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Every loan has a story. From start 
to finish, the many people who 
work on securing that loan add to 

that story – from the borrower to the loan 
officer to the processor, to the underwriter, 
quality control, the closer, the funder, and 
all of the support staff. Everyone who 
has a hand in the loan process can make 

or break the deal. So what is the ideal 
mortgage loan? What does it look like and 

what is necessary to produce that mortgage 
with the most ease for both the borrower and 

the Loan Officer?
Crafting the ideal loan is part art and part 

science. It goes without saying that it takes an 
intimate knowledge of the ins and outs of the 

business, but communication with the borrower 
is also key. The mortgage process is a science, and 

communication is an art form; to create a loan that sails 

Every loan has a story and everyone who 
has a hand in the loan process can make 

or break the deal.

 By Edmund “Chip” Poli

33      Tomorrow’s Mortgage Executive            

Crafting

Loan
thE idEal 



Nationwide Field Services  •  Specialized Support Services  •  Advanced Technology Solutions

www.fi vebrms.com 
586.772.7600

Fly Higher,
Achieve More

REO MANAGEMENTMANM

Five Brothers’ REO management services deliver stronger 

results at every stage of asset disposition – from securing, maintaining 

and marketing, to negotiating and closing. Cut losses, boost returns.  

Take your REO management to a higher level with Five Brothers.

Experience the Five Brothers difference… stronger results from the ground up.™

through to completion requires both. 
The loan process at its core is a se-

ries of steps that must occur in sequence, 
each building on the next. Every single 
link in the chain is essential; it is vital 
that all of the links work together in 
unison to fashion the most seamless 
process possible. And it all starts with 
the loan officer, whose contact with the 
borrower is crucial.

Loan officers who do their jobs thor-
oughly kick off the loan process smooth-
ly. Those who take immediate control of 
a potential loan make sure to do their due 
diligence – yield the best results. They 
don’t just check boxes and bury their 
noses in application forms when judging 
whether a loan deserves approval. They 
talk to borrowers and get to know them 
well, learning the subtleties that will ulti-

mately craft each borrower’s perfect loan. 
Successful LOs make certain that their 
borrowers understand the entire loan pro-
cess from start to finish, including timing 
and deadlines, and they realize that they 
must ensure that each borrower delivers 
the necessary documents needed to com-
plete their file. 

Borrowers don’t always know what 
kind of information they must provide, 
but loan officers do. Those LOs who give 
helpful explanations and lay out clear ex-
pectations will pass borrowers smoothly 
down the line through processing, under-
writing, and beyond. If there are gaps in 
information, savvy LOs identify what is 
needed and know how to pursue the de-
tails in order to fill in the blanks. Rather 
than waiting for borrowers to volunteer 
information, a thorough LO will ask for 

it up front and avoid playing catch-up. It’s 
the LO’s job to explain the loan’s intri-
cacies to the borrower and to be able to 
forge a positive relationship that will last 
throughout the entire loan process. 

The paper trail on the path to an ide-
al loan must be perfect. It goes beyond 
names, contact information and social 
security numbers. It’s the very first step 
in the process, and it gets the borrower 
in the right state of mind to provide ev-
ery financial detail imaginable. A savvy 
LO gets the borrower on board with clear 
checklists of necessary documents. The 
borrower will need to provide two years 
of employment history including current 
proof of employment – complete with 
names and addresses of each employer 
and income earned as well as a current pay 
stub; two or more months of bank state-
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ments (and not just the summary on the 
first page – the entire statement for both 
checking and savings, as well as account 
numbers and contact information for the 
bank); W-2 forms dating back two years; 
a record of complete addresses for the past 
two years, including contact information 
for landlords and copies of mortgage pay-
ments or rental lease agreements; 401K, 
IRA, and mutual fund statements; records 
of additional stocks, bonds, and other 
investment income; disclosure of credit 
card debt and other current loans, includ-
ing account numbers and addresses of the 
loan holders; and detailed information 
surrounding any other properties owned 
by the borrower, including addresses, cur-
rent value, and remaining debt on each 
property. When the borrower is co-filing 

for a loan, the LO will need to pursue this 
information for both parties.

Every borrower has a different story 
of his own, and each borrower’s special 
circumstances may warrant compiling 
additional documentation. Those who 
can claim income from alimony or child 
support should be prepared to show court 
records of that income, while borrowers 
who have previously declared bankruptcy 
will need documentation surrounding the 
process. Those who collect disability or 
workman’s compensation must provide 
documents showing that they will con-
tinue to do so for at least three years. And 
different types of loans may warrant addi-
tional documentation to prove eligibility; 
a VA loan, for example, requires specific 
eligibility paperwork.

It’s always better to have too much 
information rather than not enough. 
Documents should be double- and triple-
checked for authenticity and accuracy, 
and while going through these records, 
the LO has the opportunity to really get 
to know the borrower and be on the look-

out for any areas of concern that can be 
tackled up front. This is also a great time 
to get the borrower on board with the un-
derstanding that thoroughness counts and 
to prepare him for the possibility that ad-
ditional documentation may be requested. 
If the borrower is given the right knowl-
edge and direction, the entire loan process 
will move along more smoothly – and a 
clear expectation that future paperwork 
may need to be submitted will contribute 
to a good attitude.

Getting the borrower on board with 
the paperwork process is critical. It’s im-
portant that the borrower understands that 
every piece of information required needs 
to be submitted in exactly the manner re-
quested and by the deadline the LO sets, 
no matter how redundant it may seem. 

Full disclosure is a must, and any proac-
tive LO must vigorously pursue all perti-
nent information, investigating any areas 
of confusion or concern. Financial docu-
ments should be submitted with attention 
to detail and in the most thorough manner 
possible. As each important record is care-
fully added to the file, the LO should keep 
sight of the final goal of creating the most 
complete possible file to pass on. A good, 
thick sheaf of paperwork is most likely to 
contain any information that could later 
be needed to support the loan.

Effective LOs collect nuanced infor-
mation at every step and keep careful 
notes that may not seem important in the 
immediate term, but sometimes turn out to 
be useful later on down the line. They dig 

deep, cover all the bases, and make sure 
that they attack every issue that arises. 
A successful LO keeps a comprehensive 
list of names, phone numbers, email ad-
dresses, and other pertinent information 
about the borrower that will make it easy 
for any member of the team to follow up 
on questions that come up. If questions or 
challenges do arise, it’s important to also 
keep track of them in case they warrant 
further follow-up from the processor or 
underwriter; thorough notes are the key 
to avoiding having to go back to the bor-
rower for supplementary information.

The LO is by no means “done” after 
completing the borrower’s file. While the 
file may be ready to pass on down the 
line, the LO hasn’t finished the job until 
the loan has closed. It’s important to hang 
onto all collected information and keep 
tabs on where the file is in the loan pro-
cess – especially in case the borrower has 
any questions or concerns.

Due diligence is also important as far 
as the property is concerned. LOs should 
do thorough research about the property’s 
history, and rely on the many resources 
available to help do this. The last thing 
that should crop up once the file has left 
the LO’s hands is an unforeseen issue re-
garding the property in question.

It all comes down to quality and re-
sponsibility, and teams with these attri-
butes are destined for success. Quality 
and responsibility are the hallmarks of 
craftsmanship in any industry, and they 
are all traits that serve to facilitate the 
smoothest possible loan process. Craft-
ing a new loan is like writing a story 
from start to finish – and a story with a 
happy ending is satisfying to everyone. 
Crafting an ideal loan is like writing a 
bestseller. In the end, everyone is happy 
with the result. ❖
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Successful LOs make certain that their borrowers 
understand the entire loan process from start to 
finish, including timing and deadlines.
“ “


