
The LOS is the straw that stirs the drink for lending operations. 
Lenders that are in search for a new LOS platform and vendor 
partner, one that they can rely on and grow with for years to come, 

whether they know it or not, are hard-pressed to make the right buying 
decision amid a vastly different, ever-changing lending landscape.

We know that the cost to originate loans has risen substantially over 
the past year and keeping pace with changing compliance rules is here 
to stay. And given that the industry is so fluid with vendor consolida-
tion, marketplace shifts, compliance adherence and varying technolo-
gies, how is a lender to know where to begin when evaluating a new 
LOS? What should a lender focus on? What works and doesn’t work?

The
Inside 
Track
Cutting through the LOS clutter and noise in today’s mortgage 
market; it’s no easy undertaking for lenders in search of a new LOS.

Executive Interview



SVP of Business Development and 
Strategic Alliances Rob Pommier of 
LOS provider OpenClose shares his 
perspective.

Q: End-to-end LOS platforms seem to 
have become a must have. What’s your 
take?

ROB POMMIER: People used to be of 
the mindset that no one vendor could 
be good at every piece of the lending 
process and thus best-of-breed was the 
optimal approach. While there is some 
merit to this viewpoint, it has waned 
significantly as end-to-end providers 
have advanced their systems over the 
years and no longer have the need for 
many partnerships and integrations. 
What’s more, maintaining lots of in-
tegrations often compromises achiev-
ing seamless interfaces. And, with 
an onslaught of constantly changing 
compliance rules, it gets really tough 
to ensure that multiple vendors being 
used are keeping up with implement-
ing new rules and updating existing 
rules. 

As a result of the aforementioned, 
over the last couple of years lenders 
have been leaning toward using a 
single platform to run their business 
because it gives them more control 
over their data and in the end it is more 
cost effective. Before the mortgage 
industry was hit with a myriad of new 
compliance rules virtually overnight, 
folks didn’t really understand the im-
portance of data flows within a single 
system and how it interacts with com-
pliance rules (i.e. QM, ATR, CIC) to 
ensure the consistent funding of qual-
ity, compliant loans. Using a single 
system with a single code base makes 
a huge difference in today’s market. 
On the other hand, using a mishmash 
of disparate technologies can create 
inefficacies, integration challenges, a 
propensity for errors, and compliance 
exposure.

Now, every LOS provider is going 
to require some type of integrations, 
but not like in the past. At OpenClose, 
we’re very discriminating about the 
vendors that we integrate with. We 
want our clients to get the best value 
from our system and if an integration 

is week, the product is sub-standard, or 
the company offers poor support, it’s 
not a partner we want to work with, 
which is in the best interests of our 
clients.

Q: What kind of LOS due diligence 
process should lenders use in today’s 
market?

ROB POMMIER: Before even starting to 
look at a new LOS, lenders really need 
to first understand what shortcomings, 
gaps, and bottlenecks they have not 
just in their current system, but within 
their own workflow and in different 
functional areas within their organiza-
tion. Look closely at 1) Are we having 
issues because this is the way we have 
always handled the business? Or, 2) Is 
it actually a shortcoming of the soft-
ware? This should be the first part of 
the due diligence process: understand-
ing the needs of your own organization. 
Lenders have to open their minds up to 
developing better processes and ways 
to do things from a business perspec-
tive, and then rely on software to au-
tomate and run the business efficiently. 

Selecting and implementing a new 
LOS is a big decision. If the wrong plat-
form is installed that fails to meet your 
specific technology requirements along 
with your short and long-term business 

objectives, then you’ll be searching for 
a new LOS again. As a rule of thumb, 
I recommend that lenders don’t just let 
one or two functional areas make the 
buying decision. Involve all areas. How 
will the new LOS affect production? 
Underwriting? Compliance?  Process-
ing? Closing? Shipping? Secondary 
marketing?  Servicing? IT and support? 
How does it function within each busi-
ness channel from retail to wholesale, 
correspondent, consumer direct? What 
is the bottom line ROI from the CFO’s 
perspective?  

Form a committee that involves all 
of the key areas/departments in your 
organization to work together to make 
an informed buying decision that ef-
fectively addresses all needs and pain 
points for your people. You don’t want 
to buy a platform only to find out that 
it isn’t satisfactory for some functions 
because you didn’t consult your people 
for input. 

Once you’ve defined your processes 
and workflow, and involved the right 
people to help make the buying deci-
sion, then you can start evaluating LOS 
platforms. 

Q: What is the value of using an RFP/
RFI in selecting a new LOS and/or using 
a consultant?

ROB POMMIER: This is sort of a double 
edge sword. The use of RFPs/RFIs and 
consultants are good in some instances; 
however, they can often bring the se-
lection process to a crawl and create 
“analysis paralysis.” We all know the 
usual RFP/RFI type of questions that 
are asked. In many cases they are just 
template-based. Typically, using an 
RFP/RFI doesn’t ask the right ques-
tions to effectively extrapolate the 
needed information to find technology 
that supports the business needs.

All too often we see companies send 
out large questionnaires to vendors, 
and once we get them, it’s clear they 
didn’t think through the right questions 
to ask. They don’t fully understand how 
to interpret the results, let alone use 
them as a basis to make an informed 
buying decision. The utilization of 
RFPs/RFIs can be helpful, but only if 
it is well thought out and provides use-

Industry Predictions
Rob Pommier  thinks:

1. True SaaS-based LOSs 
will dominate the market 
and vendors with 
antiquated technology 
will die on the vine.

2. Vendors will get better at 
managing compliance, 
and lenders will leave it 
to technology to handle.

3. Both vendor and 
lender consolidation 
will continue, but not 
at the rapid rate that 
we have seen in the 
last couple of years.



ful information. More often than not, 
however, the RFP/RFI is done wrong 
and becomes but a time consuming 
exercise in futility.

When it comes to engaging with a 
consultant to help evaluate LOSs, as 
well as other mortgage technologies, 
we’ve found that some have a solid 
approach to due diligence that is very 
focused on and geared to a lender’s 
unique business needs. But generally, 
we simply see canned questions and 
suggestions which aren’t applicable to 
specific lender workflows and isn’t an 
optimal way of doing business for their 
clients’ unique needs.

In addition, some consultants end 
up slowing the selection process and 
in doing so spend more of the clients’ 
money by dragging it out. But in other 
situations we see consultants that are 
very efficient and really work to find 
the right software to fit the needs of 
their clients. Lenders also need to be 
cognizant that some consultants are im-
partial to just a handful of LOS provid-
ers. This could be because the consul-
tant is more familiar and comfortable 
with those systems; or, in some cases, 
they may actually be incentivized by 
the software company to recommend 
their products. In any case, the wrong 
consultant can steer you in the wrong 
direction.

Q: Talk to us about mortgage banking 
experience combined with technology 
experience.

ROB POMMIER: There are a lot of LOS 
providers that employ staff that has 
software experience but not lending 
experience. Engaging with an LOS 
provider that has people who have 
worked in both mortgage technology 
and also for an actual mortgage banker 
makes a big difference. This is the 
type of human capital that you want 
as your vendor partner, starting with 
the salespeople who are courting you 
on through the technical people that 
will be implementing the platform and 
supporting you. Someone that just has 
software experience doesn’t fully un-
derstand lending. 

It’s also important to look at the 
length of tenure and depth of experi-

ence of the vendor’s developers, archi-
tects, and support staff. Are they loaded 
with technical experience and possess 
a deep understanding of the mortgage 
process having worked at multiple or-
ganizations?  It counts. At OpenClose, 
we employ staff that possess not just 
mortgage technology experience, but 
also mortgage banking experience 
working at actual lenders. As a result, 
we are able to better assess unique cli-
ent needs and deliver a tailored solution 
with the business side in mind. We take 
a consultative, solution-crafting ap-
proach to our clients, from the lender’s 
perspective. 

Equally important is that those in-
volved on the lender side during the 
evaluation and implementation process 
need mortgage domain experience. 
They need to fully understand the lend-
ing workflow in order to get it right the 
first time.

Q: What is OpenClose’s value proposi-
tion?

ROB POMMIER: OpenClose offers a sin-
gle solution software platform for all 
lending channels that doesn’t require 
multiple interfaces to make the soft-
ware work. This provides for the clean-
est and most efficient dataflow between 
all departments to ensure that valuable, 
clean data is delivered to all depart-
ments without re-keying or missing 
information. With OpenClose, loans 
effortlessly sail through the lending 
process without manual intervention, 
thus increasing employee productivity 
and reducing cost per loan. It allows for 
a highly efficient and effective work-
flow. And, we do this very well for 
all lending channels. I like to use the 
phrase, “Let technology run your busi-
ness, not people run your technology.” 

Our software is extremely flexible 
and configurable, which enables us 
to successfully reach a level of cus-
tomization that most LOSs are unable 
to achieve. Every single one of our 
screens is extremely intuitive and user 
adoption is quick. We are proven to 
work well for both medium and large 
size lending entities and can easily 
scale up as they grow. You won’t out-
grow our LOS. 

In short, our system is easy to imple-
ment, easy to learn, feature-rich, uses a 
single code base, is very configurable 
and customizable, and establishes a 
completely seamless workflow and 
puts the lender in control of their data 
in all areas along with complete trans-
parency. The system keeps clients in 
full compliance, maximizes organiza-
tional productivity, and scales as lend-
ers grow. Our customers tell us that 
OpenClose is the last LOS they’ll ever 
need. 

Q: How is OpenClose different than its 
competitors?  

ROB POMMIER: First and foremost, our 
entire platform is 100 percent browser-
based. There are no software installs. 
All components of our LOS can com-
pletely be accessed via a Web browser 
anywhere, at any time. Most LOSs 
have some sort of an install and often 
term themselves as “Web-based/Web-
enabled/Web-accessible,” which is 
done to tip toe around not being a sys-
tem that only needs a simple browser to 
operate off of.  

We developed and utilize one code 
base throughout our entire system, 
which allows us to easily custom-
ize seamless workflows and enable 
straight-through processes for all 
business channels. It also allows us to 
implement much quicker than other 
systems. And, we do all of the configu-
ration for the lender. We don’t put the 
onus on the client; we do it for them.

Notable is that OpenClose is owned, 
funded, and operated by the same 
founding principles. We’re not a big, 
slow-moving software firm that is 
controlled by a large acquirer. We are 
an innovative, nimble company with 
ample resources and very responsive 
customer support. You’re not just a 
number at OpenClose; you’re a valued, 
long-term partner.

In addition, OpenClose employs 
people that have both technology as 
well as mortgage banking experience 
working at lenders. Our people fully 
understand lending and are thus able to 
handle implementations in a consulta-
tive, subject matter expert fashion.  

OpenClose is a true end-to-end plat-



form. Sure. Every vendor lays claim 
to this in today’s market that now has 
end-to-end solutions in high demand. 
But many LOS providers have merely 
attempted to assemble a comprehen-
sive solution using best-of-breed inte-
grations, or simply by way of vendor 
acquisitions. Either way, they are dis-
parate technologies that don’t always 
work well together. Everything is com-
pletely native to our system. We don’t 
have these technology issues.

Q: Do you have any “buyer beware” 
recommendations for lenders looking 
for a new LOS?

ROB POMMIER: I have quite a bit to 
say on this topic. First, make sure the 
LOS you select handles the top three 
components that are most important 
to your organization. Don’t settle for 
something less than you desire that has 
deficiencies in some areas. Take your 
time. Peel back the onion. Kick the 
tires and look under the hood before 
buying. Don’t just let the vendor give 
you a canned sales demo and make a 
buying decision off that. Watch them 
run a loan through the system from 
start to finish. Some tough questions 
to ask and key things to consider are 
below. 

A good, mature, robust LOS should 
address all business channels, and 
should do it very well. Make sure the 
platform is centralized and fully auto-
mates each channel from soup-to-nuts. 
Look for a long-term LOS partner with 
strong customer support, not a vendor 
where you’ll potentially become “just 
another number” in a big software or-
ganization.

Is the LOS technology contempo-
rary or elderly? What code was it built 
in and are there other types of code 
intermingled with it? Is the vendor a 
continual innovator and do they listen 
to their customers? How scalable is 
the software and how flexible is it? 
The application needs to be proven 
to handle increases in volume given 
lender growth. Make sure the vendor’s 
staff that you’ll be working with has 
deep mortgage domain experience and 
the company’s employee attrition rate 
is low. What is their customer support 

like? What are their average response 
and resolution timeframes? What is 
their average implementation timeline, 
specifically for a company similar to 
your size? Are there any lawsuits pend-
ing? If so, why and what is the nature 

of the litigation?
Corporate and management structure 

is also important. Some LOS providers 
are run by just a couple of people at the 
top calling all the shots. That’s a big red 
flag. Your LOS partner needs to have a 
formal management team in place that 
has mortgage experience. 

Unfortunately, it’s a survival game 
right now for vendors that have older 
technology and are just trying to stay 
afloat in today’s ultra-tough business 
climate. There are vendors that dodge 
questions, sugar coat responses, and 
even outright lie. It’s up to you to 
perform the deep dive due diligence 
necessary to ensure that you invest in 
an LOS and long-term vendor partner 
which will grow with you for years to 
come.

Lastly, I’ll leave you with the age-
old saying, “If it sounds too good to be 
true, it probably is.”  There’s a lot of 
lipstick on a pig out there.

Q: Where do you think the LOS space is 
headed?

ROB POMMIER: Without a doubt, the 
entire LOS space is headed toward the 
software-as-a-service (SaaS) model. 
We can look at a couple of cycles 
here. After the crash, lenders stopped 
buying multi-million dollar platforms 
that took long implementation time 

frames, required significant resources 
to maintain, and had a high total cost 
of ownership (TCO). Less expensive 
LOSs began to gain momentum mostly 
due to them simply being cheaper. Lots 
of those LOSs claimed to be SaaS but 

really weren’t. It was just a buzzword 
they worked into their marketing speak. 

Lenders’ appetite for technology was 
largely predicated on price. And who 
could blame them for looking at price 
first? Many didn’t even know if they 
could secure a warehouse line and keep 
the doors open, so why buy or continue 
to maintain expensive systems that 
they had to manage themselves? Given 
terrible market conditions at the time, it 
didn’t make sense.

That was then and this is now. Mov-
ing forward, I see the next wave of LOS 
platforms as all being genuine SaaS-
based models. It’s shocking to me how 
many LOS vendors represent that they 
are SaaS but are not. Lots of “me too” 
LOS vendors are out there, so buyer 
beware. Lenders don’t want to be in the 
business of technology. They want the 
software to be completely managed for 
them and only a true SaaS model can 
do that. This will force vendors into 
extinction who claim to be SaaS but 
actually require installs of some sort.

We’ve had lots of recent consolida-
tion in the LOS space with some good 
acquisitions and also some really bad 
ones.  When the smoke clears, those 
LOS vendors that are antiquated will 
wane and those that are actually SaaS 
or are working to develop new plat-
forms to be SaaS will be become the 
dominant players. 
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