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Some say that the only way to see the future is to seek the advice of a fortune 
teller. Or maybe read your horoscope every day. These days of constant 
change and turmoil are enough to make the strongest and most confident 

of us question what is going to happen, to try and see where we are headed. 
However, the simplest way is to look for the signs. There are signs everywhere. 
Signs of what the future will look like, what the result of previous adventures 
will cost and what we can expect from the newest home buying populations. 
Everywhere we look, whether it is the news on our TVs, on our iPads and on 
our smart phones or through Twitter, Facebook, etc. there is no doubt that the 
technology in use today, as well as what is still emerging, will drive business 
success in the future. For the generations that are now fully engaged in various 
phases of the home buying cycle, technological tools are just part of their actions 

“Even those who fancy themselves the most progressive will fight 
against other kinds of progress, for each of us is convinced that our 
way is the best way.”                 

   — Louis L’Amour - The Lonely Men

Look out For the SignS
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and decisions making thought process as 
their dependence on it continues to grow. 
These two signs alone tell us a lot about 
what is going to happen and what we 
have to do to prepare.  

Overall the signs are telling us that our 
conventional wisdom must change. Many 
of our long held beliefs that have been the 
foundation of our business practices are 
shifting. For example, in a recent edition 
of the South Florida Sun Sentinel the front 
page article announced that single women 
of all ages are now earning more than their 
male counterparts; at least in South Flor-
ida. The women who have reached this 
high level of income are focused on two 
things, says the Sun Sentinel; buying a 
house and setting up a retirement account. 
Furthermore, in many cases, women are 
more likely to have a college degree and 
more likely to earn more money than their 
husbands so the idea of the primary wage 
earner being a man is just not necessarily 
the case anymore. The downside of this 
situation however, is that the traditional 
expenses that were considered predomi-
nately male, such as the payment of ali-
mony and child support, is now falling to 
the women when a marriage dissolves. 
The idea that a married couple is still the 
most likely first time buyer of a home or 
buying up just doesn’t ring true anymore. 
The idea of household formation, which 
is one of the indicators used to predict the 
potential housing market, will have to be 
adjusted to accommodate these changes. 

The signs tell us that how individu-
als make a living is changing. Previously 
the majority of borrowers were salaried 
in long-term stable employment or in 
a professional capacity. As individuals 
saw their job protections crumble and 
job losses occur many decided to seek 
opportunities that provide a greater lev-
el of control over their income and ad-
vancement opportunities. This may mean 
starting up a new company or moving 
into a new industry, just like the cupcake 
ladies. Ten years ago if someone told you 
two sisters would make a fortune selling 
cupcakes for $8.00 each, would you have 
invested? Probably not! Or how about 

the woman who makes homemade dog 
treats just for certain types of dogs; an-
other fortune waiting to be made?  

These actions that announce the desire 
by Generations X and Y to control their 
own future seems to be reaching busi-
nesses loud and clear. There is now a TV 
show that allows individuals with new 
ideas but who need investment capital, to 
present their business opportunities and 
hope that they can sell it to an interested 
venture capitalist. “Shark Tank” is back 
for its second season and there does not 
seem to be a lack of ideas to present. 

So, what does this combination of 
technology and control tell us about what 
we should be focused on in the mortgage 
industry? Some of the obvious signs are 
a re-evaluation of credit policies and 
how they mesh with today’s borrower. 
Borrowers who control their own busi-
nesses and their own lives are probably 
not going to accept a loan denial based 
on an antiquated approach to determin-
ing income. The industry has long been 
frustrated, as have borrowers, with the 
way we identify a self-employed borrow-
er’s income. In fact, it was so frustrating 
that we started the “no income verifica-
tion” just so these individuals would not 
have to try to explain where their income 
came from. Of course, that didn’t work 
out too well.  

To add to the frustration, many of 
these individuals will have the abil-
ity to control their income and spending 
through sophisticated technology that is 
available at the tip of their fingers. Virtu-
al wallets are now being offered by many 
banks. This allows individuals to pay 
bills, make deposits and manage their fi-
nances on a daily basis. They will have 

more knowledge each day about their 
cash position than most of us old-timers 
had at any time, whether it’s by month or 
by year. No longer will they be worried 
about balancing a checkbook at the end 
of the month, they can do it every day. 
Try telling these folks that they don’t 
have the income to qualify for a particu-
lar loan when their virtual wallet shows 
them exactly how much cash flow they 
have each month to allocate to housing.  

Customer service is now the name of 
the game in this industry. While Dodd-
Frank is force feeding us “consumer 
interest” with the same vigor as your 
mother used to feed you your vegeta-
bles; the reality is that lenders who have 
focused on superior customer service 
have gained market share even in the 
down economy. As originators seek to 
find ways to be more responsive to the 
consumer, the technology propels us in 
the same direction. There are tools out 
there today that make conversations with 
applicants as easy as having them at the 
next desk. Real time questions and real 
time responses will make the idea of 
meeting with loan officers and waiting 
for answers to be relayed from under-
writer to applicants not only antiquated 
but business killers. This meshing of 
technology and the new borrower has to 
be recognized and adopted by lenders if 
they want to survive.  

What about the loan products? While 
the secondary market is still struggling 
to recuperate from the 2008 collapse, it 
will rebound. In the world economy in 
which we live, the need for a healthy and 
robust secondary market is a necessity. 
With the opportunity of global inves-
tors, is it not only possible, but probable 
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that there will be new ideas for mortgage 
products as well. Or is there a possibil-
ity that new types of insurance and credit 
enhances will emerge to produce more 
sophisticated risk- attribute pricing. With 
automated process assessment tools will 
we see the integration of lender process 
risk as one of this attributes? The signs 
tell us any and all of these things are un-
der consideration.

One of the most critical elements of 
the technology world that we continue 
to struggle with is the data itself. Every-
thing we do involves data and capturing 
that data accurately and having the abili-
ty to store and access it is something that 
we need to tackle. This ability and the 
associated knowledge is a core compe-
tency that every company must address, 
particularly as the amount of financial 
information continues to grow at a pace 
some say is 150% a year.  

The signs of a changing industry are 
also seen in the type and volume of work. 
Will loan officers be able to retain their 
level of control and influence in compa-
nies that can not only reach borrowers 
through technology but be dealing with a 
population comprised of borrowers who 
prefer it that way? What happens to the 
loan officer function in a company that 
sources loans from a myriad of techno-
logical markets and advertises on Twitter 
and Facebook? One idea being discussed 
is that of the “trusted financial advisor” 
role. Of course this means that loan of-
ficers must be knowledgeable about nu-
merous types of financial options and 
have the skills necessary to utilize the 
technology that is available to them. Is 
the day not far off when a loan officer 
gets a call from one of their borrower’s 
asking how to modify their mortgage 
payment and incorporate the savings 
into their retirement account? The focus 
on customer service, the knowledge base 
of the newer generations and the technol-
ogy advances says it has to be.  

Servicing is also seeing the signs. It is 
very hard to miss them when regulators 
are beating you over the head with them 
every chance they get and a whole new 

government agency has been created to 
deal with the issues, fairly or unfairly, 
blamed on servicers. The once back of-
fice “red-headed step-child” is now front 
and center and struggling with ways to 
automate outdated systems, processes and 
reports. While these new regulations are 
forcing them into a more updated version 
of customer service, the reality is that the 
new generation of borrowers would have 
forced them to change anyway. The new 
technological oriented consumer will de-
mand more sophisticated ways to obtain 
information about their mortgages. They 
will want to be able to select who ser-
vice’s their loan and will want to be able 
to analyze their position on the debt just 
as they do in every other financial trans-
action. It is not unrealistic to believe that 
they will want options for modifying or 

refinancing when they feel it works best 
for them; maybe as frequently as every 
couple of months. And they will not want 
to pay all those fees. The idea of new 
types of refinancing options that alert bor-
rowers to improved payment options has 
already been tried. It not only allows these 
borrowers the control over their finances 
they want, but gives servicers the ability 
to develop long-term beneficial relation-
ships; what many banks have been strug-
gling with for years.  

In today’s world you really don’t have 
to read tea leaves or tarot cards to see the 
signs of change. It is all around us. Some 
people and companies just like to keep 
those blinders on. The successful people 
are those that see the signs, plan and take 
action so that they arrive at the place just 
when the business need is there. ❖
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