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Help Wanted: 
Leaders In Demand

Both leadership and technology are 
needed in order to move the mortgage 
industry forward.

E very time I think about the use of 
technology in our industry I get 
frustrated. It is not that we do not have 

tools to succeed or innovative ideas relative 
to our daily challenges, but it is driven by the 
fact that we are not using the tools available to 
even 50% of their usefulness. The question we 
all need to ask is…Why?
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There are so many reasons; some 
organizations are just too big to integrate 
new technologies to their highest and 
best use, they seem to only select 
“pieces” where they feel they have a 
gap. Emerging lenders are able to take 
advantage of some of the newest vendor 
products, but even those vendors have to 
appeal to a broad base whose knowledge, 
cost restrictions and vision limit even 
the most forward thinking product 
development teams.

For a mid-size lender, we are bound by 
the “big bank Investor” whose antiquated 
systems will not allow for quick adoption 
of new (and less expensive) decisioning 
options like FHA Score Card or new 

MI product options, as examples. 
We cannot submit paperless insuring 
packages to FHA for the first two years 
of establishment with them. E-signatures 
for many FHA forms are still not allowed, 
which really makes no sense as they are 
much more secure than faxing. And please 
do not even get me started with how long 
e-sign has been around for closings, but 
yet our warehouse providers still will not 
accept them. 

What is a lender to do? We have 
found success in forming partnerships 
with those in the industry that are 
actually fulfilling the ideas we have 
been discussing for so many years. The 
challenges I can identify that we have 
struggled with over my career can be 
whittled down to a few broad topics.  

Managing originators, whether it is 
wholesale brokers or loan officers, we 
have all dealt with the good, bad and the 
ugly. Burned by not truly knowing who 
it is we are dealing with as an originator 
for what we require to be a quality asset.  

In wholesale, it was most difficult, as 
it seemed brokers switched lenders daily, 
especially if they were aggressive. My 
hair always stood up on my neck when 

my AE would come to me and say “Great 
news!...We are getting this account’s 
whole pipeline!” I would think: Really? 
What happened with their other lender? I 
already knew the other lender most likely 
would not share much, if any, information 
with us. So we basically received the same 
reference checks; “approved in good 
standing”, “approved”, “inactive”….not 
super helpful if there really was an issue. 
Even when we had report cards built and 
performance tracking in place, we had 
to hire an ever growing group to manage 
this process. Licensing was always an 
important component as well; we used to 
be provided a faxed copy, then we could 
check on the web, but did we ever know 

if a broker’s license was suspended? 
Who was going to tell us, the broker?  

Now, in this regard we have found a 
partner in Comergence Compliance. They 
have finally taken the burdensome and in-
consistent process of broker management 
and put it into a portal that all lenders can 
access. It is the simplest idea, one that we 
have all talked about for many years. “If 
only we could share broker data”…“if 
only we could see how brokers perform 
with others”…“if only we could consis-
tently monitor brokers throughout the 
year relative to their licensing and risk 
profile.” Now we can and the best part is 
that I can do more now with this system 
then I could ever do with my broker ap-
proval department and it costs me a frac-
tion of the cost. Now that is progress.

As I was thinking about putting 
this article together, I read through 
Progress in Lending’s statements about 
why they were formed. To me the 
most valuable one to our industry is: 
“Ideas, through collaboration among all 
industry participants, will help lenders 
and vendors provide a more trusted and 
transparent process for both consumers 
and investors”. I will take that a step 

further and say if we actually can do this 
(and we certainly are to a much greater 
degree than ever before), it will not only 
lead to a more trusted and transparent 
process, but a more cost effective one for 
both the borrower and the lender.  

We all know we have to guard against 
fraud, both at the originator level and the 
borrower level. People are smart and for 
each regulation that is put into effect, 
there is a way around that regulation. 
For each way around that regulation 
there is a new process to combat it. 
However, for each process, there is a 
cost and the person that bears that cost 
is not the lender, but the borrower. We 
are running a business and a businesses 
needs to make money to stay in business. 
Borrowers want homes and they want 
them at the most affordable prices so 
they can sustain homeownership. How 
do we bridge this gap?  

Technology is truly the tool that we 
can leverage to function effectively and 
profitably. Technology is just that, a tool 
or resource that improves our capabilities. 
The broker management piece described 
above is a great example, but there are 
others.  

Imaging has been a big boost in our 
ability to gain transparency in the pro-
cess. Imaging can be sent through secure 
links and can be shared quickly and ef-
ficiently with anyone related to the trans-
action, anywhere with Internet access. 
Drawbacks to imagining continue to be 
how the images are gathered; identify-
ing the image and placing it in the right 
“inbox” for effective management of the 
documents. Each of us throughout the 
lending chain has challenges with im-
aging: borrowers do not have scanners, 
they have to fax documents in, docu-
ments are not always named the way an 
underwriter would identify them causing 
confusion when clearing conditions, and 
then there is the whole backend process 
of getting the closing “paper file” into 
the imaged loan and shipping to the in-
vestor. Investors have had such a hard 
time with loan documents being married 
to the wrong “container” that they now 
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ask that we send them the whole file to-
gether and then they have the file imaged 
“properly” overnight in India. So has 
imaging helped us so far? Absolutely, as 
it gives us the ability to see what others 
see, no more lost faxes, we can have a 
work force anywhere in the world (lit-
erally), but it comes with its own set of 
problems. Document recognition is the 
way to solve many of these issues, but 
it’s still not a mature product and each 
vendor is vying for their own version to 
get to market first.

E-signature is another very productive 
product. As the new RESPA and HERA 
regulations have us not only documenting 
fees charged to the borrower differently, 
but most importantly to the timing of the 
transaction; e-signature capability is a 
must in any organization.  Our challenge 
has not been with the e-signature pro-
cess, but with the rules defining “when” 
the six items that define a mortgage ap-
plication are completed (as originators are 
“challenged” with this new process still). 
Retail originations would seem easier as 
you define the rules for your organization 
and the originators have to follow. Poor 
wholesale brokers (yes I do feel bad for 
them) have to contend with multiple lend-
er interpretations which boggle the mind 
as we are all supposed to be following 
the same regulation. How is that possible 
anyway, I wish technology could solve 
that one for me.

There is one thing (ok so there 
are several things clearly) that I think 
technology could do for us today that 
for some reason we all have not agreed 
to yet. The utilization of these practices 
would be an amazing time and cost 
savings for all participants. But maybe 
there is just something I am missing 
in this equation? My next example is 
around verifications.  

Ok, so please follow me here: We all 
have to go to the IRS for tax transcripts 
now, so why do we still ask for the tens 
to hundreds of pages of tax returns from 
the borrower? Is it (really?) just to see if 
they are telling us the truth? Would not 
our lives and the lives of borrowers be 

so much easier if we just said we will 
be going to the IRS for your income, we 
will let you know if you qualify? If a 
borrower has not filed tax returns then 
they get another program and possibly 
a different cost? Those with tax return 
filings get the best price because they 
saved us time and money.

How about VOE and VOD’s? If we 
qualify from tax transcripts could we not 
just get a verbal VOE to make sure the 
person was still working there? If they 
changed jobs then I would have to get 
more documentation and maybe (just 
maybe) the cost would be higher be-
cause there was more review required. If 
you have an online bank account a VOD 
should never be used. If you did not have 
an online account, maybe (just maybe…
don’t freak out now) there would be a 
different cost as there was more review 
required. I am just brainstorming here 
but we need to streamline those things 
we can and then spend more time with 
those we need to and that cost should 
be different. We have lost the ability to 
do stated-income loans which is truly a 
shame as (even though those loans cost 
more) there was a distinct population 
that benefitted and they were a perform-
ing group of loans before we gave the 
product to every person with a pulse at 
100% (or greater) LTV. How can tech-
nology help? I do not think you will like 
my answer (originators don’t) but my so-
lution is easy. Is there one source that we 
can all leverage that will give us a value 
that we can all live with? Yes it would 
be complicated to come up with the right 

formula, yes some people would be very 
upset (namely the borrower and realtor), 
but think about it, one value that we all 
agree is the right value to lend on. It has 
got to be better than the current process. 
Ok maybe this one is too radical, but re-
ally comps are comps, current sales are 
current sales…yes it is a moving target 
but the lending process is (or should be) 
a 30 day process. It is a snap shot in time 
for all purposes. The fact that investors 
can “re-evaluate” and use their own (yes 
their own) valuation models after the 
fact is not helpful to anyone. We spend 
so much time second guessing the new 
“lesser quality” appraisals we get, get-
ting new comps, putting the borrower 
through the wringer just to continue to 
be at risk on the backend. It makes no 
sense to me. Seems like this is a terrific 
issue to “collaborate among all industry 
participants …” Thoughts, feedback, 
comments? 

So, let’s talk about the challenges 
we all face and see how we can lever-
age the tools and resources we have at 
our fingertips to create an environment 
that best serves the borrower, who is our 
customer. If we can attain efficiencies 
from the tools that were designed for that 
very purpose, give the borrower a better 
process and cut costs while maintaining 
profits, we create a win win situation!  

It is right in front of us, it just takes 
leadership to drive. I bet most of you 
have a great car you like to drive, think 
of our industry as the coolest and most 
fuel-efficient car ever made and all you 
have to do is get in the driver’s seat. ❖
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