and threshold 
validations to enforce specific investor or product-specific 
guideline requirements are critical. In today’s highly regulated 
mortgage marketplace, lenders and investors are acutely aware 
of the risks associated with the origination of loans that do 
not meet strict compliance standards; specifically, the exposure 
to repurchase risk from investors and/or insurers, federal and 
state regulatory inquiries and audits, as well as the ever-present 
potential of civil litigation.”

From there I started to look at docs. As the industry becomes 
more data driven, and rules oriented the role of docs will change. 
Docs will become simply an output vs. a static form. As I thought 
this part of the mortgage business through I talked to Kathleen 
Mantych, Senior Marketing Director at document compliance 
and preparation company MRG Document Technologies. She 
concluded that, “Too many times when we hear the word game 
changing, people think it’s a magic bullet. Something that is go-
ing to radically change our lives and make our challenges in-

stantly go away. The fact is that there already exists some great 
technology and business partners who have the solutions and 
insight to help speed up recovery.

“Instead of looking for the next biggest event or the next new 
technology toy on the market to change the business model once 
more, lenders should embrace the technology at hand. With the 
advent of new compliance regulations yet again bearing down 
on the industry, navigating this road map will be difficult at best. 
The focus during these challenging times should be on stream-
lining business practices and utilizing the best of technology and 
compliance partners that are already available to lenders. By 
lenders relying on their compliance and technology partners to 
support today’s market this will be the game changing event.”

That got me thinking: Are lenders using existing technology 
to the fullest and if not, why not. So, I had a discussion about this 
with a lender and surprisingly his view of a game changer had 
little to do with technology at all. Brian Koss, an Executive Vice 
President of National Production at national lender Mortgage 
Network, Inc., noted, “The ability for those who are currently 
meeting their obligation to refinance to near market rate would 
unleash money into the economy immediately. Those who are 
paying their bills even though they are upside down are confi-
dent enough to reinvest in their homes and community. So the 
President’s proposal in the State of the Union to allow refinanc-
ing of “ALL” mortgages is truly a step in the right direction.

“The biggest obstacle to more refis or purchases is consistent 
valuation,” he added. “There is a tremendous amount of incon-
sistencies in AVMs and with experienced appraisers. Creating 
a more accurate valuation system that doesn’t result in large 
amounts of red flags would instill confidence in lenders to make 
commitments timely and bring more deals to the table. Not hav-
ing any valuation agreeing with the next one only adds doubt.”

Certainly Koss is right. However, I came away thinking that 
if lenders don’t use the technology they have to achieve these 
goals everything falls flat. Perhaps the game changer is to get 
lenders to think more about their technology and how it can help 
them achieve their goals instead of focusing too much on various 
loan products and other minutia. Just a thought to ponder. ❖

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.

Perhaps the game changer is to get lenders to think more about  
their technology and how it can help them achieve their goals.
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Future trends - By roger gudoBBa

Innovate or Die
Many organizations acknowledge that innovation is important to their growth 
and success.

I admit that ‘Innovate or Die’ may be a bit melodramatic, but in reality innovation is just a novel 
solution to a new problem. A common definition of innovation is an improvement to something 
already existing. For an improvement to take place it is necessary for people to change the way 

they make decisions or make choices outside of their norm. It is the creation of better or more effective 
products, processes, services, technologies or ideas that are accepted by the market. 

Innovations can be divided into two categories. First there are evolutionary innovations brought 
about by incremental advances in technology or process. Second there are revolutionary innovations 
(also called discontinuous innovations) that disrupt a routine and may require new behavior and in-
creased risk as they create new market opportunities.

Simplicity is one of the keys to successful innovation. But it’s not the same as a simple idea. It’s 
about taking sophisticated ideas and designs and being able to reduce them down to a simple ex-
planation. For example, look at Sperlonga, one of the 2011 Innovation Award winners. They built a 
simple, but ingenious, solution to build a bridge between the mortgage servicers and the Homeown-
ers Associations to identify delinquent HOA dues and quickly resolve issues before foreclosures. 

Or look at GreenBar, another winner this year 
that developed a unique approach to the point-
of-sale from a consumer viewpoint. They both 
thought ‘outside the box.’ The word “innova-
tion” is often synonymous with the output of 
the process.

In the business world you are told to be proactive rather than reactive. But being proactive is the 
same thing as being reactive. The only difference is you do the reacting ahead of time.

A well planned, proactive solution is more likely to succeed and less likely to create stress. With 
contingencies already in place, a problem is more easily addressed than if reactionary contingencies 
have to be developed as problems occur. Being proactive is a skill that takes time and effort to perfect. 
Considering all the long term benefits, you have to wonder why all organizations don’t have this as a 
crucial part of their strategy.

Let’s examine why lenders seem to be slow to change or adapt new technology. By its very nature, 
mortgage lending is a risk-adverse industry. Lenders feel comfortable with the status quo. If it’s not 
broke, don’t fix it. Status quo is ultimately about playing it safe, protecting egos and fighting inevitable 
change. It is the general conception ‘that is how things are done around here.’ Status quo can be your 
worst nightmare.

As the late CK Prahalad and Gary Hamel wrote in ‘Competing for the Future,’ “All of us are pris-
oners, to one degree or another, of our experience.” Organizations tend to do business as usual and fail 
to imagine better ways to tackle challenges and everyday activities. But the lenders realize that some 
change is inevitable and that a better alternative solution may emerge over time. So let’s look at one 
approach a lender may take in determining what they need to address and the overall impact on their 
organization.

‘Flipping Orthodoxies: Overcoming Insidious Obstacles to Innovation’ was a recent article in the 

What are you doing to make sure the status 
quo doesn’t paralyze your company?
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Fall 2011 issue of Rotman Magazine that discussed a plan to 
challenge and overcome ingrained orthodoxies. Following are 
some excerpts from that article. Orthodoxies are tightly-held be-
liefs that guide a company’s decisions. Orthodoxies range from 
seemingly-innocuous biases or conventions to, at their most ex-
treme, something that approaches religious-like devotion to a 
specific set of ideals. Oftentimes they are easy to see, but more 
often they are not explicitly recognized. They are unstated as-
sumptions that go unquestioned. 

Internal orthodoxies are often embedded in a company’s cul-
ture, so finding them is a major challenge. Management has to 
be ready to openly question practices that at one point may have 
defined a company’s success. External Orthodoxies are indus-
tries and markets that can be just as beholden to the way things 
are done as companies are. Outsiders 
so often seem to disrupt an entire in-
dustry, simply by having a fresh way 
of looking at things. That’s why Clay-
ton Christensen’s theories of disrup-
tive innovation retain such resonance, 
years after they were first published.

Economist Daniel Kahnwman 
wrote in the June 2011 issue of Har-
vard Business Review, “Knowing you 
have biases is not enough to help you 
overcome them.” Overcoming ortho-
doxies rarely happens in isolation. They are generally far too 
pervasive and deeply rooted to simply overturn. 

Following is a 5 step plan to make sure you don’t let ortho-
doxies block your innovation agenda.

 <<< Be ruthless about finding them. Leaders need to be ex-
tremely open-minded when it comes to confronting truths that 
might make them feel uncomfortable. 

<<< Ask ‘why not?’ on a regular basis. This is one way to 
challenge preconceived ideas to ensure you are not missing im-
portant opportunities. Focus on the solution, not the problem.

<<<  Widen your field of vision. These days it’s no longer 
enough just to consider the potential orthodoxies of existing in-
dustries. The ‘bottom of the pyramid’ is an excellent place to 
look for inspiration. This environment is teeming with fast-mov-
ing ideas, born of necessity that is flipping orthodoxies to create 
new business models.

<<< Be a credible heretic. You have to acknowledge the or-

thodoxy and the good reason it existed in the first place, and then 
you have to be willing in an open, positive, sometimes playful 
way to challenge that. To challenge orthodoxies effectively, it’s 
important to understand the potential ramifications of change.

<<< Recognizing those who dare to flip orthodoxies can send 
a powerful signal to the rest of your organization. By opening up 
a challenge to a wider group that might participate internally, or-
ganizations are often able to challenge the industry orthodoxies 
that plague the incumbents.

Lenders everywhere need to imagine a different future that 
encompasses more than just business as usual. If the process of 
overturning orthodoxies is not deliberately adopted by senior 
management, old patterns are certain to re-emerge.

None of this is easy. There is a fine line between a winning 
formula and hardwired assumptions 
that constrain a business. But through 
careful assessment and conscious 
choices, you can discern between 
self-imposed limitations and the true 
cornerstones of you organization.

In a 2010 McKinsey survey of over 
2,000 corporate executives, 84% said 
that innovation was very or extremely 
important to their company’s future 
growth. However, 40% claimed that 
they select their new ideas on an ad hoc 

basis. Further, 57% agreed that while they will execute against the 
few new ideas that they had ... They needed more big ideas.

Incremental innovation seeks to improve the systems that 
already exist, making them better, faster, cheaper. This is some-
times called “Market Pull” Innovation. Radical innovation is 
more focused on new technologies, new business models and 
breakthrough businesses. This is sometimes called “Technology 
Push” Innovation.

Innovation can certainly be considered a segment of being 
proactive. Innovation differs from invention in that innovation 
refers to the use of a new idea or method, whereas invention 
refers more directly to the creation of the idea or method itself. 
Innovation can be viewed from a technological point of view. 
Each new technology enables us to see beyond what existed be-
fore. New behaviors develop and new insights are gained. There 
is no way to predict where this process leads.

Business as usual is a thing of the past. ❖

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.

Innovation is 
companies creating 

value by 
implementing new 

ideas. So, 
get started.
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Business strategies - By Michael haMMond

Big Ideas
We can all agree that the mortgage industry still faces some big problems, but 
there are some big ideas that may provide relief.

I don’t have to tell you about the problems that we face as an industry, they are many. You know 
things are tough and we have a windy road ahead before we get to smooth sailing again. However, 
we should not be discouraged. There are solutions and ideas out there that can help.
I recently read an article titled “How Digital Business Will Evolve in 2012: 6 Big Ideas” by 

Dion Hinchcliffe that had some really interesting and insightful content that I think can be broadly 
applied to our industry. In that article he said:

“In these often-trying economic times, a tide of sometimes overwhelming change in technology 
and its disruptive consequences has begun rolling over our organizations. We’ve all seen it in the 
media, in our homes, at our workplaces. It’s not too much to say that the entire landscape of how we 
work and live is steadily being transformed, one piece at a time. The root causes are fairly obvious 
because they’re happening all around us: the Internet revolution, the smart mobile revolution, 
the social media revolution, the rise of the cloud, the vast new flood of information in our daily 
lives and the fact that we’re getting more and more comfortable with technology being deeply 

embedded in our day-to-day activities, even if we 
don’t always realize it. The same transformation is 
happening to businesses, just more slowly and often 
with a bit more turbulence.

“However, the current pace of change is not-
unsustainable and we don’t have to be — and 
shouldn’t be — passive bystanders in the process. 
There’s a lot all of us can do, and done smartly, locally 
and proactively we can actually harness change as 

major drivers of opportunity and business value. As I’ve recently explored in the Big Five Shifts 
in technology today (mobile, social, cloud, consumerization and big data), we can actually get out 
ahead and modify the way we think about metabolizing technology in the enterprise and applying 
it to long-standing and new business challenges both. We have to change our thinking in a way 
that lets us focus on what’s most important as we became true digital businesses.”

In the mortgage space today there is a lot of uncertainty. It’s a presidential election year at a 
time when housing is a drag on the economy, which means that our industry is going to be at the 
center of many speeches made by both parties this year. I say speeches because there won’t be 
much done this year, but a lot will be discussed. What we can bet on is action from the CFPB. 
Now that it has a leader it will be gearing up to be the watchdog it was intended to be. All of this 
uncertainty and change calls for us as an industry to be bold. We can’t be shrinking violets, we 
have to act and act decisively. The consequences of inaction now can be severe.

Hinchcliffe warns that it will be “intrinsically difficult, culturally and organizationally, for 
many to make the transition” into a new age businesses. He goes on to say that “most companies 
have an immune system that throws out ideas that are perceived as disruptive, until at last it’s 
overcome by persistence, successful adaptation or exigency. Often the new concepts are just too 
foreign or there is too much vested interest in the way things are done now, and a dozen other 

You know things are tough and we 
have a windy road ahead before we get 
to smooth sailing again. However, we 
should not be discouraged.
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headwinds. The urgency is here: the mismatch between 
businesses today and the digital world is growing wider, not 
narrower, at the moment.

“One need only look at a long list of organizations and 
industries unwilling to change quickly enough to see clear 
examples of what happens: the publishing industry, the 
music industry, the software industry and soon most other 
industries. One only need look at how digital businesses 
threatens the old business models of each to see the problem: 
there is often no direct lateral move to 
digital business.”

I’m convinced that as I talk to 
executives in our space that they realize 
that now is the time to implement big 
ideas, but I’m not sure that they know 
where to start. Have no fear, here are 
six ideas to get you started:

1. Thinking in terms of ecosystems. 
Hinchcliffe correctly notes that 
tomorrow’s business environments will 
be more focused on the dynamism and 
value inherent in relationships. While 
both transactions and relationships 
will remain important to businesses, 
those with the strongest ties to their 
communities of workers, partners and 
customers will fare better than those with weaker ties. With 
the advent of social media, there are now lightweight and 
readily scaled ways to create networks of relatively closely 
held and productive business relationships. This will change 
how business gets done and who the leaders are.

2. Managing businesses as networks of people. People are 
moving back to the center of business, where technology and 
automation previously reigned. People will form the core, 
but so too will the new infrastructure that businesses operate 
in, which increasingly is all the elements of today’s digital 
networks, including social media, new user experiences with 
mobile, touch, video and telepresence.

3. Shifting from static to dynamic notions of value. This 
is the concept that John Hagel has touted about “knowledge 
stocks,” the relatively stable inventory of classical corporate 
information that companies have been accumulating over 
the years. These are now being superseded by more valuable 

and faster moving “knowledge flows.” Knowledge flows are 
richer, more up-to-date, are harder to disrupt and less likely 
to become outdated and irrelevant than knowledge stocks. 
Enterprises that are not fluid in terms of cultivating, tapping 
into and controlling strong knowledge flows will have little 
future when their knowledge stocks age and become less and 
less relevant.

4. Designing businesses for radical change. The mortgage 
industry knows all about change. The inability to overcome 

failure of imagination and find their 
way forward in a major dislocation 
(such as the present digital one) is 
often the cause of death of many well 
established companies. As thinkers 
like Dave Gray have pointed out, the 
life span of the modern enterprise has 
grown dramatically shorter in the last 
couple of decades because companies 
can’t adapt fast enough. Not-invented 
here, cultural obstacles and inherent 
challenges in self-disrupting before 
the marketplace does it — all weigh 
heavily on large organizations that are 
slow moving or not digitally savvy.

5. Opening the culture of the 
organization. The companies who 

have leaders that know how to lead through the network, as 
opposed to doing it in person or even over older technologies 
such as email and telephone, will be able to set the example, 
drive excellence in new digital business models and unleash 
the latent talent and information in their organization.

6. Tapping into collective intelligence. Making sense of 
the vast flows of knowledge in today’s digital rivers using 
techniques and so-called “big data” tools will be a major 
differentiator. What do I mean? You need to know what your 
competitors don’t and deeply understanding the marketplace 
in order to respond to change well is what companies are 
already starting to focus on these days.

So, what should you do now? See how your company 
matches up with these core principles. Beyond that, get started 
planning your future course. Don’t sit on the sidelines and 
play it safe because if you do, you just might find yourself 
pushed out of the game entirely. ❖

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.

Don’t sit 
on the sidelines 
and play it 
safe because 

if you do, 
you just might 
find yourself 

pushed out of the 
game entirely.
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W e’ve all read the story of the “Ugly Duckling,” 
ostracized by its duckling peers for its looks, 
only to one day turn into a beautiful white 

Swan. There have been all kinds of stories of underdogs that 
blossomed into a hero or heroine because of talents that were 
not evident on the surface.

Not long ago, servicing departments were often considered 
the ugly ducklings when it came time 
to invest in modern technology and 
new systems. Originations flourished, which required new loan 
origination software systems and methods to move loans faster 
through their pipelines.

Now, with loan compliance oversight at an all-time high and 
auditors pressuring servicers for loan file perfection, servicers 
are no longer considered ugly ducklings. They have become 
more like ugly ducklings waiting to flourish into majestic white 
swans—but they’re not there yet. Regulatory demands are 
turning servicing into an expensive proposition. 

By Fred Melgaard

Not long ago, servicing departments were the 
ugly ducklings, but with technology they can 
now become that beautiful white swan.

wanSThe Year of The
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Rampant foreclosures, while declin-
ing recently, are far from ending. Unem-
ployment still remains high, and servicers 
face more borrowers with high delin-
quency rates, potential foreclosures, loan 
modifications, short sales and possible 
bankruptcies. That’s not to mention the 
responsibilities servicers have for those 
“mundane” tasks they carried out before 
the housing crisis.

It means that this year servicing shops 
will need to display greater efficiencies and 
improved workflow processes. Servicers 
will require greater investment in modern 
technology, once mostly reserved for 
the origination departments, to maintain 
higher standards of efficiencies.

It was not as if the ugly duckling had 
to work at becoming a beautiful white 
swan. It was nature taking its course 
to the surprise of the other ducklings. 
Not the case with servicers, given their 
prominent role in today’s mortgage 
industry. Servicing shops will need to 
exert significant effort to stay viable and 
improve delinquent loans that are time 

consuming and expensive to administer.
So what are the major challenges that 

technology must meet in 2012 in order to 
make the servicer efficient? Here are my 
six top picks:

#1: Compliance: This year will require 
investment in modern technology but 
only in the way that today’s investment 
in modern systems turns into future gains. 
The high cost of non-compliance will be 
far greater than the price paid for a well-
run, efficient servicing shop.

This year, it is not just a matter of 
doing the right thing but of proving you 
did the right thing for the right reasons—
effortlessly. Compliance needs to be an 
integral part of the system, and modern 
technology will help achieve this goal.

Auditors who ask “what, when and 
why” on loans will be hard-pressed to 
question the right documentation--solid 
evidence that a loan is in compliance. 
Documentation will also decipher any 
problems along the line and find out which 
ugly ducklings are swimming among the 
swans in the portfolio.

#2: Workflow: A strong default work-
flow process can support a customizable 
site with a rules-based system to respond 
to market conditions, regulatory chang-
es, investors and auditors. This is a built-
in system that would automatically im-
prove accuracy with sufficient response 
times, ease of contact for borrowers, and 
other requirements not yet required by 
regulators. 

But servicers will truly begin to 
flourish through their workflow, which 
insures that all prescribed tasks are being 
completed and accomplished on time 
or, at very least, immediately brought to 
management’s attention. Workflow helps 
staff follow prescribed processes and a 
good system will document that workflow 

for auditors on demand.
Built-in workflow reporting takes 

transparency to a new level—from just 
a word into the real, true meaning of the 
word.  When investors, regulators, auditors 
and other stakeholders can see the tangible 
workflow steps that are followed in every 
situation, there are far fewer questions 
that lead to being written up.

#3: Data Accuracy: Reentering infor-
mation into other systems needs to be-
come a thing of the past this year. Tech-
nologies available now enable servicers 
to receive and exchange information 
with minimal data reentry, regardless of 
the source.

#4: Data Accessibility: Also, an open 
database should be a prerequisite for a 

servicing shop to flourish. Even if the 
open database is hosted, servicers will 
still need unparalleled access to their data 
for analyzing information and ensuring 
compliance.

#5: Scorecards: Scorecards on every 
entity--employees, vendors and vendor 
staffs, if possible—add to this transparency. 
Servicers can use scorecards to monitor 
every task and every queue. Real-time 
queue reports and scores can find bottle 
necks and easily determine who or what 
is slowing up the process. A minimum 
number of systems can support this level 
of coordination and transparency.

#6: Dashboards: Dashboards can be 
used over the scorecards and drill down 
to detail. With servicers required to 
monitor all outsourcers, dashboards can 
provide an early warning system to find 
one that suddenly dropped the ball on a 
required task.  Specifically, dashboards 
can focus on due dates for valuations, 
inspections, title, attorney activities 
and other items necessary in servicing 
distressed loans. The list goes on and 
on. Dashboards shorten the time needed 
to locate the “pig in the python” that is 
holding up the rest of the group from 
accomplishing their tasks. 

When it comes to vendors and 
needed services, it is sometimes hard to 
tell the difference at first. Dashboards 
can help resolve resource deployment 
issues—utilizing the right people in 
their proper places.  

An entire flock of issues faced 
servicers last year and there will probably 
be a similar number of challenges on the 
horizon for 2012. Dodd-Frank is still 
simmering in the implementation phase, 
with a number of requirements and laws 
that have not yet been created. It is not 
likely they will be created to make life 
easier for servicers, lenders or investors. 
Things like single point of contact, 
complete and unfaltering accuracy in 
reporting and thorough transparency in 
everything from workflow to foreclosure 
documentation are things to be expected 
this year.

The trick for servicers will be in 
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Servicers will require greater investment in 
modern technology, once mostly reserved for 
the origination departments, to maintain higher 
standards of efficiencies.

“ “



finding the most economical and effective 
ways to deal with all that lies ahead, and 
recognize that much of the answer lies 
in technology that is currently available. 
As always, taking advantage of the latest 
and greatest technology requires that 
which the industry has historically been 
reluctant to embrace: investment in loan 
servicing apart from adding bodies to 
the equation.

Reporting is a prime example of how 
the right technology can make life much 
less ugly for servicers and investors. With 
immediacy and the ability to drill down 
using dashboards, scorecards and other 
tools, information is available as never 
before, allowing trends to be spotted 
without using human resources that are 
better deployed elsewhere. Problems 
can be addressed more directly and 

expediently, with systems revealing 
issues that might otherwise never have 
been surfaced.

2012 will be a telling year for many 
in the mortgage industry, particularly 
as to whether their business models 
are sustainable.  Wholesale and 
correspondent lending are on the bubble, 
with the major players exiting, and 
other aspects of the lending space have 

a rocky road ahead. In servicing, the 
stage is nicely set for those who seek and 
implement solutions that will assist them 
to become more efficient, more prompt, 
more precise and more compliant.  

These are the companies that will shed 
the ugly duckling stereotype by taking 
the steps necessary to bring mortgage 
servicing to the next level. This might 
well be the year of the swan. ❖

Fred Melgaard is executive vice president and COO for DRI Management 
Systems, the leading developer in default management technology. He has 
20 years of experience in the industry and is an expert in loss mitigation, 
default management, loan servicing, foreclosure, REO management and 
property disposition. Contact him at Fred.Melgaard@DRIDefault.com, 
949.242.4206
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Thrive?

Survive 

or really

L ending today is a challenging business. Today’s mortgage world is nothing like it was four years ago, the old 
ways of doing business have changed forever and you have to adapt to survive and prosper.

All lenders are re-evaluating their business plans and internal processes to accommodate industry changes. 
The flood of regulatory changes during 2010 and 2011 has been the hardest to adopt. Dealing with a single regulatory 

change is difficult. The combination of regulations (Dodd-Frank, Bank 
Secrecy Act, Home Mortgage Disclosure Act 

(HMDA), the Truth-in-Lending Act (TILA), the Real Estate Settlement 
Procedures Act (RESPA), etc…) have cost lenders dearly.

While the regulatory changes are certainly beneficial to the 
industry, the internal implementation costs are extensive and 
include staff and customer education, document changes, new 
software, and compliance audits. Some lenders have moved 
staff to new compliance positions or hired outside help to ensure 
compliance. Non-compliance carries costly penalties, so no one 

can afford to be complacent.
How are lenders recouping these expenses? In a word - creatively. Lenders are 

cutting expenses wherever possible, developing new products, mining existing customer 
sources and exploring new lines of business.

In today’s mortgage market the utilization of technology just may 
be the key to long-term success.
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Wholesale lenders have had to accommodate comprehensive broker compensation rule changes and protect 
themselves at the same time. The new pay rule prohibits brokers and loan officers from being paid according to 
the interest rate or any term or condition of the loan. It also bans brokers from directing borrowers to lenders 

offering less favorable terms that would increase the broker’s compensation. If the compensation is paid improperly 
then the lender is at fault. The rule allows brokers to be paid either by the lender or the borrower, but not both. If 
there is dual compensation on a loan, then it is technically noncompliant and can be pushed back to the lender. Our 
company, United Fidelity Funding (UFF), has created a policy of having brokers sign an attestation that they are 
being paid according to the new rule.

All changes come with initial costs. The new requirements from the Government Sponsored Enterprises (GSEs) 
require support of the Uniform Mortgage Data Program (UMDP) which consists of the Uniform Collateral Data 
Portal (UCDP), the Uniform Appraisal Dataset (UAD), and the Uniform Loan Delivery Dataset (ULDD).

By Kevin Marconi
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Lenders were required to use the 
UCDP to submit appraisals to Fannie Mae 
and Freddie Mac as of March 19, 2012 
for any loan that requires an appraisal and 
was originated on or after Dec. 1, 2011. 

The online appraisal submittal 
interface will certainly make submittals 
easier but it takes preparation to 
understand the process, make the right 
technology choices and implement new 
business processes.

UFF began our review, evaluated our 
options well in advance of the mandated 
deadline, and picked a solution that works 
best for us. One of the first decisions to 
consider is how you plan to deliver your 
appraisal data—submitting it yourself 
directly through the UCDP website, using 
a third party vendor, such as an AMC or 
via your loan origination system (LOS).

Submitting it yourself via the UCDP 
website can be done but it is a tedious 
manual process that takes several minutes 
per loan file. Fortunately, most loan 
origination system vendors have addressed 
this need and have system interfaces in 

place so lenders can submit appraisals 
with a single click. The best option is to 
utilize your LOS to submit the appraisal 
automatically at the appropriate time 
using workflow and business rules. Check 
with your vendor to see if they have this 
technology available.

Your technology vendors are great 
resources for compliance matters since 
they have many other customers that are 
dealing with the same issues. Vendors 
also have to update their systems to stay 
regulatory compliant and the best ones 
are usually a step ahead of lenders given 
that they have to deliver the system well 
before deadlines so their customers can 
acquaint themselves with the updates.

Lenders receive the benefits of these 
efforts at no additional cost as they are 

typically included in the maintenance 
or transaction costs lenders pay LOS 
vendors for support. Not every LOS 
vendor is going to be able to meet all these 
requirements, so don’t assume your LOS 
will be compliant in time. Ask to join a 
customer focus group to discuss your 
concerns and possible system updates 
when the requirement is first publicized. 

UFF recently performed an extensive 
due diligence process when we were 
reviewing our LOS options and one of the 
most important items included the level of 
customer input for system development 
issues and the interaction between lending 
customers and the vendor. We were very 
gratified to learn that our new LOS vendor, 
MortgageFlex Systems, openly discusses 
all regulatory changes and possible 
customer impact with their customers on 
a standard monthly call. They also form 
focus groups to dig deeper into issues like 
the RESPA changes. During the customer 
review that occurred throughout RESPA 
development efforts, they were able to 
address and accommodate all of their 

customers concerns.
These are just of few examples of 

the many regulatory changes and we 
could review them ad infinitum but I’d 
rather focus on the opportunities that are 
available in this new lending world.

The housing/subprime collapse 
flooded the market with experienced, 
capable people that can hit the floor 
running. Utilizing experienced workers 
reduces training costs and improves 
process efficiencies. An additional 
advantage of hiring experienced people 
is the knowledge exchange that occurs 
naturally in daily activities.

Many lenders are expanding their 
lines of business and taking advantage of 
the abundance of the available personnel 
resources to do so. The time is ripe for 

business plan reviews, and possibly 
expansion. 

Lending technology has advanced 
during the past few years. Remote, real-time 
access to loan data is no longer considered 
“nice to have” but a requirement. Processors 
and underwriters are working from their 
homes, loan officers submit and lock loans 
remotely, and borrowers expect immediate 
status via their smartphones. In addition to 
reducing operating costs, remote access 
gives loan officers more creditability when 
dealing with borrowers and allows them to 
close loans faster, enhancing the lender’s 
public face.

Borrowers today are sophisticated 
technology users and demand quick, 
correct results. Social media has played its 
role in driving high quality commitments, 
by giving everyone a voice. This evolution 
hasn’t been lost on lenders. 

Understanding what the borrower 
is looking for in a mortgage lender and 
exceeding their needs should be the goal of 
all mortgage originators. Every consumer 
wants to feel confident that their lender 
will get their transaction done on time and 
according to the agreed upon terms.

The same technologies that can 
improve customer service are used to 
create efficient internal processes. A well 
developed lending process benefits both 
the customer and the lender and should 
be a primary goal. Expense containment 
is achieved through deployment of 
technologies that shorten cycle times; 
supports quick and accurate validation 
of customer-supplied data and enables 
the accurate selection of products and 
calculation of fees.

The efficiency of any process involves 
utilizing fewer resources to achieve the 
expected result in shorter cycle time. That 
involves the automation of routine tasks, 
such as producing initial disclosures. 
Improving the quality of each task can 
reduce or eliminate re-work, reviews 
and other duplicate efforts, which drive 
up costs. Technology such as an image 
management center enables immediate 
access to mortgage documents without 
the manual transport of the loan file from 
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Today’s mortgage world is nothing like it was 
four years ago, the old ways of doing business 
have changed forever.
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desk to desk. 
United Fidelity Funding has changed 

with the industry, making business and 
technology modifications to support long 
range plans. An established wholesale 
lender, we recently decided to enter into 
the retail mortgage market.

We are not alone; all types of lenders 
and funding agencies, banks, mortgage 
companies, credit unions, even state 
housing agencies, are exploring all of 
their options to stay financially solvent. It 
is critical for lenders to manage expenses 
while doing everything possible to 
improve their pull through percentage. 

When we decided to enter the retail 
market we realized we needed a loan 
origination system that was economical but 
modern and flexible enough to withstand 
whatever the future economy delivered. 

In these days of vendor acquisitions and 
consolidations, we wanted a system that 
we could depend on and one that we could 
modify internally, without expensive 
programming charges. 

As I mentioned earlier, after an ex-
haustive search we selected LoanQuest 
from MortgageFlex Systems. Loan-
Quest is a comprehensive lending and 
servicing platform that supports future 

business channel expansion and can 
be adapted by UFF, quickly and easily. 
We’re confident that embedded Loan-
Quest technologies such as workflow, 
data aggregation from third parties and 
image management will insure our loan 
quality while managing expenses.

The right technologies combined with 
a strong consistent business process are 
today’s keys to prosperity. ❖

          Tomorrow’s Mortgage Executive      37

Kevin Marconi is the chief operating officer at United Fidelity Funding. 
United Fidelity Funding, Corp., headquartered in Kansas City, MO, is 
a leading wholesale and retail mortgage lender specializing in FHA, 
USDA, and Conventional loan products. The company was named a Top 
25 Tech-Savvy Lender in 2009, 2010, and 2011. United Fidelity Funding 
can be found on the Web at www.uffmortgage.com.
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L
ending has changed forever. 

While lenders have always 

been under intense scrutiny 

to compliantly document each 

and every financial transaction 

executed, sweeping new rules and 

regulations are being introduced 

on the federal, state and local levels 

at an alarming rate. One of the 

unintended consequences of these 

new realities is the incalculable 

cost to the bottom line of every 

lender. As a result, the “all in” 

enterprise wide risks and costs 

associated with lending practices 

are increasing exponentially.

This new reality puts tremendous 

downward pressure on a lender’s 

bottom line by focusing staff and 

resources on mitigating these 

growing risks around the documents 

instead of focusing on adding to 

the bottom line by making and 

delivering quality loans. 

By Reid Smeda, Sr.

Mortgage 

documents, 

as we know 

them today, 

are dead.

Docs
Death of 
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Compounding matters, lenders are 
exposing themselves to significant risks 
and expenses by attempting to respond 
to the changes and the related unintend-
ed consequences with the same outdated 
document solutions and thought pro-
cesses they were using before the mar-
ket shift.  

One of my favorite Albert Einstein 
quotes is, “You cannot solve a problem 
from the same consciousness that 
created it. You must learn to see the 
world anew.” While I am not saying that 
we need Einstein to solve this problem, 
I am saying that we cannot mitigate 
the problem with the same document 
solutions and thought processes that we 
used before.  

How do you know if you are thinking 
about the problem in the old paradigm? 
If you or your staffs are still asking the 
following questions to your document 
provider, you are in the old paradigm.

<<< Can I see a list of all the 
documents that you support?  

<<< How many doc templates are in 

your forms library? And can I see your 
templates to review? 

<<< How do we set-up and maintain 
loan packages?  

<<< How do you handle custom docs 
and what “is” a custom document in your 
library?  

<<< How do you handle state specific 
issues?  Are they custom? 

<<< For which regulatory documen-
tation issues are we responsible? On a 
Federal level? On a State level?

If these are the questions that you 
are asking providers so that you can 
compliantly document your transaction, 
to be candid with you, you are thinking in 
the old paradigm and your organization’s 
bottom line can suffer. The reason that 
those questions are the wrong ones to 

ask is because they focus on individual 
documents and the things that you 
and your staff have to do to with the 
documents. If you and your staffs are 
spending time on these things, that is 
money and time away from doing what 
makes you money – closing loans. 

In today’s regulatory environment, 
the rate of change is expected to be 
rapid, frequent and ongoing; so, if you 
are thinking in the old paradigm, your 
expenses and risks will be increased at 
an exponential rate.  

So, what is the new way of thinking 
about the problem? I believe that 
focusing on the transaction instead of 
docs, with a partner that specializes 
in financial transactions is the optimal 
way to allow you to focus on the things 
that make you money. In simple terms, 
seek a partner that can document your 
transactions compliantly, minimize the 
applicable enterprise wide risks and 
reduce your resource expenditures – so 
that you can focus on your business and 
bottom line.

How do you know if you have shifted 
your focus from docs to transactions in 
this new paradigm? If you or your staffs 
are asking the following questions, you 
are in the new paradigm.

<<< What are the current and future 
types of transactions and products we 
will deliver to the market?

<<< What data is needed to drive 
those transactions?

<<< Does my partner warrant that 
they provide the required content for 
the transaction types I need to provide 
to the market? So that my staff does not 
have to.

<<< Does my partner’s solution adapt 
to my transactional requirements, as they 
themselves adapt to a rapidly changing 
market environment?

Don't Leave things to ChanCe

In this new way of thinking, the focus 
shifts from documents to the transac-
tions and the surrounding business is-
sues that drive your bottom line. After 
all, the documents are not the objective; 
they are merely a way of effecting the 
transactions. Yet, one of the issues that 
can negatively impact your bottom line 
is the hard cost of and risks of failing to 
appropriately document a transaction, 
in a safe and sound manner with opti-
mal return on your investment. Another 
negative pressure on your bottom line is 
being constrained by a system’s “docu-
ment templates” and manual product set-
ups (by you). Versus a solution that relies 
entirely on the transactional data for any 
given loan (or set of loans) to generate 
the necessary (and transaction risk mini-
mizing) words and documents. 

The industry has for too long accepted 
a scenario in which the tail (i.e., document 
templates and manual product set-ups) 
wags the dog (i.e., getting deals done in an 
optimally profitable, socially responsible, 
safe and sound manner).  So, a new way 
of thinking is, quite frankly, overdue.

When you shift your focus to the 
transaction, you should not have to 
worry about loan packages and updating 
templates. Your partner for remarkable 
transactions should do that for you – based 
on the data that drives the transactions 
which will drive your bottom line. 

One of your primary focuses should 
not be on being implementing and 
manually pulling document updates. Your 
transaction provider should do that for 
you – as a tightly integrated component 
of your LOS.

experienCe the DifferenCe

In this new paradigm, you should partner 
with someone having a reputation for de-
livering transaction solutions that mitigate 
enterprise wide risks (e.g., operational, li-
quidity, reputation, legal/regulatory, mar-
ket and credit risk) by compliantly docu-
menting your transactions – in order to 
ease your burdens and to support higher 
levels of employee productivity so that 
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We cannot mitigate the problem with the same 
document solutions and thought processes that 
we used before.
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you can succeed in today's and tomor-
row’s market conditions.   

You should partner with someone 
whose solutions were built from the 
ground up with this paradigm in mind. 
Because the only thing worse than 
the old way of thinking is a document 
solution built on the old that is retrofitted 
for the new. 

Leading transaction providers must 
be equally adept as industry experts 
(lending best practices, emerging 
products, market trends, etc.) as they 
are as compliance experts. The partner 
must be more skilled at managing the 
data necessary for your transaction 
than they are at maintaining document 
templates. This supplies you with critical 
insight throughout the entire financial 
transaction giving your institution a 
notable competitive advantage. 

Choose Your partner CarefuLLY

Not all partners are created equal. Most 
focus only on the actual documents 
themselves – pre-formatted, or static forms 

that put extreme pressure and burden on 
you to know what content goes on which 
document. This approach is inefficient, 
unwieldy, and error prone causing you to 
duplicate work efforts and exposing you 
to risk across your enterprise. So, choose 
your partner carefully. 

Leading transaction providers must 
have years of industry and financial 
transaction experience that is delivered 
to you via state of the art technology 
solutions. The partner must have highly 
skilled experts applying the rules, best 
practices and changes into warranted and 
compliant documentation, delivering 
remarkable financial transactions to 
you every time. Because what puts 

leading partners in a class of their 
own is how they combine world-class 
technology, superior compliance and risk 
management expertise with a practical, 
street-wise knowledge of the financial 
industry to benefit you, and your clients. 

DeLiver the remarkabLe

The future of successfully documenting 
financial transactions involves applying 
technology in innovative ways to create 
solutions that bring together content, 
rules, processes, best practices and 
policies that are flexible enough to meet 
your unique business needs.

As we move together into the new and 
away from the old, gone will be the days 
of worrying about your doc library, form 
packs and the thousands of custom docs 
that you have to create and maintain. You 
no longer have to wonder if you have the 
right documents to stay in compliance. 
Think of the significant cost savings of 
not having to create countless doc sets, 
thousands of custom docs and the set-
up that is involved with your current 
document solution. Beside the enormous 
cost savings there is also the improved 
time to market which provides your 
organization with a competitive edge.

Docs, as we know them, are dead.
Lending has changed forever, so 

must your approach to compliantly 
documenting your transactions with 
the aim of driving your business 
in an optimally profitable, socially 
responsible, safe and sound manner. 
When you must compliantly document 
your financial transactions and mitigate 
the risk surrounding those transactions, 
look for a partner who is designed from 
bottom up entirely in the new paradigm 
to deliver remarkable.  ❖
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Reid Smeda, Sr. is the president of Compliance Systems, Inc.  Reid has 
over 20 years of banking experience – serving in senior roles as an 
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financial institutions.  Compliance Systems, Inc., (CSi) is a highly respected 
provider of best in class “financial transaction” technology and expertise.
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PROGRESS in Lending celebrates two years in operation this July. It’s been a labor of love. A lot has 
changed in the mortgage industry in the past two years and more changes are coming. The PROGRESS in 
Lending Board including (Left to Right) Kelly Purcell, Executive Vice President, Global Sales and Marketing 
of eSigning and eVaulting provider eSignSystems, a division of Wave Systems; Gabe Minton, Senior Vice 
President, Information Services of ServiceLink Corp.; Tony Garritano, 
Founder of PROGRESS in Lending; Roger Gudobba, Chief Strategy 
Officer of Compliance Systems, Inc., which specializes in compliantly 
documenting financial transactions while mitigating the risk surrounding transactions; Michael Hammond, 
President of NexLevel Advisors, which provides strategic services in PR, sales, marketing and social media; and 
Steve Horne, CEO, of specialty servicer Wingspan Portfolio Advisors, LLC, gathered to talk about the inroads 
that PROGRESS in Lending has made in fostering positive industry change and what specific technology 
strategies lenders and servicers need to know in order to succeed in a very trying mortgage market.

Looking 
Ahead Executive Interview



Q: First, now that PROGRESS in Lending has 
been in existence for almost two years, what 
industry impact do you believe it has had?

GABE MINTON: PROGRESS in Lending has 
come a long way in its first two years. 
Using innovative approaches its founder, 
Tony Garritano, has succeeded in creating 
a successful venue for thought leaders to 
express their ideas and opinions. There 
is no shortage of need in the mortgage 
industry for solutions to problems and 
ways to share thoughts and success 
stories. PROGRESS in Lending is a 
great vehicle to do just that.

TONY GARRITANO: Thank you for those kind 
words Gabe. We can all agree that the 
mortgage industry is undergoing massive 
change. Myself and Roger always felt 
that people that care about the space 
and moving the space forward when 
it comes to technology in particular 
did not have a place where they could 
go to talk and brainstorm about true 
technology innovation that solves real 
business problems, not just pie-in-the-
sky technology that’s nice to have. That’s 
why PROGRESS in Lending was formed 
and it’s working. 

KELLY PURCELL: As I see it, PROGRESS in 
Lending provides the human interest and 
the human element behind the “statistics 
and facts” swirling around the mortgage 
industry. I hope that PROGRESS is 
perceived as fun, but meaningful for the 
reader. We need associations like the 
MBA to report on the statistics, as well 
as provide up to date info on what is 
happening on the “Hill” and its potential 
impact to the industry. PROGRESS 
is unique in that many companies and 
individuals have willingly “revealed” 
themselves and shared their opinions 
around difficult topics and discussed their 
successes and failures, ok more success 
than failure, through the platform that 
PROGRESS in Lending has provided. 
Fundamentally PROGRESS has brought 
industry players together in a time 
when the mortgage industry is enduring 

criticism and harsh judgment. We have to 
clarify that “perception” of our industry. 
How do we do that? Together, we as an 
industry, need to improve the mortgage 
process for all mortgage participants 
from the consumer to the investor. 

ROGER GUDOBBA: Simply put, PROGRESS 
in Lending Association was established 
to provide thought leadership to 
lending professionals about strategies 
that will promote process efficiencies 
by emphasizing the importance of 
business and technology collaboration. 
We wanted to provide the means and 
opportunity for anyone, especially our 
army of volunteers, to present their ideas. 
PROGRESS in Lending’s approach 
has been overwhelmingly embraced by 
the industry. But we didn’t stand still. 
We continue to add concepts like the 
Innovation Awards, where we look to 
reward true innovators and encourage 
future innovation, and the Engage 
Program, where we provide a forum for 
many of our viewers to have in-depth 
discussions about real industry issues. 

MICHAEL HAMMOND: I joined PROGRESS 
in Lending to help make a difference in 
the mortgage industry, to interact with 
other passionate individuals looking to 

improve the mortgage process.
PROGRESS in Lending is about get-

ting people to engage and share ideas. It 
doesn’t mean that everyone is going to 
agree with every article or every stance, 
but that’s the benefit of PROGRESS in 
Lending. People can share different ideas 
and strategies about how they are using 
automation to handle the vast challenges 
and opportunities that are taking place in 
the market. It is an opportunity to col-
laborate and solve real industry issues.

Since its inception PROGRESS in 
Lending has experienced phenomenal 
growth. Growth in readership, sponsor-
ship and most importantly interaction 
and collaboration with mortgage industry 
participants. There have been hundreds 
of contributors each providing expert in-
sight while sharing their knowledge and 
opinions. This significantly enhances the 
quality of content and the active discus-
sions that it creates with tens of thou-
sands of industry subscribers.

STEVE HORNE: PROGRESS in Lending 
has given a voice to many concerns 
that previously might have been buried 
amid the day-to-day challenges of the 
mortgage industry. By creating a forum 
for logical discussions on technology 
and other ways to improve the future of 
the business, the good ideas that rise to 
the surface are more likely to be acted 
upon and made into reality. PROGRESS 
in Lending is the perfect place for 
futurist discussions that lead to fruitful 
improvements.

Q: Now let’s talk about the future of mortgage 
lending. Roger, in this compliance-heavy 
environment, what types of solutions should 
lenders be looking to in order to mitigate risk?

ROGER GUDOBBA: For years I have said 
“It’s all about the data.” Starting with the 
data standards framework from MISMO, 
the interchange between systems and 
partners, both internally and externally, 
now we have a common language for 
communication. A report from the 
Gartner Group back in 1996 stated: 
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“I sincerely believe that 
quality data leads to 

quality loans, and that 
is the most important 

concept for lenders  
to be aware of  

going forward.”
— Roger Gudobba,  

Compliance Systems, Inc.

“Lenders can get the 
greatest benefit by 
keeping their eyes  
and ears open to  
what is going on 
 around them.”
— Gabe Minton,  
ServiceLink



“The key to thriving in a competitive 
marketplace is staying ahead of the 
competition. Making sound business 
decisions based on accurate and current 
information takes more than intuition. 
Well-designed Business Intelligence 
applications can give anyone in your 
company the ability to make better 
decisions by quickly understanding 
the various information assets in your 
organization and how these interact with 
each other.”

Lenders need to develop a rolling 3- 
to 5-year plan for technology implemen-
tation, and they need to review and make 
adjustments to that plan each year as new 
technology solutions evolve. Some of the 
most innovative ideas in mortgage tech-
nology have surfaced in the last 2 years. 
Lenders need to embrace technology that 
will interact seamlessly and effortlessly 
with their current technology solutions.

Q: Kelly, data security is a big concern for lenders. 
What can you tell lenders about how best to 
protect any private and personal information? 

 
KELLY PURCELL: It’s no joke, lenders and 
servicers alike have to be very serious 
about the delivery of any document 
containing what is commonly referred to 
as PPI or Private, Personal Information. 
Unless your company is providing 
secure delivery, and some states require 
that information be encrypted upon 
sending, you are probably in some type 
of violation. That’s the truth. What 
does a violation mean? Well, it means 
a lot. If that customer information is 
somehow compromised, tremendous 
fines and penalties can be levied on the 
company. I suggest that every lender and 
servicer have a conversation with your 
IT staff or any vendor that is managing 
documents with customer PPI to ensure 
compliance.

Q: Great point Kelly. As we talk about compliance, 
as you see it Gabe, what are you paying most 
attention to from a regulatory standpoint?

GABE MINTON:  There is a lot to pay attention 

to from a regulatory standpoint. So much 
that it can be overwhelming in fact. If I 
were to attempt to highlight some must-
know areas right now I would say the 
Consumer Financial Protection Bureau 
(CFPB) is something that everyone 
needs to be watching. Now that a director 
has been appointed, the organization 
is mobilizing on multiple fronts. As a 
settlement services provider, we are 
closely watching the updates to RESPA 
and TILA. Originators are watching 
the definition of the term Qualified 
Residential Mortgage. This is just the 
beginning...

Q: Another trend that people are paying close 
attention to is social media. Michael, what impact 
does social media have in driving demand?

MICHAEL HAMMOND: Social media is 
revolutionizing the manner in which 
companies are connecting with their 
prospective clients, including the nature 
of business-to-business interactions. 
Millions of individuals and business 
professionals each day are searching 
online for answers they need most. 
People are looking for information, yes, 
but they are also looking to connect with 
other people and companies. 

From searching for products and ser-

vices, to sharing success stories, decision 
makers are leveraging the Internet to 
make informed decisions. They are seek-
ing companies that come recommended 
and ones they can trust. All of this activ-
ity has social underpinnings, but are you 
seizing the social media opportunities 
that are present and continue to grow?

Social media is also part of the mo-
bile revolution. If lenders want to win the 
battle for the borrower, than they must go 
to where these potential borrowers are at. 
And that is on social media networks.

Q: What is the future of servicing technology in 
your opinion?

STEVE HORNE: Servicing technology 
provides the only means for the industry 
to hope to keep pace with the demands 
of the current environment. Primary 
servicers are often limited by legacy 
technology that is accustomed to 
yesterday’s problems. Newer companies 
like Wingspan, built specifically to 
handle the challenges of this crisis, are 
using technologies that weren’t dreamed 
of a decade ago. And these technologies 
are evolving swiftly to eliminate 
transactional friction in servicing, from 
resolving delinquencies to finding 
non-foreclosure alternatives in default 
situations, like short sales that take a few 
weeks instead of several months. The 
future of effective servicing and that of 
servicing technology are closely linked.

Q: Tony, you talk to several lenders and servicers. 
In your opinion, has their outlook on technology 
changed recently?

TONY GARRITANO: I think it has. I’ve been 
covering financial services for over 
10 years now. I’m getting old, I guess. 
Honestly though, the mortgage meltdown 
was a wake-up call. Initially I think there 
was a lot of shock and awe. Lenders and 
servicers just came to a screeching halt 
in 2008 and early 2009 when it came to 
launching new technology initiatives. As 
the industry is inundated with new rules 
and regulations, there is more immediacy 
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“How borrowers look  
for and obtain a 

mortgage has shifted 
so it is critical for 

lenders to understand 
these shifts.”

— Michael Hammond, 
NexLevel Advisors

“Lenders and servicers 
alike have to be very 
serious about the 
delivery of any document 
containing what is 
referred to as PPI.”
— Kelly Purcell,  
eSignSystems



behind adopting technology. Lenders 
and servicers are literally being forced 
to come into this century when it comes 
to automating core processes. A lot of 
incremental innovation is happening right 
now. If we hold this same roundtable five 
years from now I think a lot will have 
changed. I’m encouraged.

Q: Looking ahead, there’s been a lot of talk about 
technologies like e-signatures, e-delivery, mobile 
technology, single point of contact around 
servicing, etc. Where can lenders and servicers 
get the greatest benefits when it comes to new 
technology adoption?

KELLY PURCELL: There is no cookie cutter 
answer here. Any company must look at 
their business/customer processes and 
determine where they are most vulnerable. 
Is it operational inefficiencies, regulatory 
compliance or sales related? What I see 
a lot of in talking with companies is 
the “rogue” agent, could be loan, title, 
servicing, insurance you name it, putting 
the company at risk by choosing to e-mail 
out sensitive documents as attachments. 
From there, the customer is filling in 
this information and e-mailing it back. 
Everyone needs to understand that this is 
a very inefficient, non-compliant process 
that at least 70% of companies today 
have people within their organization 
doing on a daily basis. 

As I see it, e-delivery is one answer 
for the simple correction of document 
presentment. 

STEVE HORNE: Certainly single point of 
contact (SPOC) is an obvious place to 
start for servicers, particularly as the 
Consent Orders mandate requirements 
for SPOC among servicers. It is a tough 
thing to create out of thin air for many 
of the larger servicers who have used 
organizational models over the years that 
do not lend themselves well to SPOC. 

But technology can help the industry, 
and servicers are being moved to single 
point of contact by their regulators. 
Mobile technologies make a great deal 
of sense to servicers too, especially in 

coordinating and documenting field 
services on great numbers of owned 
or defaulting properties. The servicing 
industry has seen how problematic paper 
can be in creating and implementing 
effective loan modifications, so electronic 
alternatives are the logical place to 
improve the status quo. 

E-modifications delivered and 
executed instantly have great potential 
for improving success rates. 

TONY GARRITANO: The key message is for 
lenders and servicers to act. Inaction will 
get you nowhere. In all my time covering 
this space I have never heard anyone say 
that they regretted getting rid of paper 
in favor of a more automated process. 
Nobody says, “Please give me back the 
paper, I hate saving money and gaining 
efficiencies.” But if you don’t act, even if 
it’s just to automate a small part of your 
process, you’ll never know.

ROGER GUDOBBA: Lenders and servicers 
alike need to take a holistic view of their 
overall needs and build a specific plan 
on how to efficiently execute or satisfy 
those needs. 

Every lender probably has already 
implemented some of these technologies, 
so their needs and priorities differ from 

lender to lender. The key point is to 
ensure that any new project will mesh and 
blend with all their existing technology 
solutions. 

Too often, the industry tends to react 
to their current concerns with little or 
no regard to how that fits overall with 
their long range plans. Adopting and 
actually implementing a holistic view 
has never been more important given the 
rapid changes in innovative technology 
solutions now available.

MICHAEL HAMMOND: From my perspective, 
2012 will continue to see the “battle for 
the borrower” rage on. With origination 
volumes declining, being confronted 
with thin margins and the constant influx 
of new rules and regulations, lenders can 
often get so bogged down with these 
issues that they lose sight of what it takes 
to drive new business.

Times have changed. How borrow-
ers look for and obtain a mortgage has 
shifted so it is critical for lenders to un-
derstand these shifts. Borrowers are on-
line, they are mobile, social and demand 
information instantly. 

If we put everything into context, with 
5 billion mobile subscriptions worldwide, 
that eclipses the combined penetration of 
PCs, landlines and TVs. It may be the 
most sweeping set of media of our time. 
Lenders need to align their products and 
services with this permanent shift that 
mobile is driving or risk their relevance 
in a world forever changed by anytime, 
anywhere, always on-media.

GABE MINTON: Lenders can get the greatest 
benefit by keeping their eyes and ears 
open to what is going on around them. 
Not only will they be ahead of the curve 
when it comes to the technology adoption, 
regulatory, or compliance updates, but 
they will also see the latest and greatest 
solutions that have been created to solve 
business problems they might have. 
E-signatures and mobile technologies 
are examples of possible solutions that 
can be employed to solve their business 
problems, but it doesn’t stop there. ❖
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“A lot of incremental 
innovation is happening. 

If we hold this same 
roundtable five years 
from now I think a lot 

will have changed.”
— Tony Garritano,  

PROGRESS in Lending

“E-modifications 
delivered and executed 
instantly have great 
potential for improving 
success rates for all 
types of modifications.”
— Steve Horne,  
Wingspan Portfolio Advisors
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Do or die. This most basic and brutal choice offered to 
combatants in ancient arenas holds true for today’s lenders. 
The choice may seem a little harsh at first glance, but the truth 

is no less stark. Lenders are engaged in the 
fight of their lives every day to find and retain 
borrowers. Technology is the tool they rely on most to gain competitive 
advantages over their rivals. Choosing the right technology is essential 
in determining if a lender lives to fight another day.

The loan origination system (LOS) is one of the most important pieces 
of technology in a lender’s arsenal. A well-designed and implemented 

It’s do or die. Choosing the right technology is essential 
in determining if a lender lives to fight another day.

By Daniel Liggett
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LOS provides a number of advantages to 
lenders by allowing them to maximize 
resources, increase efficiencies, react 
more quickly to market changes and 
maintain regulatory compliance. The 
resulting benefits of the right LOS are 
directly channeled into attracting and 
retaining customers through lower costs 
and improved service.

Today’s LOS market is a crowded 
one filled with systems claiming to meet 
the needs of today’s lenders. However, at 
closer look, nearly all of them fall short. 
So what should today's LOS and the one 
of the future look like?

There are many facets to a lending 
operation and each is important to the 
overall success and profitability of an 
operation. There are certainly priorities, 
however today’s lenders must understand 
that the value realized in each phase adds 
value to the overall operation. Therefore 
lenders must demand value and perfor-
mance in each sector of their operation 

in order to keep costs low and provide 
high-quality service in order to obtain 
and retain customers.

Aside from the standard questions 
that lenders should ask when choosing 
technology (how much does it costs, how 
quickly can it be installed and configured, 
what types of loans can I process, is it 
secure), there are certain areas where an 
LOS can add value to today’s lender. 

One key area is versatility. Today's 
modern LOS must provide added value 
by processing all types of loans including 
standard conventional loans, FHA and VA 
loans as well as small-business, manufac-
tured housing and USDA loans. The LOS 
of today, and in the future, should also be 
able to process consumer loans including 
vehicle loans, unsecured personal loans 
and home equity lines of credit.

However, true value lies in the ability 
to process a full spectrum of loans using 

the same system and database because 
there is only one system to license, learn 
and maintain. This capability can greatly 
increase a lender’s ability to expand their 
product offering while reducing the ex-
pense associated with the re-keying of 
data. Add in the ability to quickly cross-
market loans to existing mortgage cus-
tomers and you have a tangible competi-
tive advantage.

As lenders are pressed to do more 
with less, the ability to deploy technology 
via a SaaS model (Software as a Service) 
is essential when deciding upon an LOS 
because it allows lenders to maximize 
technology while reducing costs. An 
LOS deployed over the Internet typically 
has lower up-front costs when compared 
to traditionally deployed systems be-
cause the vendor hosts and administers it 
on behalf of the lender, managing, main-
taining and performing upgrades on the 
software and hardware. Hosted deploy-
ment also fulfills redundancy, recovery 

and other business continuity require-
ments. All backup processes, on-site and 
off-site, are managed by the vendor, who 
also attends to ongoing data security. 
Hosting also permits the lender’s staff 
to use the LOS from any location autho-
rized by the lender. 

Another advantage is that regulatory 
compliance is guaranteed by quality SaaS 
vendors. For lenders it can be extremely 
difficult to even properly determine the 
cost of keeping up with ongoing regula-
tions, clarifications and adjustments. This 
aspect alone can be the deciding factor 
when choosing a SaaS model. 

SaaS deployment also provides econ-
omies of scale advantages in areas of 
upgrades, performance, backups, server 
security, disaster recovery, data theft pre-
vention, etc. because expertise is provided 
at much lower costs than is economically 
feasible at the lender level. 

Lastly SaaS is more cost effective 
than metered-models because LOS ven-
dors charge a flat fee per month. The 
scalability advantages mean that seat in-
creases, either large or small, are priced 
evenly. Lenders can plan for and react to 
changing market conditions quickly and 
more affordably than with traditionally 
deployed LOSs.

The LOS of the future must be based 
upon rules-based technology, because it 
offers lenders a competitive advantage 
over hard-coded systems by providing 
flexibility. Simply put, business rules 
allow a lender to make additions or 
refinements to their LOS without rely-
ing on the vendor or costly program-
mers. They allow for a quick addition 
of a loan product, for example and all of 
the required sentry screens and output 
forms. The lending landscape is ever 
changing and these tools allow lenders 
to not only react more quickly, but also 
to be proactive in the face of change. If a 
lender does not have the ability to make 
changes to their system, they will not 
be able to effectively compete against 
those that can.

The flexibility provided by a rules-
based LOS allows lenders to refine their 
technology to mirror and enhance exist-
ing business practices, rather than have 
the technology dictate them. This factor is 
often undervalued, but in reality it is vital 
in promoting acceptance of new technol-
ogy among stakeholders.

Additionally, business rules allow for 
the lender to make the additions or chang-
es necessary to react to or stay ahead of 
market changes. This capability alone can 
be a game changer by reducing times from 
weeks to minutes in some cases, when a 
loan product offering or rate change de-
mands quick action. 

Business rules afford lenders with the 
ability to report on virtually any piece of 
data from within the LOS quickly and 
easily. This underlying feature is essential 
if your lending technology is expected to 
provide continued value over the expected 
lifetime of systems that are not business 
rules based. 

52      Tomorrow’s Mortgage Executive           

Today’s LOS market is a crowded one filled with 
systems claiming to meet the needs of today’s 
lenders.
“ “





Document management is also an 
essential quality that must be properly 
evaluated when choosing a lending tech-
nology to meet the demands of today's 
lending. Lenders are faced with the chal-
lenges of changing regulations and the 
fees, penalties and the possibility of buy-
backs associated with non-compliance. 
Lenders need more than traditional doc-
ument preparation and forms libraries to 
assure compliance. It is critical for them 
to have an integrated solution composed 
of a combination of mortgage banking 
attorneys, advanced technology and tight 
integration with their LOS. 

Since the LOS is typically the sys-
tem of record, one that delivers dynamic 
business rules that allow for data edit 
checks and data validation is vital to 
achieving and maintaining document 
compliance. with an integrated solu-
tion, accuracy is increased by using au-
tomated import and export capabilities to 
facilitate the exchange of data between 
systems.  This solution delivers a staff of 
mortgage banking attorneys to lenders 
and provides the support and regulatory 
monitoring necessary to ensure loans are 
meeting the latest regulations. 

By providing lenders with access to 
this solution from within the LOS, they 
can stay ahead of industry changes with 
end-to-end compliance support that al-
lows convenient access to guaranteed 
compliant mortgage documents custom-
ized to their specific lending programs.

Integration between an LOS and other 
systems is vital to its success as the in-
tegral part of a lender’s operation. These 
integrations, called web Services, make 
all the capabilities and information within 
the LOS available to the outside world 
and vice-versa. 

web Services are also secure, expand-
able and provide a great amount of value 
without requiring a lot of maintenance. 

Performing a thorough evaluation 
of the vendor can be as important as the 
evaluation of the technology itself. A 
technology supplier has a tremendous 
influence on the success of an LOS and 
thus a lender’s business and livelihood. 

A quality vendor can provide advantages 
in numerous ways, while lesser ones can 
doom a lender’s success. Never underes-
timate the importance of vendor quality.  

Lenders ask many questions of poten-
tial vendors, ranging from the number of 
systems in use to the methods by which 
they escalate a support issue. while 
these are good and essential questions, 
lenders are advised to converse with the 
lenders who are customers and are using 
the technology.

Start by asking the lenders about their 
experiences during the start-up phase. It 
is essential that this discussion include 
the installation, configuration and train-
ing phases as a whole, because the answer 
to the often-asked question of "how long 
will it take to install?" can often result in 
truthful but misleading answers. 

Lenders need to have a firm grasp of 
their own installation expectations and 
communicate them to the vendor. many 
times, details are omitted so deadlines 
can be met or ‘scope creep’ occurs where 
items are added which significantly im-
pact go-live dates. 

make sure that milestones are estab-
lished and duties for both the lender and 
vendor are outlined clearly. It is advised 
that all parties within the lending organi-
zation be kept in the fold, because buy-
in by all interested parties makes for a 
smoother and speedier implementation.   

Another detail when assessing vendors 
is determining their business knowledge, 
primarily your business. many lenders 
have products or procedures that are spe-
cific or their state or region. Vendors who 
are well-versed in business as well as 
technical knowledge make for better busi-
ness partners.

This applies to client services and 
customer support as well. It is difficult 
to place a value upon customer service. 
many lenders write it off as being me-
diocre at best. Ask a vendor what they 
think of the service they get from their 
LOS vendor and you will likely hear sto-
ries ranging from "They’re OK I guess" 
to "what customer service?". It makes 
sense to ask your vendor about help desk 
experience, staffing levels,  availability, 
location, in-house or contracted, call-
back times as well as the availability of 
help files, documentation, on-line and 
emergency services. 

Vendor experience can be a huge as-
set as well. Those vendors who have 
witnessed and succeeded during all of 
the highs and lows that the industry has 
experienced have the knowledge to help 
lenders in periods of growth and decline. 
The value of veteran leadership can be 
summed up as the difference between "we 
can help" and "we don’t know".

A poor client services relationship can 
have a huge negative impact on even the 
best LOS. No matter how good the prod-
uct appears to be, lenders must have qual-
ity customer service in order to succeed, 
plain and simple. 

Lenders certainly have an advan-
tage as buyers in today’s LOS technol-
ogy market. There are many suitors on 
bended knees promising a lifetime of 
happiness. However, lenders must arm 
themselves with the knowledge and the 
understanding to choose the one that 
helps them gain the advantages they 
need to compete in today’s marketplace 
while allowing them to embrace the 
challenges they will encounter in the 
future. ❖
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INNOVATIONS
2011 WINNERS

Industry Significance
Overall Uniqueness
Positive Change

Hard Savings ROI

3

3

3

Intangible ROI3

3



We can all agree that 2011 was a trying year for the 
mortgage industry. However, in the face of adversity 
the mortgage industry responded. Several new 

innovations arose to help aide the industry in its efforts to 
get closer to recovery. And that’s really what the Innovations 
Program is all about. We are the Good Housekeeping Seal of 
Approval, the Gold Seal when it comes to recognizing true 
industry innovation. 

What were we looking for specifically? We are recognizing 
innovations that were introduced into the mortgage market 
between January of 2011 and December of 2011 that truly 
changed the mortgage market for the better. As part of this 
competition, we not only looked to recognize a new release, 
although we certainly didn’t want to discourage the entry of 
innovative new releases that hit the market in 2011. We also 
wanted to reward individuals, companies and groups for doing 
creative things throughout 2011 that made a positive difference.

Understand that this is not a subjective competition. All 
applications were scored on a weighted scale. We looked for the 
innovation’s overall industry significance, the originality of the 
innovation, the positive change the innovation made possible, 
the intangible efficiencies 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, all six industry experts that make up 
the PROGRESS in Lending 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 industry 
peers who know the space inside and out, just like you do.

We encourage you to apply online to get recognized next 
year. But for now, in alphabetical order, the top innovations of 
2011 are:

Visionary3



a la mode, inc.
www.alamode.com

The rapidly changing regulatory 
landscape and the new GSE require-
ments significantly impacted the ap-
praisal management and collateral 
valuation industries in 2011. Without 
critical innovation, delivery difficulties 
of the newly required MISMO 2.6 ap-
praisal data could have choked origina-
tion pipelines at a time when this indus-
try can least afford it.

Since a la mode’s appraisal formfill-
ing software is the choice of well over 
half the appraisers in the country, the 
company already had a presence on the 
desktop of a majority of the nation’s ap-
praisers. That presence gave Mercury 
Network the unique opportunity to in-
novate a solution that streamlines the 
delivery of compliant appraisal data 
and ensures the easiest possible transi-
tion for all lenders and AMCs to easily 
comply with the GSEs’ new Uniform 
Collateral Data Platform (UCDP). 

In September of 2011, a la mode’s 
Mercury Network launched DataCou-
rier, a new service that allows apprais-
ers to easily deliver the MISMO XML 
to any lender or AMC they work for, 
without any manual file conversions 
or non-compliant e-mail attachments. 
DataCourier makes appraisal delivery 
fool-proof, compliant, more efficient, 
and free for all parties involved.

 Industry Significance
Since DataCourier was released 

in September of 2011, it has deliv-
ered over 1 million appraisal reports. 
This innovation is significant to the 
industry in that it prevented what 

could have been a massive interrup-
tion in the delivery of appraisal data. 
Imagine appraisers attempting to 
comply with the GSEs’ new require-
ments without DataCourier. Apprais-
ers would be trying to convert their 
own report data to the required XML 
format. They would be attempting to 
attach it to unencrypted e-mail mes-
sages (a violation of Federal law). Fi-
nally, they would be troubleshooting 
the delivery and receipt of that data 
on a per-client basis.

With DataCourier, these apprais-
ers can just click a button inside their 
formfilling software.  The report is 
converted, automatically uploaded to 
a secure server, and a professional no-
tification e-mail is sent to their lender 
or AMC client alerting them of the fin-
ished report.   The lender or AMC can 
click on a link to be taken to the secure 
server, and then easily and quickly 
download the required XML and/or a 
PDF of the report.  The secure server 
also shows salient property details so 
lenders and AMCs can get report high-
lights immediately. 

 Overall Uniqueness
Mercury Network currently 

handles over 20,000 appraisal deliver-
ies a day, and DataCourier allows any 
lender or AMC to leverage that expe-
rience and reliability at no cost. All 
major technology vendors launched 
UCDP solutions over the past year be-
cause they had to, but no other com-
pany built a direct integration that can 
be used by anyone, free of charge, that 
also includes hassle-free and compli-
ant receipt of the appraisal data from 
the appraiser themselves. a la mode’s 
innovation solved the problem from all 
points in the workflow chain includ-
ing the appraiser’s delivery, the lender/
AMC receipt, and the lender/AMCs’ 
delivery to the GSEs.

Positive Change
a la mode’s DataCourier has con-

tributed to positive change in the in-
dustry by preventing serious appraisal 
delivery delays, dramatically reducing 
hassles with delivery and receipt, and 
offering a compliant solution for ap-
praisal delivery that keeps lenders out 
of very serious GLBA violations. In 
addition, DataCourier levels the play-
ing field for smaller lenders and AMCs. 
They now have access to more power-
ful technology than many of their larger 
competitors, without any investment. 
Rather than using the new regulations 
to force lenders and AMCs to buy extra 
solutions, a la mode chose the longer 
range strategy of providing first in class 
technology for free to anyone.  

Intangible ROI
The intangible ROI of DataCou-

rier is substantial. From compliance 
expediency, to the avoidance of hassles 
and manual, error-prone file conver-
sion and delivery, DataCourier saves 
appraisers, lenders, and AMCs tremen-
dous time and overhead expense. In ad-
dition, DataCourier’s secure delivery of 
the NPI contained in an appraisal report 
shields lenders and AMCs from po-
tentially catastrophic violations of the 
GLBA, where penalties include fines of 
$10,000 per violation.

Hard Savings ROI
The industry saved millions of 

dollars because of DataCourier. That 
savings was realized through minimi-
zation of manual labor, tremendous 
reduction of appraisal delays that 
threaten closing delays, safeguards 
from hugely expensive compliance 
violations, and the savings realized 
when smaller lenders and AMCs aren’t 
forced to enter into lengthy, expensive 
contracts for easy, direct connections 
to UCDP. ❖
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DecisionReady
www.decisionreadysolutions.com

In 2011, DecisionReady tackled a 
tough industry problem—default mort-
gage servicing—head on, and came up 
with a technology solution that has al-
ready had far-reaching effects. The chal-
lenge of how to manage the business 
of servicing defaulted and delinquent 
loans in an efficient, cost-effective, and, 
most importantly, compliant manner, is 
one issue faced by nearly all of today’s 
mortgage servicers. By combining up-
to-the-minute technology with a shrewd 
business strategy, DecisionReady came 
out with a solution that delivers major 
advancements in the business of manag-
ing defaulted loans, while ensuring the 
servicing of those loans is compliant. 

The solution created by Decision-
Ready addresses the full range of issues 
faced by today’s servicers. The DRAW 
platform helps servicers reduce costs, 
improve accuracy, and reduce the com-
pliance risk associated with servicing 
delinquent loans. 

 Industry Significance
Businesses using DRAW tech-

nology have the invaluable peace of 
mind of knowing that their servicing 
of defaulted loans is fully compliant 
with all rules and regulations. That 
alone would be notable, but Decision-
Ready’s technology goes much further 
in the benefits it provides to individual 
servicers as well as to the mortgage 
industry as a whole. Without ques-
tion, shortening the process of servic-
ing defaulted loans is a huge benefit 
to mortgage companies, as well as to 
consumers. DecisionReady’s technol-

ogy speeds servicing timeframes up 
significantly. 

While timeframes vary from state 
to state, it’s safe to say that the DRAW 
platform has trimmed weeks, and 
sometimes months, off the industry 
average 18-month foreclosure life 
cycle. In addition, DecisionReady’s 
technology has helped servicers realize 
productivity gains of over 200% in 
default processing functions.

 Overall Uniqueness
When DecisionReady introduced 

its technology roughly a year ago, it made 
a huge leap in servicing technology. 
Most mortgage servicing compliance 
technology solutions in the industry 
have been focused on document and 
data-based compliance—ensuring the 
accuracy of information on documents 
and the execution of the read-only 
version of the documents. DRAW not 
only provides document compliance, 
but process-based compliance as 
well, a big development in default 
mortgage servicing technology. 
DecisionReady’s solution provides 
servicers with qualitative process 
compliance by turning each step in the 
default servicing process into auditable 
decisions that each servicing associate 
needs to make. 

Positive Change
DecisionReady gained enormous 

traction in 2011, and the momentum 
continues into 2012. How big of 
an impact has the company had? 
Today, one in seven of the delinquent 
mortgages in the United States is now 
processed on the DRAW platform. 
That’s 15 percent of the entire universe 
of delinquent mortgages in the United 
States of America. 

And DecisionReady’s impact ex-
tends outside of the United States: 
worldwide, more than 8,500 default 

servicing associates are currently using 
the company’s platform. 

Intangible ROI
Without a doubt, shortening the 

process of servicing defaulted loans is 
a huge benefit to mortgage companies. 
The DRAW platform speeds servicing 
timeframes markedly. On average, the 
default servicing lifecycle is a long 18-
month process. The DRAW platform 
manages the loan life cycle using a set of 
automated dates and automated ticklers, 
reducing the life cycle substantially. The 
supervisors manage loan prioritization 
based on state, investor, delinquency, 
and foreclosure sale date to enable 
associates to be optimally deployed 
against the existing work effort. 

Plus, the DRAW technology is 
ensuring servicers are compliant with 
a number of rules and regulations such 
as the Consent Order Requirements and 
the supplemental directives for Single 
Point of Contact the Special Point of 
Contact (SPOC) order, just to name a 
few new regulations that the mortgage 
industry faces today.  

Hard Savings ROI
DecisionReady’s DRAW tech-

nology has already provided its users 
with extraordinary returns on invest-
ment by improving processing accura-
cy to near-perfect levels while speed-
ing the process. In terms of improving 
both speed and accuracy, the DRAW 
platform has proven tremendous results 
such as by using the DRAW platform, 
the mega-servicer saw a decrease of 
over $100 million per quarter on inter-
est curtailment; clients have realized 
productivity gains of over 200% in 
various default processing functions; 
and processing accuracy rates in fore-
closure processes improved from 88% 
to 98% in just five months for one of 
the largest services in the country. ❖
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Want To Grow  
Your Business?

PROGRESS in Lending Association has several opportunities that might meet  
your unique needs. Give us a call and we’ll move the industry forward together.

Call us at:
203.529.3131



Five Brothers
www.fivebrms.com

Over the past couple of years we 
have experienced severe economic chal-
lenges.  High unemployment rates, an 
epidemic of foreclosures and defaults, 
declining home prices and an econ-
omy that is struggling to get back on 
track.  This has been difficult on ev-
eryone, including municipalities. To 
combat this situation municipalities 
have turned to implementing a wave of 
new regulations, and municipal codes 
requiring strict vacant property regis-
tration.  Each municipality across the 
country has added their own require-
ments and penalties for not adhering 
to these strict vacant property require-
ments.  Resulting in fines and fees for 
non-compliance. 

To provide an effective and power-
ful tool, Five Brothers Default Man-
agement solutions has applied over 
40 years of default management ex-
pertise, deep knowledge and working 
experience with municipalities, and 
advanced technology to deliver the in-
dustry an innovative vacant property 
registration solution. This Web-based 
system leverages the most advanced 
vacant property registration database 
to deliver 24/7 solutions to servicers 
to ease their burden of handling vacant 
property registration.

Industry Significance
Many municipalities require reg-

istration of vacant properties, typically 
requiring information on how long the 
property has been vacant, plans for the 
property and who to contact in case 
of an emergency. With municipali-

ties continually enacting or modifying 
their own versions of such regulations, 
compliance has quickly become a more 
difficult, complex and costly task. To 
address this issue, Five Brothers creat-
ed and introduced a nationwide Vacant 
Property Registration (VPR) system. 
The VPR system includes an interac-
tive municipal ordinance database, re-
lated process automation software and 
end-to-end implementation service. 
Five Brothers’ clients are automatical-
ly alerted to new and revised munici-
pal registration rules and can directly 
monitor compliance status on an indi-
vidual property basis. 

 Overall Uniqueness
Not only is this solution original 

in the value that it brings to the industry, 
but with ingenuity and creativity 
Five Brothers was able to deliver on 
this innovation at a time when the 
industry needed it the most. Several 
innovative features take the Five 
Brothers solution beyond less effective 
attempts to address the VPR challenge 
such as seamless integration with the 
client’s workflow management system; 
timely, accurate information supported 
by direct input from field service 
professionals deployed in communities 
nationwide; full integration of VPR 
with the overall asset-preservation 
process enables more efficient process 
management and implementation; and 
much more.

Positive Change
The innovations that have the 

greatest impact are the ones that 
address a unique challenge or situation 
during a time when that solution is 
needed most.
 That is the case for Five Brothers 
vacant property registration solution. 
Since its introduction, the Five Broth-
ers VPR solution has been adopted 

by numerous mortgage servicers with 
portfolios encompassing hundreds of 
thousands of properties in hundreds 
of communities, nationwide. In virtu-
ally all cases, adoption of the system 
has eased client workloads, eliminated 
the need for specialized VPR-related 
knowledge and training, and sharply 
reduced downstream compliance costs. 
This eliminates costly fees on the ser-
vicer’s side in addition to improving the 
overall qualities of the properties for the 
municipalities. This solution is chang-
ing the mortgage process for the better 
while helping municipalities and com-
munities to get back on track.

Intangible ROI
In total, the tool is a combination 

of advanced technology and the Five 
Brothers staff, which provides in-
depth experience with working with 
municipalities. This application offers 
mortgage servicers a solution that 
streamlines the entire vacant property 
registration process. 

This cuts cost, eliminates errors 
and mitigates the risk of costly 
penalties and fees. In addition, it eases 
the burden for servicers while adding 
value to the housing market.

Hard Savings ROI
By applying advanced process 

automation, The Five Brothers Vacant 
Property Registration (VPR) system 
drastically reduces time and costs as-
sociated with administration of mu-
nicipal vacant property registration re-
quirements. Additional savings accrue 
from avoidance of often costly penal-
ties for failing to comply with munici-
pal VPR ordinances. 

Since the VPR system is a no-cost, 
value-added component of the Five 
Brothers service platform, all client 
savings (investment, labor and compli-
ance) are net. ❖
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GreenBar America
www.greenbaramerica.com

Mortgage technology is advanc-
ing but really nothing innovative has 
been created to change the consumer 
experience at the point-of-sale. That’s 
where GreenBar comes in. The Green-
Bar solution addresses the intent of 
the Consumer Financial Protection 
Bureau as it pertains to the mortgage 
transaction; it endeavors to eliminate 
intentional and unintentional product 
steering by mortgage originators; it 
provides the mortgage industry with 
a more effective, comprehensive, re-
alistic and consumer centric definition 
and solution for adhering to the intent 
of the “safe harbor” provisions; it pro-
tects consumers against loan originator 
bias (intentional and unintentional), as 
pertains to the selection or recommen-
dation of a specific mortgage product 
and terms; it establishes a simple, easy 
to understand and universally accepted 
framework for evaluating the borrow-
er’s ability-to-pay; it puts consumer 
needs as the starting point of the mort-
gage transaction; and it incorporates a 
standardized educational method into 
the origination process. To elaborate, 
the GreenBar Decision Engine enables 
mortgage borrowers to be “pre” un-
derwritten by loan originators for the 
purpose of educating consumers as to 
the optimal product and strategy to 
maximize the likelihood that they will 
be able to meet their new long-term fi-
nancial obligation.

 Industry Significance
GreenBar represents an opportu-

nity for the mortgage industry to come 

together, for a common cause, with an 
industry driven solution to fix mort-
gage industry problems, and re-estab-
lish the prominent role of the housing 
and housing finance. For example, the 
solution addresses the legislative and 
public mandate in place to provide 
consumers with greater financial pro-
tections, education and wealth build-
ing options. 

The mortgage industry is suffering 
and needs help re-establishing integrity 
and public confidence in the mortgage 
industry, a borrower’s ability to pay, 
and the stability of mortgage backed 
assets. GrennBar does that. 

 Overall Uniqueness
GreenBar is unlike anything that 

has been offered to the mortgage indus-
try for the purpose of fixing the prob-
lems that created the mortgage melt-
down of 2008. 

It has the potential to substantively 
change and standardize the mortgage in-
dustry. Specifically, GreenBar revamps 
the core mortgage origination process 
because it provides an alternative to re-
lying on traditional underwriting crite-
ria such as credit scores, DTI, LTV and 
even income. GreenBar is also the only 
pre-qualification and origination tech-
nology that integrates a personal finance 
model into the origination process. The 
finance model represents a set of per-
sonal finance concepts that are simple, 
easy to understand and remember, com-
monsense and universally accepted by 
virtually all financial advisors. 

Positive Change
GreenBar is 100% focused on 

doing the right thing for the consumer. 
GreenBar focuses on increasing the 
likelihood that the borrower will be 
able to repay their debt. The solution 
integrates a simple and standardized 
means of educating consumers on the 

best way to make a mortgage decision. 
When you think about it, long and hard 
GreenBar promotes the concepts of 
thrift, prudent financial management, 
self-reliance and also being prepared 
for your retirement. This application is 
something that will both improve the 
mortgage industry and the borrower’s 
life in general.

Intangible ROI
The process of originating a mort-

gage has become way too complicated. 
GreenBar takes the opposite approach 
by endeavoring to make every borrow-
er a better borrower and thus create less 
need for burdensome regulations, home 
ownership squelching guidelines and 
post-closing analytics. The overriding 
benefit of the GreenBar Decision En-
gine is that it serves to satisfy the intent, 
and many of the specific requirements, 
of Dodd-Frank. GreenBar is 100% fo-
cused on improving the quality of every 
borrower and diminishing borrower de-
faults. It does this by creating an origi-
nation process which blends the act of 
getting a mortgage with a personal fi-
nance self analysis. 

Hard Savings ROI
GreenBar has a built-in presenta-

tion system which streamlines, short-
ens and standardizes the process of ex-
plaining the mortgage recommendation 
to the borrower. GreenBar seamlessly 
and automatically runs calculations 
that would be impossible for an loan 
officer and it will identify loan oppor-
tunities that would otherwise have been 
overlooked today. 

GreenBar runs the origination pro-
cess through a “check and balance” 
system which automatically makes 
sure that all fees and pricing have 
been accounted for before presenting 
to a consumer. This tool improves the 
mortgage process all around. ❖
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LoanSifter
www.loansifter.com

The LoanSifter Available Mortgage 
Rate Index (AMRi) is the mortgage 
industry’s first complete, real-time 
mortgage rate index that is based on 
same-day rates and the only index that 
provides a realistic idea of what borrow-
ers typically pay for a loan. Three main 
characteristics set LoanSifter AMRi 
apart. First, it provides the most accu-
rate depiction of current and historical 
mortgage rates available on the market. 
It is the only index based on same-day 
rates. Rather than using past sources of 
information, the LoanSifter AMRi’s in-
dices are created by leveraging real-time 
data from 25 wholesale and correspon-
dent lenders. Second, the LoanSifter 
AMRi was created in partnership with 
the Federal Reserve Bank of Boston, 
one of twelve district Reserve Banks in 
the Federal Reserve System. Third, use 
of the LoanSifter AMRi is completely 
free of charge. 

The LoanSifter AMRi lists all rel-
evant rate information all on a single 
page. There are two indices presented: 
the prime rate index (for 30-year fixed 
rate conventional mortgages), and the 
FHA rate index, which covers mortgag-
es for “nonprime” borrower scenarios. 
Each index is updated daily to demon-
strate the most current calculated rate a 
borrower would receive from the aver-
age lender, based on the scenario.

 Industry Significance
LoanSifter AMRi provides real 

value to so many of the industry’s con-
stituents – lenders, borrowers, research-
ers, journalists and others – its signifi-

cance is particularly broad. But most 
importantly, it personifies the definition 
of innovation – the creation of better 
and more effective products, processes 
and ideas. The LoanSifter AMRi pro-
vides an alternative, eliminating the in-
dustry’s need to rely on backward-look-
ing data collection methods that rely on 
reported mortgage rate information, and 
replaces it with actual rate quotes. It re-
places a quasi-information source that 
does not provide a true comparison of 
typical points from week to week with a 
real-time accurate snapshot that allows 
for variances and adjustments.

 Overall Uniqueness
LoanSifter had recently partnered 

with the Federal Reserve Bank of Bos-
ton to assist the agency on its research 
projects—again, a unique partnership in 
and of itself, and one that was initiated 
long before the creation of the Loan-
Sifter AMRi. As part of the Federal Re-
serve Bank of Boston’s initiative, Paul 
Willen, a senior economist and policy 
advisor in the research department of 
the Bank, and his colleagues at the Fed-
eral Reserve Bank of Boston developed 
a comprehensive and unique framework 
and methodology that mines the Loan-
Sifter database for key trends in the 
mortgage industry.

When LoanSifter officials examined 
traditional indices of mortgage rates, 
they found glaringly apparent flaws in 
the approaches that were being utilized 
which, unfortunately, compromised the 
resulting information. For example, rate 
indices such as the Mortgage Bankers 
Association’s popular index, while use-
ful, do not provide an accurate reflec-
tion of what is happening in the market 
in real-time. They provide informa-
tion—it’s just not current information. 
Information that is based on data from 
the recent past is helpful until real-time 
information is available. And once that 

switch occurs, it’s not long before the 
vehicles providing stale information are 
obsolete. AMRi solves this issue.

Positive Change
The LoanSifter AMRi is a signifi-

cant step forward for mortgage market 
research. By creating a vehicle for eas-
ily accessible, no cost, highly accurate 
and real-time rate information, Loan-
Sifter has furthered the cause of mort-
gage market research and elevated the 
standard for statistical data and infor-
mation. It has provided the industry’s 
first alternative to traditional mortgage 
rate indices that simply do not provide a 
realistic idea of what borrowers actually 
pay for a loan. LoanSifter AMRi pro-
vides the specific adjustments that rep-
resent the programs that are currently 
on the market.

Intangible ROI
Fast, accurate data is never un-

needed. Because most business deci-
sions are made on analysis of existing 
information, accuracy is of the utmost 
importance. By providing this highly 
accurate, real-time rate information for 
free, LoanSifter has enabled businesses 
and individuals, literally anywhere in 
the world, to make better, more sound 
business decisions. Also, by provid-
ing this level of information for free, 
LoanSifter has furthered the cause of 
technology and created a benchmark 
for accuracy and availability of highly 
accurate data.

Hard Savings ROI
Borrowers can use the LoanSifter 

AMRi to ensure they are getting market 
rates and therefore, to ensure they are 
not overspending on their mortgages. 
This information can be a huge support 
in determining whether or not a lender 
is offering true-to-market rates, or offer-
ing rate locks. ❖
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MortgageFlex
www.mortgageflex.com

Recognizing that the lending indus-
try would never be the same after the 
last industry down time and lenders 
would need smarter and more efficient 
solutions, MortgageFlex developed an 
offering that isn’t just new technology 
but a new solutions approach. One that 
addresses everything a lender needs to 
respond quickly and easily to the ev-
er-changing rules and regulations and 
the demands of tech savvy borrowers 
while continuing to increase revenue. 
Traditionally, technology vendors 
simply upgrade to the latest platform 
(DOS > Windows > .NET) and tout 
the advantages. And while the latest 
advantages are numerous, there still 
needed to be a support solution para-
digm shift to accommodate the lending 
transformation that has occurred. Just 
upgrading technology is not enough to 
be successful anymore; lenders need 
flexible pricing options, secure hosting 
choices and experienced resources. In 
short, they need a strong partner with 
new answers. To meet these needs, 
MortgageFlex redesigned not only the 
LoanQuest product offering but looked 
internally and evaluated their resources 
and processes.

 Industry Significance
In current market conditions, it 

is imperative for lenders to manage 
expenses while doing everything they 
can to effectively improve their pull 
through percentage. Embedded Loan-
Quest technologies such as Windows 
Workflow Foundation, data aggrega-
tion from third parties and image man-

agement help insure the quality of the 
origination while managing expenses. 
The workflow automation component 
of the application can be used to ensure 
effective and timely communications 
are issued between the lender, con-
sumer, and third parties. In addition, 
the automation can be used to perform 
routine and repetitive tasks, such as 
compliance audits, service orders, and 
document generation. Users can select 
a single, repetitive step and automate 
it, in minutes.

 Overall Uniqueness
MortgageFlex offers creative 

solutions that differ based on lender’s 
needs. LoanQuest supports all lending 
channels, including the growing con-
sumer market and shares data in real-
time so borrowers and lenders alike 
have immediate, transparent access to 
loan information. The development of 
LoanQuest 2011 was unique as well. It 
would have been easy to start with a 
clean slate - a clean database and just 
build an abbreviated system that met 
general needs. 

Instead, MortgageFlex opted to 
keep all of the industry best practices 
gleaned from customer input and 
industry requirements that it gathered 
in the last 30 years and built on it.

Positive Change
MortgageFlex has endeavored to 

give lenders several options to accom-
plish their goals. Aside from the obvi-
ous technology advantages, Mortgage-
Flex now offers transactional hosting 
pricing options. In addition to laying 
down a future-proof technical founda-
tion for all users of the system, the new 
generation of LoanQuest offers signifi-
cant productivity and quality control 
features including constantly running 
compliance logic, a powerful and flex-
ible workflow system, a business rules 

engine, an imaging system, a product 
and pricing engine, a network of in-
dustry leading service partners, and 
support for Web services and MISMO 
based interfaces. 

Intangible ROI
Understanding what the consum-

er is looking for in a mortgage lender 
and exceeding their needs should be 
the goal of all mortgage originators. 
Consumers today are more demanding 
than ever before and have high expec-
tations of quick, correct results. Loan-
Quest’s Web portals give consumers 
direct access to product comparisons, 
financing scenarios, and loan status, 
which promotes trust in the lender and 
meets the consumers’ hands-on de-
mand for instantaneous results. Social 
media has also played its role in driv-
ing high quality commitments, by giv-
ing everyone a voice. 

Hard Savings ROI
The new generation of Loan-

Quest allows lenders to significantly 
lower operating costs with the use of 
workflow, imaging and electronic de-
livery to produce loans. The use of 
business rules combined with workflow 
improves compliance and loan quality 
without adding additional personnel. 

Electronic interfaces triggered by 
workflow can be used to automate 
steps in the loan process that previous-
ly required personnel to execute. The 
data from these interfaces is used to 
validate data for loan quality and fraud 
prevention, order required services, 
and deliver documents to participat-
ing parties in the loan process. The use 
of Business Intelligence (BI) provides 
feedback to managers to use for every-
thing from monitoring quality control 
to resource management. 

BI also gathers data to identify 
process improvement areas. ❖
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Sperlonga Data & Analytics
www.sperlongadata.com

The past few years have revealed a 
growing problem faced by mortgage 
servicers: delinquent homeowners as-
sociation (HOA) fees causing delays 
in reselling foreclosed and defaulted 
residential properties. It has been said 
that this is “the biggest problem the 
mortgage industry has never heard of,” 
and it affects, in one way or another, 
over 24 million properties. It’s not an 
entirely new problem, but it’s one that 
has recently become front and center 
for servicers in today’s challenging en-
vironment of record defaults and fore-
closures. Enter Matt Martin and team 
with a simple, yet ingenious, solution; 
find every HOA out there and bridge 
the gap between them and the mort-
gage servicer and investor community. 
Martin’s concept was the genesis of 
Sperlonga Data and Analytics, an Ar-
lington, VA-based company created in 
2011 to provide a technology-enabled 
centralized interface for HOAs and ser-
vicers, as well as an array of services to 
benefit both sides.

Sperlonga’s technology facilitates 
the identification, delivery, and resolu-
tion of outstanding account balances 
related to association fees. Servicers 
and investors upload portfolios of prop-
erties directly into the Sperlonga work-
flow engine, and progress and results 
are viewable through a personalized 
Client Dashboard. This simplifies the 
overall process.

 Industry Significance
The problems Sperlonga solves 

are many. Using proprietary technol-

ogy and state-of-the art HOA account 
management tools such as Community 
Association Locator (CAL) and Delin-
quency Check, Sperlonga simplifies 
and expedites the connections between 
HOAs, mortgage servicers, and inves-
tors. Community Association Locator 
(CAL) is a clear example of techno-
logical innovation at Sperlonga. CAL 
is a geolocation capability that allows 
Sperlonga to quickly identify the cor-
rect HOA for a given property address, 
even when the data doesn’t yet exist 
in the system. Also, Sperlonga’s HOA 
portal addresses a growing problem 
in the mortgage servicing industry. 
High delinquencies in HOA accounts 
have become a critical issue for asso-
ciations, lenders and servicers. Sper-
longa’s platform helps stakeholders 
minimize losses associated with trans-
action delays and lost revenues caused 
by HOA claims.

 Overall Uniqueness
By creating an accessible, user-

friendly HOA portal, Sperlonga has de-
livered the only means in the industry 
to solve the delinquent HOA account 
issue for both sides: the HOAs and 
the servicers or investors holding the 
mortgages. Along with the database, 
the workflow and process management 
engines of the proprietary Sperlonga 
technology provide the claims pre-
sentment and satisfaction automation 
necessary to get matters resolved with 
unprecedented speed. And it is sorely-
needed. There are an estimated 300,000 
HOAs in the United States serving over 
24 million properties.

Positive Change
Response to Sperlonga’s offer-

ing has been gratifyingly enthusiastic, 
though on the investor and servicing 
side, most in the process of implemen-
tation insist on confidentiality. HOAs 

have been signing up with Sperlonga 
in tremendous numbers, driven by the 
obvious benefits and zero cost to them. 
The industry is rapidly learning the im-
portance of the HOA presence for the 
mortgage business and for America’s 
communities. Sperlonga’s services in-
tegrate to all aspects of the mortgage 
process, from origination to loss miti-
gation to REO.

Intangible ROI
Sperlonga’s solution saves ser-

vicers and investors huge amounts of 
time by connecting them with asso-
ciations to facilitate timely payment of 
HOA fees. For example, without access 
to Sperlonga’s offerings, a servicer may 
be faced with delays of days, weeks or 
even months in the foreclosure pro-
cess. Sperlonga operates under highly 
specific service level agreement (SLA) 
standards for servicers. For example, 
HOAs are identified in 3 days or less; 
the delinquency check is completed 
within 5 days; reconciliation is com-
pleted in 2 days or less; negotiations of 
amounts is finished in 5 days or fewer; 
and payment is sent to HOA within 5 
days.

Hard Savings ROI
Lenders, servicers, and inves-

tors face long and costly delays when 
HOA liens stall default and foreclosure 
processes. Legal fees can also mount 
quickly. However, when constructing a 
cost-benefit analysis across a portfolio 
of 8,173 properties of a future client, 
Sperlonga found that a realistic sav-
ings of $13.3 million would have been 
achievable had the client’s HOA obli-
gations been actively managed with the 
company’s services. This average sav-
ings of $1,627 per loan translates to an 
industry potential savings upwards of 
$500 million or more in foreclosures 
involving HOAs. ❖

INNOVATIONS
2011 WINNERS
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Reach

The mortgage industry is a tena-
cious one. Despite record low 
home sales and declining pur-

chase prices, mounting foreclosures, 
high unemployment and cautious lend-
ing, the industry 
presses on. Deter-
mined to do more than survive the chal-
lenges, industry leaders are seeking to 
innovate and add transparency to mort-
gage processes, adopt new technologies 
to boost efficiency and customer service, 
and learn from past mistakes.

The mortgage industry is proving 
its commitment to true success 

- but to succeed, mortgage  
professionals must work 

together to not only 
collaborate and 

The future of crafting a true 
successful mortgage operation 
is all about e-collaboration.

Extend Your 
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share information, but to support and 
adopt emerging regulations.

It’s wildly debated as to when the 
market will fully recover, but most 
would agree that with many lenders 
currently working through a four-year 
supply of foreclosures, recovery can’t 
come soon enough. Forced to tighten 
their belts, lenders are seeking ways to 
close the widening gap on their balance 
sheets. Fortunately, an opportunity does 
exist for lenders to position themselves 
to make the most of the loans that are 
coming through their doors. It’s called 
intelligent collaboration.

By collaborating electronically, lend-
ers can capitalize on current and future 
loans with the ability to originate, sign, 
underwrite, deliver, audit, service and 
archive loan documents all from their 
computers – eliminating the need to print, 

package and ship hard copies. In addition, 
recent advancements in technology allow 
lenders to extend this online collaboration 
to borrowers and other third parties, who 
have come to expect immediate service 
and access to their documents. 

Today, lenders are accelerating the 
origination phase and offering better cus-
tomer service by electronically deliver-
ing disclosure documents to borrowers. 
Borrowers access the documents through 
secure, online document portals, where 
they authenticate their identities, ac-
knowledge receipt, confirm that they can 
view and read the materials, and eSign 
them. In addition, borrowers are able to 
deliver outstanding required documents, 
such as a backlog of bank statements, to 
the lender through the same portal.

For example, radius financial group 
inc., a privately-owned, full-service 
mortgage banker, implemented electronic 
document collaboration technology last 
year to support eDisclosure initiatives 
and found that consumers were thrilled 

with the experience. “[Clients] say, ‘I 
can’t believe I just signed my applica-
tion electronically in 15 minutes, have 
uploaded my paystubs to you and have 
nothing else to do,’” says Keith Polaski, 
principal, radius financial group inc.

The next step for extending the col-
laborative aspect of the loan process is to 
complete eClosings. Settlement agents 
and attorneys are already able to manage 
their work queues through online docu-
ment portals, but in the near future entire 
closings will be completed electronical-
ly. When that happens, instead of being 
surrounded with documents requiring 
wet-signatures at the closing table, bor-
rowers will sign their closing documents 
using the computer mouse as the pen 
and the PC as the paper. Not only does 
this simplify the process for consumers, 
it gives lenders more assurance that the 

documents signed reflect any last minute 
changes, that all needed signatures are 
accounted for and all necessary docu-
ments are included.

Be Open tO Change

A willingness to work together is a criti-
cal factor as the industry takes steps to 
improve communication and collabora-
tion throughout the loan process. This 
willingness should extend beyond sim-
ply sharing documents to promoting 
process improvements by exchanging 
and delivering files in formats that work 
for all parties.

For instance, lenders face obstacles 
when it comes to working with PDF doc-
uments, often locked for viewing, print-
ing or editing. This can significantly im-
pact the ability to process documents and 
share them with investors if users or sys-
tems don’t have the necessary passwords. 
Some lenders are utilizing print drivers 
or other conversion tactics to “unlock” 
the PDF prior to sending to investors, but 

others aren’t aware of the issue until an 
investor rejects their delivery. While intel-
ligent document collaboration solutions 
can prevent the latter from occurring by 
notifying the lender of potential issues, 
lenders who aren’t using these advanced 
technologies are being penalized –as a 
result of an error that originated from a 
different trading partner. 

To truly improve the industry, lend-
ers must find solutions for the significant 
barriers – specifically the various data 
formats that are housed in proprietary 
systems and currently slow the loan pro-
cess. Using the aforementioned scenario, 
while a locked PDF may seem harmless 
in that the creator wanted to protect the 
data, it creates many potential issues 
downstream as the loans needs to be pro-
cessed and sold. 

To push toward transparency, the Uni-
form Mortgage Data Program (UMDP) 
introduced new appraisal data and deliv-
ery requirements based on the latest stan-
dards from some of the industry’s most 
tenacious change agents, the members 
of Mortgage Industry Standards Mainte-
nance Organization (MISMO). On the ap-
praisal side, the Uniform Collateral Data 
Portal (UCDP) and Uniform Appraisal 
Data (UAD) are already paving the way 
with appraisal data sets that are driving a 
more data-centric environment, promot-
ing greater eCollaboration and serving 
as the basis of the cradle-to-grave data 
concept. Additionally, the Uniform Loan 
Delivery Dataset (ULDD) will create an 
information superhighway, eventually en-
compassing more than 600 standard data 
elements to share among partners. 

While going from document centric 
to data centric is a formidable organiza-
tional shift for every party involved in the 
loan cycle, it is necessary in the future of 
intelligent mortgage collaboration. De-
livering more clarity throughout the life 
of the loan will lead to fewer processing 
errors and a more efficient process.

Set SightS On e-MOrtgageS

In addition to gaining faster access and 
making better use of the data, the in-

70      Tomorrow’s Mortgage Executive           

Forced to tighten their belts, lenders are 
seeking ways to close the widening gap on their 
balance sheets.
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dustry is preparing for the acceptance 
of SMARTDocs and electronic notes 
(eNotes). These documents have previ-
ously presented a challenge due to limit-
ed acceptance and the confusion around 
the term robo-signing. 

As SMARTDocs continue to evolve 
for different usages, wider acceptance is 
inevitable. Initially delegated for mort-
gage notes, the specification has become 
flexible enough to expand SMARTDocs 
to other critical documents, such as the 
HUD-1. As more documents become 
“smart”, the critical data within them 
will be more easily transferred between 
disparate systems. This will make col-
laboration second nature and drive cor-
respondent buyers to open their doors 
to accepting eNotes - enabling sellers to 
obtain best execution.

Intelligent collaboration will play a 
crucial part in the future of the eMort-
gage. Despite industry turmoil, support 
for eMortgages is unwavering. In Xerox 
Mortgage Services’ recent Path to Paper-
less survey, the majority of respondents 
noted that they plan to move forward 
with their eMortgage initiatives despite 
the foreclosure crisis (75 percent) and 
despite the perception that the GSEs 
would soon go away (71 percent).  

Cutting edge lenders are already em-
ploying paperless technologies to get 

them on the path to the eMortgage. As 
the industry moves closer, it will be criti-
cal for lenders to ensure they are creating 
a mortgage ecosystem that cultivates the 
cradle-to-grave philosophy.

nO pain, nO gain

The industry is poised for radical change. 
Lenders have given borrowers a taste of 
eMortgages with eDisclosures. Appraisal 
software and technology platforms built 
connectivity to the UCDP. Disparate 
systems are being forced to open them-
selves up to send, manage and ingest 
various data. Over the course of the next 
few years, more open source platforms 
will emerge to support the transforma-
tion of the industry from silos of inde-
pendent information and processes to a 
collaborative network of trading partners 
that exchange documents and data in a 
standardized way.

The key to unlocking this opportu-

nity is using technology to achieve true 
collaboration of data and documents 
across the loan lifecycle and across trad-
ing partners – both inside and outside 
of company walls. The ability to effec-
tively analyze a loan from application to 
completion via data transparency is on 
the horizon for lenders. Adopting the va-
riety of initiatives underway will ensure 
that lenders are positioned to capitalize 
on the many benefits of electronic docu-
ment collaboration. While there may be 
growing pains involved, lenders will ul-
timately arise stronger in the long-term 
as a result of moving to a data-centric, 
cradle-to-grave approach. 

As lenders continue to grapple with 
a backlog of foreclosures, the industry’s 
proven tenacity will continue to drive 
toward process improvements. Ensuring 
transparency and consistency throughout 
the mortgage process is key in restoring 
consumer and investor confidence. ❖

Nancy Alley is vice president and general manager at Atlanta-based 
Xerox Mortgage Services. Alley also previously led the product man-
agement and engineering efforts of eSignSystems, a leading eSign and 
eVaulting provider; and spent eight years at GE Capital Corporation de-
veloping her product management and business development skills in the 
mortgage banking technology area.
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