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P icture it: a concierge provides a guest 
spa and dinner reservations as well 
as show tickets for a stay tailored  

to his/her interests, using his vast  
networking knowledge and contacts to 
ensure the guest is provided white-glove 
treatment. Now, picture a loan officer 
approaching a potential borrower at 
his or her preferred location with 
a tablet—that is, all the items 
necessary to pamper and serve 
the customer: trustworthiness, 
advice, the ability to explain 
complex concepts and more 
than likely close a deal.

Mobile technology represents a profitable 
paradigm shift for the mortgage industry.

By Narayan Bharadwaj
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Tablets are not only changing how 
users interact with laptops and other 
devices, but are replacing the entire 
way a loan can be originated in the 
field by introducing more personal-
ized service. The previous paradigm 
of “borrower beware” in the mortgage 
industry is shifting to a paradigm of 
transparent, streamlined customer ser-
vice that lends itself to mobile solu-
tions and therefore profit. 

Mobile applications and tablets are 
not just a passing trend; they are the fu-
ture. A 2012 Forrester Research report 
by Andrew Bartels titled “US Tech 
Market Outlook For 2012 to 2013,” 
lists mobile applications as the top area 
of software spending in 2012 compared 
to 2011, with a total of 54 percent of 
businesses planning to increase soft-
ware spending by 5 percent or more. 
That same report maintains that firms 
expect to increase hardware spending 
the most for tablets, with a total of 53 
percent planning to increase hardware 
spending by 5 percent or more. To 
stay profitable, it is imperative that the 
mortgage industry enable loan officers 
and brokers to immediately start mak-
ing the transition to tablets with mobile 
lending applications.

Tablets can significantly improve 
the odds of profitability through shorter 
sales cycles and faster loan processing. 
For instance, a tablet’s location-based 
services provide more predictive cross-
selling opportunities to the customer 
based on what that transaction is at that 
time, where the customer is at that time 
and exactly who the customer is, imme-
diately feeding the loan officer or broker 
with everything needed to be completely 
aware of the customer’s profile and lend-
ing history. Lenders can also use a tablet 
to send instant information to loan of-
ficers to enable the sale. Typically, loan 
officers receive important third-party re-
ports and documents by fax or e-mail af-
ter meeting with the borrower and must 
deal with a time-consuming information 
exchange, but employing a complete 
productivity suite app on a tablet allows 

loan officers and brokers to access these 
documents and return this important in-
formation in real-time while the loan of-
ficer is sitting with the borrower. In the 
event of a delay, the tablet can provide 
instant alerts and push notifications when 
the results are ready.

Tablets present a number of other in-
herent advantages to lenders that laptops 
and traditional paper applications lack. 
Apart from the obvious fact that tablets 
are easier to carry, more user-friendly, 
more intuitive, and have considerably 
fewer Wi-Fi connection issues, the tab-
let can provide flexibility in the form of 
a multi-channel, location-agnostic en-

terprise lending solution to maintain 
a single customer view across any 
platform. Loan officers can use the 
tablet to populate application forms, 
save loan data and transfer that data to 
their loan origination system. Borrow-
ers can e-Sign directly on the tablet’s 
screen, turning a several-day process 
into a matter of hours. By streamlin-
ing the lending process to this degree, 
loan officers can expect more funded 
loans per month, which directly im-
pacts profits.

Loan officers can rely solely on a 
tablet app to originate loans from be-
ginning to end, or loans can begin on 
a tablet and be completed by using any 
other channel, such as an online por-
tal. This means users can be on any 
platform, originating any kind of loan 
while continuously monitoring custom-
ers’ needs and leveraging business in-
telligence to provide the best customer 
experience and service.

The tablet enables loan officers to 
offer a one-on-one experience with the 
borrower that positions the loan officer 
as a trusted advisor. Loan officers armed 
with a tablet can consult with borrow-
ers, answer any questions, advise them 
on the best mortgage products that meet 
their needs and educate about the lend-
ing process. The tablet’s ability to ac-
quire built-in rate product and pricing 
engine calculators, maps and indexes 
makes it easier for the loan officers to 

understand the intricacies of what they 
are selling so they can effectively com-
municate as needed. For example, this 
is especially beneficial when discussing 
complex rate sheets, which are typically 
difficult for the average borrower to un-
derstand. Increased trust, informed advice 
and a thorough understanding of complex 
concepts which leads to better commu-
nication all build stronger customer rela-
tionships and increase the chance of clos-
ing a deal.

From a borrower’s perspective, tablets 
make personalized services and attention 
from loan officers or brokers—lending 
concierges—available regardless of his or 
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her economic status. Tablets eliminate the 
requirement of borrowers physically go-
ing to a branch. Tablets also eliminate the 
time a borrower would spend researching 
online before applying for a loan. Now, 
the borrower can simply call any bank, 
and the first loan officer to respond with 
a tablet can meet the borrower anywhere 
to educate the borrower on the entire loan 
origination process, explaining in person 
all that the borrower would need to know. 

The bottom line: The tablet will be-
come ubiquitous over the next few years 
as their sales steadily climb. Gartner, an 
information technology research and ad-
visory company that published the “iPad 
and Beyond: The Future of the Tablet 
Market” research report, forecasted that 
more than 320 million units will be sold 
in 2015, with more than 900 million sold 

overall by the end of that year compared 
to the 17 million units sold in 2010 or the 
approximately 60 million units sold in 
2011. If the mortgage industry joins and 
embraces this development, tablets can 
help by:

>>> Positioning the industry in a pro-
gressive, positive light, allowing negative 
borrower perceptions to fade. 

>>> Providing higher productivity 

and more efficiency for loan officers and 
brokers in the field, which leads to an in-
creased number of closed loans that equal 
more profit.

>>> Enabling an open dialogue be-
tween loan officers and borrowers that not 
only improves the borrower experience 
through enhanced education and consul-
tation, but that potentially leads to more 
referrals and future business. ❖
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