
RecoveRy Tips - By Jim BlaTT 

During the last few years, the mortgage industry has focused on refinancing. According to the 
Mortgage Bankers Association (MBA), refinancing has constituted up to 80 percent of U.S. 
mortgage activity in recent years. Historically low interest rates have driven the refinance boom, 

offering some lenders a needed revenue source to survive the collapse of the housing market. 
Government regulation was another key driver of refinance activity. FHA regulation changes and 

programs like HARP and HARP 2.0 provided a boost in refinance activity. However, those programs will 
begin to lose momentum as qualified borrowers take advantage of them. 

While it is unclear when rates will rise, the most stable source of long term business is purchase. How-
ever, the increasing complexity of closing loans, combined with the volume of refinances and contraction 
of the industry, leave loan officers with little time to focus on building and maintaining their purchase 
business. Now is the time to start rebuilding that focus to be ready for home buying season next spring.  

The three best ways to increase purchase business are:
1. Improve relationships with referral partners – starting with REALTORS
2. Improve Customer Retention 
3. Capitalize on other relationships you already have
Real estate agents and other referral partners are a very lucrative source for purchase business. The 

first step is regular communications – keeping your name, picture and contact information in front of 
realtors through newsletters and other email campaigns is a great way to start.  

Loan officers should make sure their partners are truly up-to-date on the status of their referrals, which 
increases the confidence in the lender and re-
sults in more leads. Lenders should make it a 
priority to communicate with these partners 
through phone calls and email, providing status 
updates on current transactions. Lenders should 
also be aware of which partners refer them the 

most business so that they can more actively engage in ongoing communication.
The most cost effective and efficient way to boost purchase business is to target your own past custom-

ers. Research shows that homeowners typically conduct a mortgage transaction every five years. With 
the top lenders continuing to dominate the residential mortgage market (the top 10 lenders make up more 
than 70 percent of the market), lenders need to adapt because the old systems simply are not working. To 
truly retain customers, originators need to expand their marketing beyond the occasional email newslet-
ter or postcard. They need to prove to homeowners that they are still engaged and are actively managing 
their loan after the loan closes. 

The refinance market has been tremendously profitable for lenders. However, only those that have the 
foresight and discipline to start laying the foundation for the next purchase market will emerge successful.❖

“The most cost effective and efficient way 
to boost purchase business is to target 
your own past customers.”
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