
The Value 
of True 
CollaboraTion
Lenders have to get beyond industry buzzwords and 

work toward true open collaboration.

A lthough collaboration has been an industry 
buzzword for many years, when it comes to the 
true value and definition, it is hard to tell if the term 

is really understood. Lenders 
have historically looked at 
collaboration as the workflow and communication methods 
within their organizations; however, collaboration and 
communication differ drastically. 
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Because of changes in the mortgage 
industry, lenders offer similar loan prod-
ucts, and companies need to differentiate 
themselves in regards to faster turnaround 
times and better customer service. The 
way to do achieve this differentiation is 
through true collaboration and operating 
as a real-time enterprise. Most mortgage 
industry professionals define collabora-
tion as a group of people within an enter-
prise working together to achieve a cer-
tain goal. Organizations today work not 
only internally, but also with third-party 
affiliates daily to submit and receive doc-
uments to facilitate the closing or sale of 
loans. But, does that automatically mean 
a business is collaborating? 

Currently, loan documents are assem-
bled and completed through a complex 
and interconnected network of partici-
pants. Think of how many participants 
are affected by a loan: lenders, aggrega-
tors, investors, brokers, title insurance 
agents, closing attorneys, real estate pro-
fessionals and servicers- to say nothing 
of the prospective homeowner. All par-
ties have their own business processes 
and objectives, use their own technology 
systems and have their hands on the doc-
uments at one point or another to com-
plete individual transactions within the 
loan process. As more stakeholders are 
involved through paper based document 
handling, chances for mistakes, miscom-

munication or missing documents in-
crease significantly. 

Passing along paper documents using 
traditional methods is increasingly im-
practical. The mortgage industry needs 
systems that not only enable real-time 
communication, allowing everyone in-
volved to see, share and exchange the 
transaction information in a timely 
manner, but at the same time, keep a de-

tailed record of the decisions, updates 
and notifications.

Partial Collaboration

Many organizations rely heavily on tra-
ditional methods, including email, fax 
and FedEx, to communicate, which cause 
time delays, errors, file format discrep-
ancies, lack of an audit trail and missing 
files leading to an inefficient or incom-

plete loan process. 
Outdated methods, such as shipping 

documents via FedEx, require a return 
shipment or forward to another, totaling a 
multiple day return. One phone call leads 
to a chain of calls and voicemails. Emails 
are caught in spam filters or accidentally 
deleted. This all generates an inconsistent 
process that often results in communica-
tion gaps, longer turn around times and 

missed sales opportunities. 
It is essential to keep in mind that col-

laboration is about working together to 
accomplish an ultimate objective rather 
than simply a series of requests for a re-
sponse. In order to achieve the goal in the 
most accurate and proficient manner, we 
must transform from working with yester-
day’s tools and reach for today’s version 
of a real-time enterprise.

oPerating in real-time

Collaboration taken to a whole new level 
facilitates submission, exchange, han-
dling, receiving, management and ap-
proval of documents immediately. The 
ability to handle a loan file in real-time 
increases service levels and allows lend-
ers or investors to move faster and gain 
agility in completing a transaction. In an 
industry that is all about closing sales, 
increasing loan volume and retaining 
customers, working with the fastest turn-
around times possible gives businesses a 
major competitive advantage. True col-
laboration allows businesses to move 
above and beyond conventional document 
capture and workflow methods and oper-
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Many organizations rely heavily on traditional 
methods, including email, fax and FedEx, to 
communicate, which cause time delays, errors, 
file format discrepancies, etc.

“ “



ate as real-time enterprises.  
Many organizations tout their ability 

to operate in real time, but few actually 
do so in a manner that creates total trans-
parency or includes all parties involved. 
For example, investors depend on email 
to transmit documents to lenders, but this 
method harbors inefficiency because mes-
sages are relayed back and forth between 
individuals and can leave some necessary 
participants in the dark. The responsibili-
ty to report updates falls on one individu-
al, leaving room for miscommunication. 

It is also important to note that loan 
documents from separate organizations 
come in a variety of formats, leading to 
a new set of problems regarding the co-
ordination and organization of loan fold-
ers. If one document has been faxed, one 
emailed, one sent through FedEx and the 
other filled out online, how can these files 
be combined so that each individual can 
comprehensively view the asset? There 
is commonly no formal version con-
trol among the multiple participants and 
forms can lack vital information. Manual 
bar coding, scanning or transforming the 
files into paper and sending that to the 
next individual via mail or fax requires 
additional staff hours and misuses time. 

So the big question is how is true col-
laboration achieved and how are the old 
processes fixed or improved upon?

First, there must be bridges built be-
tween all individuals and organizations 
involved in a loan transaction to make 
workflow possible across organizational 
and geographical boundaries- despite dif-
fering in-house technology systems. Stop 
thinking internally and consider all the 
people touching the loan files you work 
with. All participants should be able to 

offer, access and share a standardized 
electronic loan folder through technology 
systems that accommodate current lega-
cy systems such as image repositories, 
LOSs, underwriting and other operational 
systems without requiring a major sys-
tems overhaul. This means the problem 
of format transformation has to be solved 
for everyone to review, update and keep 
track of all the necessary documents. You 

must avoid the siloed, disparate systems 
and bring everyone to the same table so 
data can be aggregated as needed and all 
transaction participants involved can op-
erate in real-time. 

Secondly, evaluate current technology 
used for document submission, exchange 
and management. The technology still 
needs to accommodate traditional meth-
ods and fit with legacy systems currently 
in place. Consider integration issues and 
move beyond the traditional forklift ap-
proach. With hundreds of pages involved 
in a typical loan file, a suitable system 
should automate file and document con-
version regardless of packaging and 
stacking requirements, provide an audit-
able communication chain with real-time 
updates and alerts and automatically rec-
ognize documents. This keeps individuals 
on track and up-to-date on the status of 
the file and avoids manual scanning, sort-
ing or bar coding.  

Many Web-based systems have been 
created to try and build this bridge; how-

ever, some people involved in the docu-
ment exchange process may not have 
Web access, operating instead through a 
fax machine. So, does this mean a lender 
is not going to work with this individual 
because of their methods? The answer is 
no, and all customary methods of sub-
mission and exchange should be inte-
grated, otherwise business would have to 
be turned away. 

True collaboration and operating in 
real-time is not easy to accomplish. Even 
so, lenders need to look beyond an orga-
nization’s four walls and find a way to 
collaborate and exchange information 
across the industry- not just across the 
hall. Seek a partner who can facilitate 
communication among all mortgage in-
dustry participants involved, automate 
file conversion and easily integrate legacy 
systems and traditional communication 
methods to enable cross-organizational 
collaboration. 

By understanding the value of col-
laboration and taking the necessary steps 
to improve business efficiencies, any or-
ganization can operate as a real-time en-
terprise. Working through a system that 
enables immediate action and reaction 
significantly decreases cycle times, con-
siderably enhances customer experience 
whether it’s with a broker, borrower or 
lender and enables loan officers to be more 
productive. Obtaining a system that en-
compasses the above characteristics truly 
provides confirmation and clarity, which 
are two essential elements often lacking 
in the process and creating a myriad of 
problems. Real collaboration gives orga-
nizations the agility to keep up with the 
pace of the lending environment leading 
to an increase in loan volume, and pro-
vides a competitive advantage. Because at 
the end of the day, it is all about growing 
business by serving your customers. ❖
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Many organizations tout their ability to operate 
in real time, but few actually do so in a manner 
that creates total transparency.
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