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Process ImProvement - By tony GarrItano

W hat will branches look like in the future? Will they even exist? The answer is: Who knows? 
And Yes. Technology was supposed to replace the underwriter after the advent of DU and LP, 
but it didn’t happen. After that technology was going to replace the broker and LO, but that 

hasn’t happened either. In this case, technology exists today to create a 100% call center environment 
instead of a branch, but most only see this as a limited model. Here’s why:

“We like the branch organization model because it fosters growth for the lender quickly,” said Brian D. 
Lynch, the founder and president of Irvine, Calif. -based Advantage Systems, a provider of accounting 
and contract management tools for the mortgage banking and real estate development industries. 

“Turning brokers into correspondents is tough. So, most lenders put the branch manager in charge, which 
requires some technology investment. An automated approach makes this possible, but when done well 
lenders can expand almost at will.”

To make the process even easier, Advantage Systems recently added an Automated Clearing House 
(ACH) processing function to its Accounting for Mortgage Bankers (AMB) system. AMB is an 
accounting system that was specifically designed for mortgage bankers to provide loan-level detail of 
accounting transactions.

The ACH application was created in response to the growing use of electronic payments. With the 
feature, lenders are able to cut costs by eliminating check processing and postage fees. The payment file 
created by the system is generated in the National Automated Clearing House Association (NACHA) 
format. As such, the file can be read by any bank supporting the NACHA format. 

The AMB system provides general ledger, accounts 
payable and report writing capabilities. A Web-based 
branch reporting module is also available for branch 
managers along with a module to calculate commissions, 
bonuses and overrides.

But technology can only go so far. “It comes down 
to that face-to-face, trusted advisor model,” added Joey 
McDuffee, director and head of marketing of origination 
vendor Wipro Gallagher Solutions. “The biggest issue 
with a branch is the infrastructure. From a technology 

perspective, you need to embrace ways to push data into the field. We’ve done a lot of work in the 
mobile space. We think mobile technology is a good way to ensure data accuracy. Branches are really 
becoming a community center, so they are relevant, and technology can play a big role in helping the 
branch provide better customer service overall.” 

Specifically, while others talk mobile, Wipro Gallagher Solutions introduced Enterprise Mobile 
Origination (eMO) a native iOS lending productivity suite for the iPad, designed to enable sales teams 
in the field to run and originate new loans of all types.

The eMO application integrates with any loan origination system (LOS), including WGS’ NetOxygen 
LOS, and provides all the tools to keep sales informed and connected to the customer. The application 
monitors leads and manages all associated contacts through the entire lending process. It maintains lead 
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status, follows up on additional requirements, and requests credit 
and AVM results while creating a lead. Its alert and notification 
system monitors borrower activity via user-friendly iPad push 
notifications for the duration of the lead throughout the entire 
lending lifecycle.

The eMO application positions loan originators as consultants 
to their customers with its mapping and house price index (HPI) 
designed to offer well-informed decisioning support to borrowers 
based on the ability to map their property of choice and compare 
real estate opportunities in the geographical area.

eMO’s built-in calculators compare items, including fixed 
rate versus variable rate products, loan terms and payments while 
in the field with a borrower and engages leads with graphical 
representations of their buying power. Its reporting dashboard 
easily communicates information to loan officers and compares 
lead generation using charts representing lead status, lead 
completion and performance levels within the branch, region 
and country.

Other eMO tools include a product filter that leverages the 
product and pricing engine of choice and provides significantly 
reduced turnaround time for the origination process with 
information readily available on the iPad. Loan information 
is immediately available to processors, underwriters, funders 
and closers through the LOS via seamless real-time integration  
with eMO.

But no matter what technology lenders are embracing, mobile 
or otherwise, it all comes down to efficiency. One way to make the 
branch model the most efficient model out there is to go paperless. 

“We’ve been betting that the retail model is the winning model,” 
pointed out Sanjeev Malaney, co-founder and chief executive 
officer for Capsilon, a provider of cloud-based document sharing, 
imaging and collaboration solutions for businesses. “As a result, 
we have been focused on providing technology to enable branches 
to go paperless and still collaborate efficiently. Our lenders tell us 
that this is what they need to make their business succeed.”

Recently, tohelp lenders along, Capsilon released Katalyst 
version 7.2, an upgrade available at no additional charge to 
mortgage lenders who currently deploy Katalyst, the company’s 
electronic document system. The enhanced release enables lenders 
to further benefit from collaborative workflow efforts between 
their internal and third party participants when completing loan 
transactions with imaged loan documents.

The upgrade builds on Katalyst 7.0 and improves business 
intelligence, management of workflow modifications and further 
boosts collaboration. Katalyst 7.2 enlarges the footprint of 
business intelligence for customers by giving them the ability 
to schedule automated report distribution to various groups. 
The solution provides both a summary reporting capability that 
includes information regarding the age and number of business 
transactions, and a detailed report, which includes all the data that 
can be used in additional, more customized reports. This feature 
is important for organizations that want a birds-eye view of the 
loan folders in their pipeline distributed to them regularly without 
having to manually initiate them.

The upgrade also simplifies the way organizations deal with the 
change management of business processes. Katalyst 7.2 allows 
changes to existing loan folders to be made in bulk rather than 
one folder at a time, streamlining a process that can take hours 
into a matter of seconds. This key feature is important when 
organizations want to modify the workflow of paperless loan 
folders through their organization or reorganize their document 
retention lifecycles.

But what does the lender truly think about these technologies 
and the branching model these days? Are they fully invested in 
a more modern, technology-savvy branch model after all? “With 
our organization, the branch model allows us to focus more on 
the purchase world,” noted Kevin Stitt, founder and president of 
Tulsa, Okla.-based Gateway Mortgage Group LLC, a complete 
end-to-end mortgage banking firm that specializes in originations, 
servicing and correspondent lending. “The call center model 
works better for just refinances. The branch model also allows us 
to create branding and put our name on the side of a building to 
establish our company in a local neighborhood. We like it.”

And most technology vendors are hearing the same thing 
from other lenders. “Branches are not going away,” concluded 
McDuffee at Wipro Gallagher Solutions. “We are researching the 
location-based servicing piece. What does that mean? If a borrower 
or an LO wants to take or compete an app we offer technology 
to make that possible anywhere. Technology can extend the 
capability of mortgage lenders. Technology should offer a single 
view to anyone working the file in the lender’s office, as well as the 
borrower sitting at home looking for a status update. You want to 
provide a self-service mortgage and be a trusted advisor.”

So, I guess branches are here to stay. ❖
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