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EDITOR’S NOTES
Presenting Our Distinguished
Lender Advisors …
As our mission statement says, PROGRESS in Lending Association was formed because we believe that “business
process re-thinking and optimization can make all the difference. This association is about educating mortgage
participants about how to face real business problems and overcome those business problems through technology
innovation.” And certainly since we formed almost three years ago, we have offered up a lot of new ideas, events and
initiatives on how to transform the mortgage industry for the better. The thoughts expressed in this magazine are just
one example of how dedicated we are to bringing you new ideas that can directly help you grow your business and
at the same time provide a forum for you to express your ideas of how mortgage lending can be improved, as well.
Now we’re going one step further. Technology is great, but embracing technology for the sake of embracing
technology never works. Lenders have to implement technology that addresses their unique business challenges.
So, how do we truly know what headaches lenders face today? We have enlisted a group of business-savvy and
technology-savvy lenders to directly join our cause. These lenders will be providing feedback on how we can move
the lending business forward together. They will be writing articles, participating in our live events and informing us
on how we can better inform all lenders on how to thrive in the current mortgage market. We are grateful for their
service. We welcome them to our cause. They truly are distinguished lenders, as the title suggests. They are top 20
originators, community banks, credit unions, midtier lenders, and small independent mortgage bankers.
Without any further interruption, I am proud to present the members of the PROGRESS in Lending Association
Lender Advisory Panel:

Pete Bagazinski

Catholic Vantage
Financial

Claire Hernandez
Automated
Solutions, Inc.
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Joe Dahleen

Elevation Home
Loans

Brian Koss

Mortgage
Network, Inc.
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Gellert Dornay

Owen Lee

Axia Home
Loans

Success Mortgage
Partners, Inc.

Patrick Hartford

A.W. Pickel III
LeaderOne
Financial

Quicken
Loans

Edmund “Chip” Poli
Poli Mortgage
Group
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Your Voice
Drive Efficiency & Profitability
Going from concept to reality, us lenders agree that Software as a
Service has advantages that set it apart from other technologies.

By Monte Robbins and Keenan Wagner

S

oftware-as-a-Service (SaaS)—a type of
cloud-computing technology through
which providers host on-demand software solutions over the Internet—is fast becoming the key to driving efﬁciency and proﬁtability for mortgage lenders. Steadily rising to
the top of lenders’ lists as their technology of
choice, SaaS is garnering attention worldwide.
In March 2012, Gartner, Inc. reported on the
growth of SaaS, projecting global revenues of
$14.5 billion for the year (a 17.9 percent increase
from 2011), with continued revenue increases
reaching $22.1 billion by 2015.
What differentiates SaaS from other technologies? In the mortgage lending world, its capability to provide a 100 percent, true Web-based
experience—beginning with the point-of-sale
through loan approval—produces advantages
worth noting. From a business standpoint, SaaS’s
relatively rapid implementation process positions lenders to start generating business sooner
than traditional software. Additionally, mortgage
lenders deploying an all-inclusive SaaS platform
can streamline their entire operations and will
typically see positive results immediately.
For instance, CapWest Mortgage, a division
of Farmers Bank & Trust, N.A., and a Costco
preferred lender, implemented Mortgagebot’s
SaaS-based platform in October 2011 and
transformed its mortgage business, growing
from 299 applications and $44 million in loan
volume in the ﬁrst seven months of 2011 to
7,133 applications and $1.6 billion in volume in
the same seven-month period in 2012. CapWest
Mortgage, which is headquartered in Overland
Park, Kan., attributes the success to injecting
SaaS technology into all aspects of its mortgage
operations and wrapping the right marketing
methods around the technology. CapWest believes in assembling the best-of-breed in mortgage technology and that necessarily involves
the use of SaaS. The bank went through a complete cultural change in the way we do business
8
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and are fully embracing this critical technology.
Perhaps the most evident change SaaS technology arms lenders with is the capability to go
mobile. Loan ofﬁcers can view and work on all
mortgage ﬁles from any computer or device that is
Web enabled, freeing mortgage staff from the conﬁnes of their ofﬁce walls much more so than with
traditional enterprise systems. The average number of loans per month a CapWest Mortgage loan
ofﬁcer produces is 22, while top producers close
as many as 40. The only way these loan ofﬁcers
can accomplish this is through [SaaS] technology.

In March 2012, Gartner, Inc.
reported on the growth
of SaaS, projecting global
revenues of $14.5 billion for
the year.
Washington State Employees Credit Union
(WSECU), headquartered in Olympia, Wash.,
also underwent a dramatic change using SaaS
ﬂexibility. Its previous system required users to
access its network or software through a portal
or speciﬁc IP address. Online activity at the time
of SaaS deployment in October 2011 contributed a mere 5 percent to the credit union’s total
volume, but by July 2012, online loan volume
had shifted to 50 percent. [WSECU] wanted
its staff, especially sales people, to be able to
access the system from remote locations. With
[SaaS] technology, originators can be anywhere
and access the system through the Internet at
any time. This is especially crucial as we anticipate possibly providing them with smartphones
and tablets. WSECU says mobility will prove
critical for WSECU as the industry focus shifts
from reﬁnances to purchase loans. The company anticipates that more of its personnel will
be going to home shows and leveraging their
partnerships with real estate professionals.
They need to be able to manage those access
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points from outside the ofﬁce.
Behind the scenes, SaaS removes many of the
responsibilities and operational tasks associated
with other technologies. SaaS vendors typically staff
high-level experts—who eliminate time-intensive
IT maintenance for lenders by taking on external
software ownership, development, updates, and
monitoring—and more aptly set up security for its
hosted technology. They also handle automatic updates—ensuring all users remain current with the latest software versions—and data storage, freeing up
signiﬁcant amounts of space in lenders’ systems. The
end result for users such as WSECU and CapWest
Mortgage is largely reduced overhead expenses and
little or no downtime.
Without software engineers on CapWest
Mortgage’s staff, the bank looked to engage industryleading business partners who could provide best-ofbreed service. Via the Mortgagebot (Avista) LOS
solution, document imaging and consumer-direct
website, using SaaS technology also minimized
reliance on IT for $1.65 billion-asset WSECU.
Wagner says SaaS allowed the credit union to
simply “ﬂip the switch” to implement the all-in-one
solution and capture more mortgage business with
“one-stop shopping.”
The affordability of SaaS, generally lower priced
than other technologies, is also attractive to lenders
and lets virtually any sized lender access tools traditionally available only to larger institutions. Through
pay-as-you-go pricing or a subscription-based fee,
SaaS technology typically reaps a relatively high return on investment. For WSECU, SaaS’s subscription
service lets the credit union track each loan’s costs
down to the penny. It’s very easy to know the cost
of each loan, which then helps us ensure the cost per
loan is covered in the fees we charge. It’s right in line
with our style of doing business.
Equally advantageous is the scalability of SaaS
technology. Vendors share the cost of resources and
infrastructure among users and ultimately pass on
the beneﬁts produced from economies of scale. For
instance, qualiﬁed and reputable vendors apply the
experience of all users to determine, develop, and
implement the most optimal updates for the user
community, resulting in substantial time savings
for lenders. The LOS seamlessly integrates with
WSECU’s third party tools, including underwriting,

credit reporting and ﬂood. Third-party tools are completely integrated so that there is no time delay and
no manual data entry responsibility. It’s easy to push
a loan through the system.
CapWest Mortgage similarly comments on the
unprecedented time savings from SaaS technology’s
scalability, noting that the time devoted to originating loans has decreased 50 percent and allowed more
time to serve customers more efﬁciently. Before
adoption, the bank received 60 online applications in
May 2011; one year later in May 2012, after SaaS
deployment, it took in 1,649 online applications, an
astounding twenty-sevenfold increase.
SaaS technology also offers unparalleled ﬂexibility. Providers can customize websites to each lender’s
corporate branding to create a seamless experience
for borrowers. SaaS’s ﬂexible “smart” technology
creates a self-serve process available to consumers
around the clock. The streamlined efﬁciency and
on-demand answers are exactly what borrowers
want. And the platform is slick, intuitive, and easy to
use. Consumers can easily navigate the system and
complete nearly 100 percent of the loan transaction
using the automated tools, credit check feature, underwriting, and overlays. We approve 40 percent of
our online applications.
Another notable convenience of SaaS’s ﬂexibility
is the capability to display accurate, real-time pricing. The pricing engine of WSECU’s SaaS solution
is completely seamless. From the consumer side, the
borrower can see live, on-the-spot pricing for speciﬁc
loan products. This capability allows the borrower to
know exactly what products are available and at what
price, terms, and rates.
It’s exciting to see where [SaaS] is leading us. This
is a technological change with beneﬁts everyone sees
and agrees with, and we’re extremely excited about
what we’re seeing in the way mortgages are originated. As lenders such as CapWest Mortgage and
WSECU continue to recognize SaaS’s advantages,
enthusiasm for the technology will only accelerate, while SaaS vendors—whose comprehensive
management of many clients’ systems produces the
ﬁnancial feasibility to invest their resources in innovation—will continue to develop their products. The
very nature of SaaS technology ultimately creates a
win-win situation for the mortgage industry—including vendors, lenders, and their borrowers. ❖

Monte Robbins is the founder, president, and chief executive officer of CapWest Mortgage, based in
Overland Park, Kan. CapWest Mortgage is a division of Farmers Bank and Trust, N. A., which is his family
owned and operated bank. Robbins serves as executive vice president of Farmers Bank & Trust, N.A. and is a
member of its board of directors.
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Keenan Wagner is the mortgage business analyst for Washington State Employees Credit Union, a not-forprofit financial cooperative established in 1957 to provide greater access to traditional financial services.
Wagner administers the credit union’s systems, including the LOS, and manages projects and work efforts
from an IT perspective for the credit union’s Mortgage Group.
.
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Recovery Tips

Break Up Traditional Roles

As our industry becomes more regulated it is important that
lenders take a closer look at their existing team and re-evaluate
everything and everyone.

By Alice Alvey

F

or many mortgage departments the waves
of application volume and new regulations
over the last two years have magniﬁed the
problems in the loan process. In some cases the
waves have completely crushed the team’s ability
to function and closing a loan becomes a series of
ﬁres to battle. Traditional roles and responsibilities don’t seem to work like they used to and the
frustration between sales and operations continues to increase. The solutions lie in taking a new
look at the pressure points and making adjustments to ﬁt the new skills required throughout the
loan process.
The ﬁrst step is to take every position in the
loan process and write down the complete list of
responsibilities. Sounds basic, but if this hasn’t
been revisited in the last 12 months the odds are
they are not accurate. List everything, including
general e-mail boxes that must be checked. Be
sure all monthly, quarterly and annual tasks are
included. NMLS and HMDA reporting are good
examples of tasks that often get spread out and
take up signiﬁcant amounts of time but don’t get
accounted for in someone’s list of responsibilities.
A generic list won’t work because no two companies deﬁne a mortgage originator, processor,
underwriter or closer the same way. After creating
the list of responsibilities add a description of the
skills it takes to handle the tasks. As an added beneﬁt, the complete and updated list of responsibilities will help during interviews while hiring and
avoid surprises when the new underwriter doesn’t
know the ﬁrst thing about a TIL disclosure.
Accurate lists of responsibilities and skills are
a valuable tool when trying to add efﬁciency or
reengineer the loan process. The list can be used
to pick out responsibilities that ﬁll well with
speciﬁc skills and create a new support position
around the processors and underwriters in particular. Typically a processor is thought of as needing
good organization, prioritization and communication skills.
Today processors also need a high degree of
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computer skills. When it becomes hard to ﬁnd individuals with all of these skills along with mortgage processing experience the list of responsibilities can be looked at to pull together the tasks

The GFE and TIL disclosure
requirements can be taught
to a person who likes
technical work and can
follow written procedures.
that have similar skills. Processing support very
often includes a person who can set up the loan
in the origination system and order documents
but have you thought of moving communication
tasks to one individual? This includes follow up
on missing documents, customer and loan originator emails and closing coordination. This is
a great option when you have a talented technician for a processor who is less than perfect in
customer service.
Title reviews are an excellent example of one
document that has developed a long list of underwriting and eligibility issues that automated underwriting cannot detect. The manual steps such
as title reviews and income stability can become a
higher-level position for individuals with a good
knowledge of underwriting guidelines. The position can focus beyond the speciﬁc ﬁndings on the
automated underwriting report and can complete
the fraud analysis prior to underwriting. This senior processor works as a team with the set up and
document specialists. Processing can be as many
as 3-4 levels of skills on a team and improve the
quality of submissions to the underwriter at the
same time.
Underwriters are often the group with the most
pressure since it takes more loans in the pipeline
before the bean counters will add a body with this

Delivering the industry’s
most trusted online lending tools
LoanQuoter® delivers innovative web portal solutions to meet today’s “tech
savvy” borrower expectations. This dynamic solution provides customized
product selection with mortgage and consumer applications along with a
secure consumer portal for the delivery of two-way documentation.

RemoteDocs® delivering critical lending information where and when you

need it with full audit trails. Not only can the use of Data-Vision’s RemoteDocs
secure electronic delivery reduce costs, but when applied to initial disclosures
creates a better, more compliant process.
Point, Click, Delivered. It’s just that simple.

Call us today!
(888) 925-8625
info@d-vision.com
www.d-vision.com
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Recovery Tips

high pay grade. The skill set is very technical but
can still be separated into potentially three different
positions. The ﬁrst and foremost step many lenders
have already taken is to ask the underwriters to turn
in their compliance police badge. This is not a reﬂection of the underwriter’s abilities.
Every process must be designed with a clear and
bright line of an underwriter’s highest and best use.
Checking the date of a form against the 1003 and
a closing date is not the same skill as calculating
self employed borrower income. The GFE and TIL
disclosure requirements can be taught to a person
who likes technical work and can follow written
procedures. A compliance desk responsible for disclosures is one of the positions that has grown out
of RESPA and TILA changes and has fast become
a standard step in the processing and pre closing review process. The underwriters must focus on credit
risk and appraisal analysis.
Get everything else off of their plate! Keep repeating “highest and best use” whenever anyone
wants to compromise on the quality of the ﬁles
going to underwriting or add to the underwriter’s
responsibilities. There is even an increase in lenders
choosing to separate the appraisal review from the
credit review since these two components no longer
overlap in the risk analysis of the ﬁle. Tracking two
approvals is a challenge but it can work.

A compliance desk
responsible for disclosures
is one of the positions that
has grown out of RESPA and
TILA changes.
There are also many well qualiﬁed underwriters
who are not tech savvy. Someone with good risk
analysis is sometimes worth the effort to provide a
technical support position responsible for validating
automated underwriting ﬁndings and loan origination system data after their review. An underwriting assistant in this role can also make paperless
systems more efﬁcient and check fraud analysis
reports. Compliance validation and fraud checks are
necessary but come with the price of added time in
the process.
For the paperless loan process it is critical to have
the documents organized and sorted just as the old-

PIECING TOGETHER
A NEW PROCESS
fashioned paper package was submitted to the underwriter. The trick is making sure the underwriters
aren’t spending time surﬁng through all of the other
folders as a double check. This takes up a lot of unnecessary time and can stem from a lack of trust in
the process.
The right documents need to be given to the
underwriter for a credit risk assessment and underwriters need to stay focused. In one example a
company was able to save over 20 minutes per ﬁle in
underwriting review time after establishing a better
process for documents in their e-folders.
A good look at the responsibilities of a closer
can also open up opportunities to hire differently
by separating administrative tasks from those that
require mortgage knowledge.
In each stage of the process ﬁnd the best customer
service people and put them on the front of the communication line. Mortgage loan applicants are not a
widget moving through an assembly line.
Think of it this way: An automobile doesn’t decide one day that it wants different tires or require
long explanations about why it had to be painted
blue instead of red. Customers have a choice to
jump the track. The process can’t be so caught up
on traditional steps that the need to hire or change
is bogged down by lengthy responsibilities. Break
it up and build teams with skills to help ride out the
waves. ❖

Alice Alvey is President/Co-Founder of Mortgage U, Inc. She served as SVP of Operations for a national
bank holding company including retail and wholesale lending until she co-founded Mortgage U, Inc. with Jan
Wetzel in 1996. She has designed hundreds of education programs, is author of the FHA and VA Practical
Guides and a trusted compliance advisor and operations consultant.
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Unemployment Rises

GDP Growth Stagnates
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going to go as a country by looking at the facts. As a
result, we at PROGRESS in Lending looked at statistics provided by The Financial Forecast Center. This
organization has been producing and publishing economic and ﬁnancial market forecasts since 1997. These
forecasts have been and will continue to be published
exclusively on the Internet. All forecasts are generated
in-house using artiﬁcial intelligence.
The forecast models are 100% quantitative and
use a global, long-range economic dataset. Thus, the
forecasts are very objective. And because the Financial
Forecast Center has no ties to other companies or institutions, the products and services offered up by the
Financial Forecast Center are completely independent.
When it comes to unemployment, the Financial Forecast Center predicts that it will be above 8.6% by the
end of this year. The group goes further to say that GDP
growth will slow further to just 1.2% in December of
this year. And nonfarm job growth will once again tick
down. These statistics do not paint a positive picture of
the economic outlook in this country.
Mortgage lenders should pay attention because when
unemployment is up, jobs are down and GDP is stagnant, that impacts housing. There are tough times ahead
and lenders have to in turn make some tough decisions.
The big question is: Does the mortgage industry rise to
the challenge? In order to rise to the challenge, lenders
will have to be creative, they will have to think outside
of the box and they will have to innovate. Yesterday’s
mortgage process coupled with yesterday’s technology
simply won’t cut it anymore. ❖

Oct 10

It’s a political season. We’ve heard a lot of colorful
speeches. The Democratic point of view as detailed on
the President Obama Re-election website talks about
the economy this way:
The President is taking aggressive steps to put
Americans back to work and create an economy where
hard work pays and responsibility is rewarded. For
years before the economic crisis, middle-class security
had been slipping away. Wages stagnated while health
care costs soared. The President has added back more
than 4.5 million private sector jobs and seen 29 straight
months of job growth—but there’s more work to do.
The Republican point of view as detailed on Mitt
Romney election website counters by describing the
economy this way:
The 2007-2009 ﬁnancial crisis produced a severe
recession. GDP fell 4.6% from its peak during the recession to the trough in June 2009. But GDP growth
has been anemic since then, averaging just 2.2% per
year since the trough. This pattern is unusual. The past
ten recessions have been followed by faster recoveries,
and GDP has fairly swiftly recovered to the previous
trendline.
So, what’s the truth? And why should it matter to the
mortgage industry? The truth is that gains in employment have been made, but this is the longest stretch
since the Great Depression that unemployment has
been above 8%. Further, while the economy is growing
GDP growth forecasts have been consistently revised
downward.
It’s important to understand where we are most likely
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Process Improvement
The Sky Is The Limit

In a perfect world I wonder what technology all lenders should
adopt to remain competitive. Here are some ideas:

By Tony Garritano

L

et’s talk about the pursuit of new ideas. I
wonder: If every lender and servicer could
adopt just one piece of technology that I felt
would drastically improve the business overall if
100% of industry participants used it, what would
that technology be? It’s an interesting question for
sure. And after coming to my own conclusions, I
thought that I would reach out to my friends and
industry experts in different parts of the mortgage
process to get their thoughts as well.
Before I tell you my thoughts, I ﬁrst want to
tell you about what these various friends and experts thought. I started by going to a point-of-sale
automation pioneer, Randy Schmidt, President
at Data-Vision, Inc., a company that has been
dedicated to furthering the cause of online lending
since it was formed back in 1993.
He said, “Rather than a single technology, I
would prefer lenders implement new technologies quicker. All too often, lenders embrace the
status quo rather than using technology to create
efﬁciencies and move their business forward. Web
Services, Communication Portals, Electronic Signatures and Mobile Technology are all examples
of technologies that consumers have adopted, yet
lenders have been slow to implement. In a perfect
world, by the time borrowers adopt a new technology lenders would already be there.”
I ﬁnd it hard to disagree with Randy. He is spot
on, but my conversations with industry leaders
didn’t end with Randy Schmidt. The loan origination system is the system of record, so I thought
that the conversation wouldn’t be complete unless
I asked a prominent LOS to weigh in. I turned to
Dan Green, Executive Vice President of Marketing at Mortgage Cadence. In his view, “the single
most important technology all lenders need today
is the one that ties all others together. Lenders cannot afford to loosely integrate multiple systems
together,” he said.
“They need one system that incorporates, not
integrates, origination, processing, underwriting, closing, funding and delivery augmented
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by meaningful service integration. Why? First,
borrowers today, wizened from the fallout of the
housing crisis, demand accuracy and constant
communication, so increasing borrower satisfaction through transparent processes is essential.
Second, lenders are scrambling to cut the added
costs of today’s regulatory burdens, and one of the
most profound ways to ease these costs is through
increasing efﬁciency through streamlined processes. Finally, there is simply no way to ensure
transparency, efﬁciency and compliance without
one system orchestrating every element of the
mortgage process.”

All too often, lenders embrace
the status quo rather than
using technology to create
efficiencies and move their
business forward.
Certainly new regulation requires that the LOS
be more tightly integrated to literally everything.
Technology should provide a single path to a completely automated process, which brought me to yet
another vendor, Xerox Mortgage Services. If we’re
talking about the path to going paperless, surely I
felt that I should see what Xerox had to say on this
topic. Ken Marlin, Vice President of Business Development at Xerox Mortgage Services, pointed out
that, “For the greatest impact, the ideal technology
for all lenders to adopt would be one that provides
a foundation for current and future e-mortgage initiatives and one that also helps promote consistent
industry standards. For lenders, a collaborative network enables them to build out a network of bestof-breed vendors to meet their company’s unique
business needs, adjust their workﬂow based on
changing business models and go “e” at a pace their
business can handle. From an industry perspective,
adoption of collaborative network technology will
help drive us to standardize how we share information, be it how we integrate or the ﬁles we use,

Add a new dimension
to closing loans...

collaboration
Picture a Web-based “paperless office” that serves
as an end-to-end document management tool for
brokers and correspondents– actually reducing costs,
saving time, increasing efficiencies, and reducing
bottlenecks in the loan process.
Put DocVelocity in the picture and your
customers will thank you for helping them
take the work out of paperwork.
Visit docvelocity.com/info
or call (877) 362-8356.

The information provided here is for dissemination to and for the use of real estate and financial business entities only and is not an advertisement for the extension of credit to consumers.

Process Improvement

and promote an open and transparent process. With
communication, transparency and ﬂexibility being
key to ongoing success in the mortgage industry, only
a collaborative network technology can support the
needs of a lender today and offer a solution to meet
tomorrow’s demands.”

Moving the mortgage industry
forward isn’t about any
one technology, it’s about
adopting a new mindset
where lenders consistently
adopt new technology.
Another key component to the mortgage process
is the documents. The documents are the output of
every mortgage transaction. So, I switched gears
a bit to talk to an expert in this ﬁeld. Reid Smeda,
Sr., President at Compliance Systems, Inc., a company that specializes in compliantly documenting
the mortgage transaction using dynamic document
creation technology, added, “In today’s rapidly
changing regulatory environment and with the ﬂurry
of changes anticipated to continue for many years
to come, it is vital for lenders to use technology
solutions that provide optimal ﬂexibility to adapt
quickly and nimbly. Further, in light of the fact that
an underlying theme of the Dodd-Frank Wall Street
Reform and Consumer Protection Act is data (i.e.,
lenders having the data they need to ensure borrowers can afford a particular loan and borrowers having
the complete, compliant and comprehensible data to
make informed credit buying decisions), technology
solutions must be “data-obsessed.” The solutions
should not be ones that were retroﬁtted to accommodate this expanded focus on data, but rather, systems built from the ground-up based on the data that
deﬁnes a particular credit application and resulting
transaction.”
Now we’re talking data. This topic drew me to
Gabe Minton, Senior Vice President, Information
Services at ServiceLink, who was instrumental in
spearheading MISMO, the mortgage industry’s
keeper of data standards. He said, “If I had to pick
one technology for every lender to adopt, it would
be universal communications … standards. There
are many facets of standards, some further along in
implementation in the mortgage industry then others, but there is still much work to be done. Increasing regulatory scrutiny and an overall need for more

open and transparent process methodologies necessitate the need for document and loan identiﬁers to
be the same, electronic signatures to be universally
accepted, and the ever increasing dictionary of terms
we use to maintain the same deﬁnition and integrity
across parties involved in the transaction.”
From there, e-signing and e-vaulting industry
mainstay Kelly Purcell, Executive Vice President,
Global Sales and Marketing at eSignSystems,
chimed in. She said that every lender should adopt
a technology that she calls “trusted computing.”
Here’s what she means: “This is a set of industry
standards that are broadly deployed but not broadly
used. Trusted computing lays the foundation to shift
reliance on securing cyberspace from users with
passwords to devices with built-in industry standard
Cyber components. Trusted computing provides a
common framework for security across operating
systems and hardware. Trusted computing assures
only known devices are connected to ﬁnancial services data, that devices self-protect the data in the
case of loss and provide a foundation for greater
integrity in the data managed. Finally, with global
standards and interoperability, trusted computing
provides one of the most cost effective measures to
assure better ease of use, protection, and assurance.
The greater the data security, the more ﬁnancial institutions will implement electronic transactions.”
We’ve been primarily talking origination, but servicing should not be left out. For this I went to specialty servicer Wingspan Portfolio Advisors CEO and
President Steven Horne. He longs for “a single trusted
source data structure integrating client data, vendor
data, and third party data in an internally consistent
reporting platform. This would enable full transparency into operational performance and emerging
future trends across both servicing and origination.”
Now, what do I think about the question? The
more I thought about it, the more I came to the
conclusion that different technologies work for different lenders. As the saying goes, different strokes
for different folks. Moving the mortgage industry
forward isn’t about any one technology, it’s about
adopting a new mindset where lenders consistently
adopt new technology and processes to continually
improve. Why is the mortgage process so manual?
Because that’s what lenders prefer. Most don’t want
to change or to automate and move into this century.
It’s a shame that it’s taking a global meltdown and
an onslaught of new rules and regulations to get
them to really step up. Oh well, I guess it takes what
it takes. ❖

Tony Garritano is Chairman and Founder of PROGRESS in Lending. As a speaker Tony has worked hard
to inform executives about how technology should be a tool used to further business objectives. For over
10 years he has worked as a journalist, researcher and speaker. He can be reached via e-mail at tony@
progressinlending.com.
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Genpact powers mortgage lenders with transformative
process solutions that reduce cycle times through
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workloads, decreasing compliance costs,
reducing loan approval times and driving home
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Future Trends
Stand Out from the Crowd
Be creative, be innovative, be original, be bold, be different,
be a leader, be the best!

By Roger Gudobba

T

he mortgage industry has had some signiﬁcant milestones over the years. To
name a few, Loan Origination Systems
have progressed from a legacy mainframe solution to the current world of laptops, mobile devices and web-based systems. Also, the creation
of Automated Underwriting Systems, the transformation from paper documents to electronic,
the electronic ordering of services such as, appraisals, credit, title and the electronic delivery
of closing packages to investors have all been
part of the advancements in technology.
We have made some progress towards a fully

Creativity is thinking up
new things. Innovation
is doing new things, said
Theodore Levitt.
electronic mortgage and all its associated beneﬁts, yet, after over 10 years since eSign and
UETA, we are still behind in adoption when you
consider the small number of actual e-mortgages
being done today. Why? A lot can be attributed
to the very cautious nature of the lending
community. Lenders often ask: Why
change if it seems to be working? The
answer is because we have to learn to
be comfortable with change. With
the impending regulatory changes
and therefore the need to be more
agile and responsive, it is time
to be a little creative and a
little innovative, too.
Creativity and Innovation: First, let’s set the
stage. According to
the IBM 2010 Global
CEO Study, which
surveyed
1,500
Chief
Executive
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Ofﬁcers from 60 countries and 33 industries
worldwide, CEOs believe that, “more than rigor,
management discipline, integrity or even vision
– successfully navigating an increasing complex
world will require creativity.” Creativity requires
whole-brain thinking; right-brain imagination,
plus left-brain logic and planning. Creativity is
a core competency and one of the best ways to
set your company apart from the competition.
Creativity is about breaking from the past and
seeing new ways to old problems.
Moreover, creativity often hinges on a new
idea. If we talk about inventors, certainly very
creative people indeed, we should remember
that not too long ago a local sawmill caught
James Dyson’s eye. Under cover of darkness
he sketched the timber yard’s giant cyclone. It
spun sawdust out of the air, collecting it in a
chamber. Could the same principle provide an
alternative to vacuum cleaner bags that
can clog? It took 15 years
of frustration, perseverance
and

Origination and Servicing Systems

Some are more comprehensive...
Not all loan origination
systems are the same,
see how a little flex
can help your business.

Call 800.326.3539
or scan.

MortgageFlex recognizes that all lenders have unique needs and has
focused on meeting the mortgage industry’s lending system requirements
for the past 30 years. The result is LoanQuest, a versatile loan origination
system that can be adapted to shifting market needs quickly and easily.
We listen to our customers and our systems reflect that commitment.
MortgageFlex. Call today to experience the difference.

800.326.3539
www.mortgageflex.com
Transforming Mortgage Lending

jacksonville, florida
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over 5,000 prototypes for James Dyson to ﬁnally
launch his revolutionary vacuum cleaner. Within
22 months it became the best-selling cleaner in the
United Kingdom. This success led to more evolutionary products- the environmentally-friendly and
cost-saving hand dryer and the blade-less fan. Truly
creative!

Innovation is a risky business,
but not innovating is even
riskier, said Anonymous.
If we go back even further, Thomas Edison was an
inventor who accumulated 2,332 patents worldwide
for his inventions. 1,093 of Edison’s patents were in
the United States, but other patents were approved
in countries around the globe. Edison is credited for
contributing to various inventions, including the phonograph, the kinetoscope, the dictaphone, the radio,
the electric lamp (in particular the incandescent light
bulb), the autographic printer and the tattoo machine.
Most of these inventions were not completely original
but instead were improvements of earlier inventions.
Many of his patented inventions were actually made
by his employees, but Edison did not share credit
with his employees. One of Edison’s major innovations was the ﬁrst industrial research and development lab. It was a good thing he didn’t pay attention
to Charles H. Duell, U.S. Commissioner of Patents,
who said in 1899 “Everything that can be invented
has been invented.” Talk about perseverance!
Simply Remarkable: Creative leadership isn’t just
about possessing creativity though, it is also about
anticipating needs, and possessing the conﬁdence to
rely on intuition to complement market and consumer
understanding. No one was better at this than Steve
Jobs who said, “You can’t ask customers what they
want and then give it to them. By the time you get
it built, they’ll want something new.” He certainly
transformed the mobile world for the consumer with
the iPod, iPhone, iPad and the iCloud connection that
left competitors, like Microsoft and Google, trying to
catch up.
‘The reason it’s so hard to follow the leader is this:
The leader is the leader because he did something
remarkable. And the remarkable thing is now taken
– it’s no longer remarkable when you do it. From the
Purple Cow by Seth Godin’. Remarkable is deﬁned
as worthy of being or likely to be noticed especially
as being uncommon or extraordinary in the Merriam

Webster Dictionary
‘One misconception is that creativity and innovation are the same things. Innovation is a process that
combines discovering an opportunity, blueprinting an
idea to seize that opportunity, and implementing that
idea to achieve results. Innovation is something different that has impact. From The Little Black Book of
Innovation, by Scott Anthony‘
When is it time to be creative and innovative?
Now that we know what it means to be both creative
and innovative, one could say it’s always time to use
these talents and their usage should be part of every
company’s business plan. The mortgage industry is
very cyclical in nature and the last few years would
have given everyone a chance to re-evaluate and
re-structure their short and long-term strategies.
Typically, during down cycles, lenders are reluctant
to disrupt the business. Now that it appears that the
housing market is showing some signs of recovery
and the origination volume is predicted to rise above
last year, lenders may be challenged to respond to the
increase in business and are prone to stay the course
with their current solution, as a result. The pending
CFPB changes may change everything. The new
Loan Estimate and Closing Disclosure forms are not
just a couple of new forms. The LOS will require
some signiﬁcant changes in data structure, calculations and process ﬂow. The older the underlying architecture, the more difﬁcult the task. For example,
some systems were designed speciﬁcally around the
1003 and HUD-1 settlement statement. The challenge
to the lenders may be even more daunting. In addition
to ensuring their LOS is up to the task, this will push
them towards an e-signature and e-process solution.
An article in the August edition of Tomorrow’s Mortgage Executive stated, “According to a recent survey
released by QuestSoft, nearly one in ﬁve lenders is
looking to change their entire loan origination software (LOS) in 2012.” The CFPB changes may accelerate that decision or put it on the back burner for
the foreseeable future.
So, what does all of this really mean? If we think
long and hard, innovation is our ability to create new
products and services, or produce existing products
in different ways, or develop new markets. It lies at
the heart of modern competitiveness. It drives growth
and improves productivity. ‘The ability to innovate
is what keeps your organization at the top of its ﬁeld.
The faster and better you innovate, the more likely
you are to remain in the lead and to set the new rules
that others will have to follow. From Outside Innovation, by Patricia B. Seybold’. ❖

Roger Gudobba has over 25 years of mortgage experience. He is CEO at PROGRESS in Lending and Chief
Strategy Officer at technology vendor Compliance Systems. Roger is an advocate of data standardization
and a more data-driven approach to mortgage.
Roger can be reached via e-mail at rgudobba@compliancesystems.com.
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The networked mortgage.
You need to collaborate with all the participants,
partners, and services that are involved in
processing your loans. Only eLynx gives you a
complete end-to-end data-driven workflow with
single-point connectivity to your entire
mortgage ecosystem.
The networked mortgage with eLynx delivers
on the promised benefits of the eMortgage.
Greater transparency. Better data quality.
Improved processing efficiency. Cost savings.
Ironclad compliance. Return on investment.

Transparent
Connected

See why hundreds of banks – including
25 of the top 50 banks – trust eLynx to support
their data-centric document collaboration,
distribution, and connectivity needs, getting
them to a true eMortgage workflow. Since 1994,
eLynx has processed more than 50 million
loans, built the nation’s largest settlement
agent database, and is a recognized leader of
electronic closing services.
For more, visit us online at www.elynx.com.

Business Strategies
A Picture Says It All

We are drawn to visual stimuli, but we don’t use many visual prompts
in our business. Here’s how you can change that to drive results:

By Michael Hammond

I

n today’s marketplace the challenge to differentiate among competing companies and
products is becoming increasingly more difﬁcult. Products and services are becoming commoditized and increasingly similar. Acronyms
and buzzwords are used by many companies
and are creating noise that can blur the lines of
differentiation. The advent of the digital age has
signiﬁcantly increased the sheer volume of online
content, making it even more difﬁcult to stand out
above the crowd.
When it comes to standing out amongst the
wave of online content, companies are learning
to “show not tell.” Today, a picture really can say
it all.
Everyone likes pictures. But how do you use
pictures to grow your business and stand out?
Easy, turn to infographics. Infographics can be
an effective tool for conveying information about
practically anything. Yes, even your business. If
you have a business or a product or service that
needs some publicity, creating an infographic,
or having one created can be an effective way of
marketing it. In this article, you’ll learn why you
should make use of this type of media, and how
you could do it.
The deﬁnition of an infographic is relatively
simple: infographics are images that convey information in one way or another. They incorporate
writing, design and analysis in order to convey as
much information as possible in an easy-to-read,
enjoyable and visually appealing format. A good
infographic can summarize complex data in an
easily understandable way.
You might wonder what good these things
might do for you, and I am here to tell you what.
Infographics are on the rise: since 2010, searches
for infographics have increased 800%. They provide an eye-catching and effective way of sharing
information and content, and if they are about a
popular subject, they might even go viral.
When creating an infographic you obviously
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want it to look good. Therefore, if you are not a very
good visual designer, you should hire someone.
Remember, though: always, ALWAYS fact
check your infographics before publishing them.
Besides being unprofessional, having errors in
them just isn’t right: you would effectively be
spreading misinformation. Still not convinced?
In an article called “9 Awesome Reasons to Use
Infographics in your Content Marketing” by Jeff
Bullas, he puts it this way: “We live in an age of
“Big Data“ … which means there is more data
than ever before. In one day we create 1.5 billion
pieces of content, 140 million tweets and 2 million videos. Trying to make sense of the mountains and oceans of data that are now part of our
knowledge world due to computers, mobiles and
the web is a daily challenge.”
• Do you bookmark, ﬁle it or Evernote the link
or PDF?
• Do you punch the reference into your iPhone
or iPad
• Do you grab a pen and jot it down on your
beloved Moleskine notepad?
We constantly are attempting to organize, collate and curate information. Consuming that data
is like drinking from a ﬁre hose. That’s where
infographics can be really powerful. Infographics are one efﬁcient way of combining the best of
text, images and design to represent complex data
that tells a story that begs to be shared. Recent
research from Barbara M. Miller and Brooke Barnett discovered this about infographics:
“On their own, text and graphics are both useful yet imperfect methods for communication.
Written language allows an almost inﬁnite number of word combinations that allow deep analysis of concepts but relies heavily on the reader’s
ability to process that information. Graphics may
be easier for the reader to understand but are less
effective in communication of abstract and complicated concepts. … combining text and graphics
allows communicators to take advantage of each

Business Strategies

WHAT’S THE BUZZ ON

INFOGRAPHICS?
Infographics
are where data,
graphics and
theme intersect

90%

Theme

Data

Digg reveal that since 2007, infographics on Digg
have increased by 250 times. Now that is a trend
wave worth catching!
Why Include Infographics in your Content
Marketing Strategy? When it comes down to it Infographics may be compelling but why use them?
Here’s why, according to Jeff Bullas:
1.

Graphics

90% of the
information that
comes to the brain

2.

IS VISUAL
Visually illustrating complex
data and ideas improves both

COMPREHENSION
and RETENTION

3.

4.

5.
Popularity Is skyrocketing
Infographic search volumes have
increased by over
in just over 2 years

800%

6.

7.
2007

2008

2009

2010

2011

30x

A high-quality infographic is
more likely to
be read than
plain text

(and more likely to be shared too!)

medium’s strengths and diminish each medium’s
weaknesses.”
Does your industry need to present data in an effective manner to communicate and engage its customers and prospects? Then infographics could be
part of the answer. Statistics from the social network

8.

9.

They’re Compelling and Attractive. There is
one thing that I have discovered while blogging
is that people love facts, ﬁgures and statistics.
Add some compelling images and graphics and
…”voila,” you have addictive content!
They’re Easily Scanned and Viewed. Human
beings are highly visual and because 90% of the
information that comes to the brain is visual you
need to tap into that “optic nerve.”
They Have Viral Capability. Due to infographics attractiveness, the capacity for them to be
shared on social networks and become viral is
much higher than ordinary text content.
They Are Portable (Embeddable). When
designing, developing and publishing an infographic the code to put it on a WordPress blog or
website is provided as an embed code. This then
creates an automatic link from their site to yours.
They Can Get Worldwide Coverage. In a
world where online publishing is now visible
globally at the push of a button, infographics can
provide global coverage that local print media
could never do.
They Can Offer Brand Awareness. Creating an
infographic that is embedded with your logo and
brand displayed is a powerful means of creating
a greater “Brand Awareness.”
They Increase Trafﬁc. An infographic that is
linked and compelling by its nature will drive
trafﬁc to your website and blog as people “share”
and “click.”
They Beneﬁts Search Engine Optimization.
The viral nature of the infographic medium
makes people link to your site and Google will
index your website higher due to Google’s “Page
Rank” algorithm. This increases the importance
that search engines pace on your site.
They Show an Expert Understanding of a
Subject. The research required to create an infographic will display your knowledge and position you as an expert on your category or topic.

If created well, infographics can be very powerful. So
get the right help and start on your ﬁrst infographic
today. Your business will thank you. ❖

Michael Hammond is chief strategy officer at PROGRESS in Lending Association and the founder and
president of NexLevel Advisors. NexLevel provides solutions in business development, strategic selling,
marketing, public relations and social media. He can be reached at mhammond@nexleveladvisors.com.
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A National And
Industry Crisis
We are at the precipice of disaster
from which there will be no recovery
if we don’t change our course.

A

t times of great conflict, we look for great leaders. The word “conflict” and the Consumer
Financial Protection Bureau (CFPB) are becoming synonymous, especially with the Tsunami
of new regulations flooding our industry. In some cases, the “conflict” with CFPB is more closely
akin to “warfare,” especially when you endure your first CFPB audit. It is not just mortgage companies reacting to the flood of new regulations from the CFPB.
Technology companies are being forced to invest millions
of dollars to insure that their systems are compliant with all
these new regulations. Questions abound. What does this mean for the future of technology innovation? What does this do to the competitive landscape? Do only the bigger companies survive? Who
is going to merge and emerge as the industry leader(s)? Who will survive? Who will die? Sobering
questions for a somber time.
The late Jack Tramiel said, “Business is war!” Mr. Tramiel knew something about war. He was
born in Poland to a Jewish family in 1928. After the Nazi’s invaded Poland during World War II,
he and his family were shipped off to Auschwitz. Mr. Tramiel was rescued in April 1945 and immigrated to the United States in 1947. Once here in the U.S., he started a typewriter repair business
and then got into calculators, which eventually led him into computers. He founded Commodore
International and quickly became a crucial figure in the early history of personal computing. For
those of you old enough to remember the Commodore 64, it went on to become one of the best selling computers of all time. Even after this success, Mr. Tramiel was forced to leave the company he
founded in 1984. After being ousted from Commodore, he bought Atari Inc.’s Consumer Division
and launched the Atari computer line. His revolutionary approach to computing was “Affordable
computers for the masses and not for the classes.” He was more than a survivor and truly understood that “business is war.”
The concept that “business is war” has never been more evident than it is today in the mortgage
industry. We are at “war” NOT with our competitors but with the regulators. In reality, it seems as
if the regulators are at war with us. That saying from WWII: “We didn’t go to war, war came to us”
may be applicable here.
We have been hearing reports that the CFPB has been training a team
of auditors for months. It’s not surprising then that we are now hearing
reports that the CFPB auditors along with a cadre of state regulators are
descending upon banks and mortgage companies to do compliance “reviews.” One company said they had over 35 state and CFPB auditors in
their office at one time. Another executive said, “We received a 35-page
document request a few days before they showed up at our door.” He
said, “It was like a mass invasion.” What was most troubling was their
attitude. He said, “I thought the premise of our country’s legal system
was ‘innocent until proven guilty.” “Not with this bunch” he said. It was
just the opposite, “Guilty until he could prove otherwise.” He jokingly
said that his recent IRS audit by comparison was “a walk in the park.”
It seems like we have a great “ideological divide” in our country, more
so than ever before. This is so evident when you consider the stark contrast between our two political parties. On one side, we have the Democratic Party led by President Obama, who seems convinced that “more
or bigger government” is needed to both “control” the markets (hence
CFPB) and to “stimulate” our economy (more government spending).
On the other side, we have the Republican Party led by Governor Romney and Representative Paul Ryan who have the belief that we need “less
or smaller government” with less controls on business (keeping the “free
markets” free) and then get focused on getting our fiscal house in order. It
really comes down to this simple question: Do you want “more government” or “less government”
in your mortgage business? I have been saying on my radio program (www.LykkenOnLending.

By David Lykken

“We are at “war”
NOT with our
competitors but
with the regulators.
In reality, it seems
as if the regulators
are at war with us.”
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com), “Politicians are getting involved
in YOUR business, don’t you think it is
time you get involved in THEIR business?” Be a leader … get involved …
make a difference!
Never has an election been more critical for our country and to our industry. I
firmly believe that we are at the precipice
of economic disaster from which there
will be no recovery if we don’t change
our course. If we continue down the same
path of bigger government and more
spending, it will not only threaten our
fragile housing recovery that is just now
trying to get underway, but it will destroy
us economically as a world power.
No matter which way the election goes
this coming November, the mortgage industry has some very difficult days ahead.
We still have serious systemic problems
as an industry. Here’s what I mean:

strong industry leaders speaking
with one unified voice helping politicians understand the importance
of having strong and viable privately funded secondary markets.
• When misguided municipalities irrationally threaten to use the right of
eminent domain to keep delinquent
homeowners from being foreclosed
upon, what investor is going to invest in a mortgage-backed security
secured by loans within that municipality’s boarder? We need leaders to rise up in every community to
educate local governments on how
to positively impact their real estate
markets and not torpedo them.
• We have already lost some great
mortgage insurance companies,
so we need to keep the remaining
companies strong. This is going to

“The word “conflict” and the
Consumer Financial Protection
Bureau (CFPB) are becoming
synonymous, especially with the
Tsunami of new regulations.”
• When over 95+% of all mortgage
loans being originated today are
FHA, VA, Fannie Mae, Freddie
Mac or USDA home loans, we do
not have a healthy industry! We
have to work toward getting common sense non-conforming loan
products back in the market again.
• When investors hear reports that
the Obama Administration is putting pressure via the U.S. Treasury
on Ed DeMarco, Director of the
FHFA, to authorize Fannie Mae and
Freddie Mac to do principle writedowns, it effectively drives private
investors away from investing in
mortgage back securities. If they
do, they will price it accordingly. It
is critical that we have elected officials that have a thorough understanding of the secondary markets.
It is equally critical that we have
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require intelligent and responsible
leadership making the tough calls
to help restore a solid foundation to
this critical segment of our industry.
• One of our greatest weaknesses,
is the fact that current leaders are
not willing to set aside their many
divergent interests and focus on
solutions that strengthen the whole
industry. We have to come together
for the sake of our industry to find
solutions that are good and that will
benefit everyone. This will only
happen when we promote leaders
with a vision for what strengthens
the entire industry and that does not
just benefit the privileged few.
There are many areas that I could go
on and on about regarding the numerous
systemic problems that we as an industry
need to address. Good leadership starts
by accurately identifying the weaknesses.

Again, there are two solutions before us
this election year. Do you want government to identify the problems and put
in their “big government” solutions …
OR … are you for “we the people” of
the mortgage industry doing something
about it?
I firmly believe that when we fail to
regulate ourselves from “within,” we will
be regulated by forces from “without” …
in this case outside regulations. For this
reason, I am of the opinion that DoddFrank and the CFPB is NOT going away
anytime soon.
Some may feel like the Dodd-Frank
“Wall Street Reform and Consumer
Protection Act” was a declaration of war
on our industry. And if that is the case,
it may seem as though the CFPB is the
enemy with which we have to fight. It
can seem that way especially when you
read an article in the Washington Times
titled, “Consumer bureau seek sleuths for
bad bankers.” The article started out with
this, “The newly created CFPB is recruiting investigators in ads that suggest the
agency plans to go undercover to pursue
cases against banks, credit card companies and other financial companies.”
After reading this, I can better appreciate
the perspective that “Business is WAR.”
This is the climate we find ourselves in
today. We are an industry with a serious
PR problem, with few strong leaders willing to step up and truly lead. In a recent
television interview with Neil Cavuto on
the FOX Business Network, he jokingly
said to me, “You know Dave, mortgage
lenders aren’t much more popular than
TV news anchors.” It got a good laugh
but sadly it is true.
I applaud David Stevens for his leadership at the MBA. But he is just one guy
and no doubt and understandably has to
struggle with representing the divergent
interests of the few big institutions that
cover a significant portion of the MBA’s
budget. Many small to mid-sized companies have become disillusioned with
the MBA, which has opened the door
to a new emerging trade association,
the Community Mortgage Lenders Association (CMLA). I believe we ALL
desperately need to come together for the
sake of the greater objective of rebuilding from within our industry. We MUST
NOT allow big government to do it. In

fact, I believe when bureaucrats fail to
understand a problem they default to regulating everything around the problem.
In their mind, that means that they did
something. The reality is that most politicians and bureaucrats are ill-equipped
and therefore incapable of identify solutions to the complex problems we face.
That is why we in the private sector must
collectively come together to present a
solution that will work.
I firmly believe that technology is going to be more crucial and critical to loan
quality and the future success or failure
of mortgage companies than ever before.
As a result, the liability facing technology companies today and in the future
is going up exponentially. And given the
complexity of our industry these days,
it precludes most thinly capitalized tech
companies from making it. For these
reasons, I believe we will continue to see
continued consolidation. While it may
seem that innovation may have to take
a back seat to getting systems compli-

ant, the smarter vendors are going to find
innovative ways to help their customer
mortgage companies be compliant. Innovation never goes away. The question
is where will it appear.
As it relates to loan production channels, I believe that while we may never
again see brokers have the market share
they once did, they are far from dead.
As Mark Twain said, “The rumors of my
death have been greatly exaggerated.”
When we finally hit bottom and truly begin to see consistent growth, we will need
brokers and the wholesale channel more
than ever. But the biggest surprise will be
who is and is not active in the wholesale

channel. Even more interesting is who
will be doing what duties. This is where
regulations will have a lasting impact.
No question … these are times of great
conflict, but also of great opportunity.
This is especially true for the leaders
who emerge. I ask you, “Are YOU one of
those strong leaders?” If so, I encourage
you to “ANSWER THE CALL.” If you
do, write me at Dlykken@MBS-Team.
com or send me a message via LindedIn
and/or facebook. I will send you information about the “The 7-C’s of Leadership”
… Character, Courage, Confidence,
Charisma, Conviction, Communication
& Compassion. ❖
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By Barbara Perino
and Rebecca Walzak
You can teach a student a lesson for a day; but if you
can teach him to learn by creating curiosity, he will
continue the learning process as long as he lives,
said Clay P. Bedford.

B

ack in September we saw the traditional the start of the education year
for thousands of children and adults. It was time to learn something
new, prepare for the future and address the lapses in our individual
knowledge bases. However, seldom is this need a significant topic
of discussion in the mortgage industry even when the school year begins anew.
Since the collapse of the mortgage market and the resulting chaos in the traditional approach to lending, the industry has appeared to be “stuck”. Waiting
for new regulations, protecting our industry from outsiders who thought they
knew what was best and trying to find a way to survive has taken almost all of
our energy. Almost, but not all. Recently we have started to see new growth and
recovery from the devastation. This magazine has trumpeted advancements in
technology, and new lenders with new approaches to the origination process
have started to emerge.
The concepts and activities that promise to deliver the control environment
that has been demanded through new regulations is becoming a reality. Operational risk; the management and control of “people, processes and technology”
is being implemented or at least is under discussion in many origination shops,
with servicing organizations not far behind.
While the emergence of these new technologies and new process concepts is
exciting and hopeful, one area that has not been addressed continues to need our
attention. The operational risk mitigation element that constitutes the “people”
part of the definition seems to still be lost in space.
“People” are the lynchpin holding together the technology and the processes.
Just look at one of the most critical and discussed parts of the AG settlement; the
need to have a single point of contact (SPOC) within the servicing operation for
borrowers when they are seeking information or options for repaying their loans.
The people filling these roles have a tremendous responsibility, yet what have we
done to prepare them for this position or provide a knowledge base that they can
rely on for giving accurate and thorough information?
The key of course is education. While the industry
has verbally acknowledged the need for education,
the reality is that the number of industry
34
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professionals that actually receive any
type of training is small compared to the
total population of individuals working
in this field. Furthermore, the training is
the typical process of an expert talking
at students and then conducting multiple
choice questions to confirm the level of
knowledge obtained. So, how well does
this work? Do we consider ourselves
and all of our employees knowledgeable
about how our industry works on a comprehensive basis? Do we have the ability
to conduct the education necessary to

veloped through his research is that we
have to begin to think differently about
the education process. Individuals are
unique; and their learning styles reflect
this. Having a “one style fits all” approach
will work only for a small segment of the
student population. To truly achieve the
best results, he promotes the idea that
education has to be personalized to every
student; that education has to address its
student population as unique individuals.
This philosophy plays out in four
different educational methods and ap-

“Now that we are beginning to
reshape this industry, we need to
seek out and employ new ideas and
methods for educating our staff.”
achieve that goal? And how can we do
that with the educational methodologies
in place today?
The answer to all of this questions is
undoubtedly “no.” We all recognize that
as we change technologies and processes;
as new regulations are absorbed into those
processes and the credit policies, we have
relied upon for years begin to change;
we have to dedicate efforts to provide
education to our employees. Right now
there are various new job functions, such
as “Operational Risk Manager” that are
going unfilled because there are very few
individuals with the training and skill sets
to provide this type of risk management
to originators or servicers. So now that
we are beginning to reshape this industry, we need to seek out and employ new
ideas and methods for educating our staff.
Educational experts, such as Sir Ken
Robinson, an internationally recognized
leader in the development of education,
creativity and innovation, has spent time
and energy in developing an understanding of how the technologies of today can
be used to provide better educational returns while expanding the opportunities
for reaching all ages, types and groups of
students.
One of the strongest points he has de36
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proaches. The first is that schools must
have a broad curriculum that allows all
students to identify the areas that are
their natural strengths and expand from
there. In addition, an education program
needs to take into account how different
individuals learn. For some, listening to
lectures may be the most effective way to
absorb knowledge, but for others, without
seeing the written text, the educational
benefits are lost.
The third piece of his approach is
recognizing that the educational opportunities need to be more flexible to allow
learning at different times, in different
places and between disciplines. For example, if someone in the escrow management functions wanted to participate in
a class on securitization, why shouldn’t
they. At a minimum, this individual will
have a broader understanding of the value
of servicing assets and perhaps continue
educating themselves in this discipline.
Finally, assessments of what students
have learned need to rely less on numbers and grades, but on more descriptive,
demonstrable results. If you are learning
about the new origination disclosures,
what better way to ensure the student’s
knowledge, than to have them prepare a
set of these disclosures?

Of course, changing to this type of approach is only possible if you can reach
students. It’s easier to say “let’s make
these changes in our classrooms” than to
contemplate this for employees that are
spread across the country, have different work hours and come to the sessions
with a very unique knowledge base. The
solution to this of course is technology
and while we have utilized some of these
technologies, the reality is that most of
our education is based on power-point
slide shows and multiple-choice testing.
The new digital technologies make
it possible to achieve some of the approaches described above. For example,
with new tools and applications, educational curriculums can be personalized
and structured to be completed through
flexible time periods that suit the individual student.
Some technologies allow for such
things as task-based simulations and the
use of e-learning courses. Others provide
for the use of videos and podcasts that can
be downloaded onto an iPod/iPad tool for
use at any time. In fact, one educational
technology company describes itself as
the “Netflix for Business Training.”
These tools do provide a means for
allowing employees the flexibility to
customize their education based on
previous knowledge, desired focus and
opportunistic time periods. However,
these programs do not entirely replace
the education professional. There is no
substitute for the feedback loop where
a good teacher can tell if the students
are “getting it.” A live trainer will ask
questions and evaluate the level of understanding immediately so that concepts
can be reinforced when necessary. They
will also “learn” from their students as
to what the group and individual needs
are so that the course can be customized
to meet them. Since this give and take,
question and answer process is such a
critical part of any educational program,
does that mean that training must be done
in a classroom? That the costs associated
with transportation, room and board will
outstrip the ability for industry members
to become better educated?
The answer of course is no. Once again
technology allows for this feedback loop
whether it is on an individualized basis
with live visual and auditory communi-

cations or through training dialogues that
allow for this type of feedback. One of
the most important aspects of this continuous teacher feedback is the ability of the
educator to keep students interested in
the class. Educators have long recognized
that even the most clear, well designed
programs will fail if they do not keep
students engaged in the program. How
often have we seen employees tuned into
a webinar where a voice is reading power
point slides about a specific topic and the
student is sitting at their desk doing other
work knowing full well that the multiplechoice “test” will be comprised of the
most basic of the information and that the
answers can still be found by going back
through these slides. Any real knowledge
gained through this type of program has
been shown to be significantly reduced
within a few days of taking the course.
This focus on individualization of the
education process is seen in public education today with such web-sites as the
Kahn Academy. This not-for-profit organization provides students with access
through the Web to videos that “teach”
about a variety of topics such as math
and history and allow them to “practice”
math skills at all levels. The program also
includes a series of reports that “teachers” can use to identify those students
who are struggling as well as those who
are ready to move on. Benefits of this
type of program is that the students can
replay these videos at any time and ask
questions via “chat” functions; practice
as often as they need to understand the
material and do it when and where they
can. This program is free and is now focused entirely on standard school-based
curriculum. Several states now allow/
provide this type of educational process
for students free of charge as it reduces
the number of students in classrooms and
allows for individualized education to
meet student needs.
But what about the adult learner? Are
there technology tools and programs that
can be implemented by organizations
and/or individual companies that will
achieve this level of educational benefit?
The answer is yes.
If your focus is on bringing the training program in-house, there are numerous companies such as ANCILE, Kineo,
Absorb, Noverant that provide Learning

Management Systems (LMS). These
programs can be used by individual companies to develop and implement unique
and individualized training programs.
Another option is Rainmaker, which
provides a cloud-based learning management system. All of these programs allow

“There is no doubt
that the industry
is facing a
steep learning
curve for all
employees;
whether it is
regulation driven
or caused by the
need to increase
competitiveness.”
for easy development of actual training
programs that can be completed by individuals who are subject matter experts
but whose knowledge and experience in
program development is extremely limited. Some of the most beneficial features
of these programs include:
• The ability to provide highly personalized learning experiences
• Knowledge sharing functionality
(Knowledge Centers)
• Accessibility from any mobile device
• Social & collaborative features
• Integration with career development & planning
• Provide virtual training labs that replace physical machines and rooms
• Include simulated enterprise application environments.
In order to provide easy user management they are developed in accordance

with SCORM which is the standard for
educational software. In addition, they
typically include such features as reporting tools to monitor usage and completeness of courses; exam engines for testing
and certification and provide the ability to
integrate the results with a performance
management system. These tools can also
be used for new hire skills assessments.
For a broader based educational program that still provides the benefits found
in an e-learning solution, there are companies such as World Wide Learning and
programs such as the Kahn Academy on
a pay as you go option. Furthermore, this
allows employees to extend their education in the industry in order to seek higher
level jobs, without having to take time
from work to do so.
But, we ask, is this approach to education effective? Does it in fact succeed
where other types of training has failed?
There are numerous studies establishing
that in fact this training is the most productive type. There are many reasons for
this. Among these are that students’ time
is focused on topics, issues and questions
that are individualized to the learner, less
time is spent on topics that are irrelevant
to the individuals; working away from
the office allows for more focus on the
topics rather than on what is going on
back at their desk and that learners learn
what they need to learn, they can skip elements of a program that they don’t need.
According to a Brandon Hall study
from 2001 these factors can add up to an
average compression (saving of learning
time) of 35-45 percent when a course is
taken out of the classroom and delivered
as e-learning. This study also noted that
learning gains have been found in:
• Learners’ attitudes toward the elearning format and training in
general
• Learners’ scores on tests, certifications or other evaluations were better than traditional approaches
• The number of learners who achieve
‘mastery’ level and/or ‘pass’ exams
increased
• Learners’ ability to apply new
knowledge or processes on the job
was also much improved and
• Long-term retention of information
was far greater.
Another study conducted by Rosenberg
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also done in 2001 argues that e-learning
“can take anywhere from 25 to 60
percent less time to convey the same
amount of instruction or information as
in a classroom.”
A nine-year survey of the research literature in training published by Fletcher
and Tobias in ‘Training and Retraining’,
commissioned by the American Psychological Society, and published in 2000,
concluded that:
‘Learners learn more using computerbased instruction than they do with conventional ways of teaching, as measured
by higher post-treatment test scores.’
As for the cost, the University of Missouri research on the financial return
from employee training has shown that
employee education programs provide
businesses with a return on investment
ranging from $4.00 to $16.00 for each
dollar spent. Utilizing e-learning options
will increase those figures.
There is no doubt that the industry is
facing a steep learning curve for all em-
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ployees; whether it is regulation driven
or caused by the need to increase competitiveness of the company in the market
place. Yet at the same time we are dealing with declining markets and reduced

profits which make the costs in time and
money unrealistic. And although there
are some inroads into the use of eLearning, the potential benefit for its use is just
beginning to be tapped. ❖
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Chasing the Sun
to Build Better Mortgages

Lenders should have the freedom to work on the pieces
of the loan that they want to without having to wait for
others, thus reducing cycle time and increasing efficiency.

T

By Rob Pommier
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he sun rises on the U.S. East Coast, and work begins. As the day progresses,
lenders, loan originators and underwriters all work in conjunction to move
borrowers from application to closing. Automated systems cut slack out of the
pipeline, as software runs underwriting checks, imports data from one program into
another and generates documents and compliance reports.
As the day ends, though, the work does not. A stack of disclosures stands ready to be
processed, printed and delivered. The lender’s software instantly sends all the files to a
fulfillment center in California, which spends the next three or four hours sending the
disclosures out. As their day ends, the software once again sends the files across the
Pacific to a settlement services shop, which begins the work of finalizing appraisals,
title and insurance needs.
By the time the sun rises on the East Coast once again, the staff of our intrepid office
comes in to find their loan files a full day ahead of their competitor in the workflow.
Tomorrow’s Mortgage Executive
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Science Fiction? Only available to the
largest banks in the country? With the
availability of hosted software and business services, not anymore.
Follow-the-Sun workflow has been
utilized by global companies for decades.
Now, the decreasing cost of international
communications and the efficiency of
hosted, cloud-based software, is opening
the door for lenders of all sizes to benefit.
For the optimal mix of efficiency lenders can combine geographically diverse
Business Processes as a Service (BPaaS)
with cloud-based, data-driven software to
maximize internal efficiencies and reduce
the time spent preparing loans for closing.

rules to streamline the data entry, manual
evaluations and quality checking at each
step of the mortgage’s journey to closing.
Mortgage technology should be able to
automatically evaluate data within the
context of business rules, thresholds and
other data to render a decision. This saves
manual work on the loan and for those
loans that do not meet standard criteria
or have other issues that need a more nuanced decision.

legacy LOS, which dictates which thirdparty software it works with, lenders can
now implement a “mortgage operating
system” or MOS to meet their specific
needs. Lenders can add and remove loan
apps without affecting the functionality
of the MOS and its remaining apps.
Of course, some of these apps will be
developed by the MOS vendor, but a true
platform-based system will enable lenders to add third-party apps at will.

“The challenge is that most legacy
systems are built around the
Step One: Maximize
document, which was necessary
Automation with DataDriven Technology.
To get the most out of any loan proin the pre-digital days, but
cess, the first step is to ensure that internal systems are as efficient, fast and
accurate as possible. The challenge in creates bottlenecks.”
today’s technology environment is that
most legacy systems are built around the
document, which was necessary in the
pre-digital days, but creates bottlenecks
as different departments wait on a document to be completed before they begin
their portion.
The beauty of digital data is its readability and usability by any system. Once
an application is entered into the loan
origination system (LOS), all data should
be instantaneously available at every step
of the loan process. By relying on data
over documents, lenders have the freedom to work on pieces of the loan they
want without having to wait on their partners to finish, thus reducing cycle time.
By building the workflow around a
central datacenter, the lender enables
multiple departments to work on the loan
at the same time. Data-focused origination also provides clearer transparency
and more accurate risk analysis.
As soon as an application is filed, underwriters should be able to evaluate the
Automated Underwriting results and apply approval decisions. Investors should
be able to automatically scan for adherence to their guidelines and evaluate risk
and pricing. All of this happens, while
the closing department is pulling the loan
documents and submitting disclosures.
The key is to use automated business
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Once an automated decision is made,
the system should be able to take one or
more of several actions: clear the check
or condition, create a new task, request
or obtains more data (i.e. additional property valuation or income verification), or
notify someone of the decision. Implementing a data-centric loan platform, and
then combining it with BPaaS, can trim
as much as 30 percent off the time and
cost needed to close the loan.
Another challenge of most mortgage
technology platforms is one of configuration. In an effort to reduce development
costs, most platforms come packaged in
pre-configured settings that must then be
customized to meet the lender’s specific
needs. This can be costly, as a change to
the LOS can also mean a change to auxiliary software to ensure a strong integration.
A more productive model is one that
has become the dominant platform in
personal computing technology. Since
the introduction of Apple’s iPhone in
2007, phones, tablets and laptops have
become centers of apps, all built on a
base operating system.
This philosophy works just as well
in mortgage industry, since no lender
has the exact same technology requirements as another. Instead of an older or

Step TWO: Rely on BPaaS
to Maximize Efficiency.
While cloud-based SaaS services are
one of the fastest growing areas of technology growth, lenders can also benefit
by moving business process services to
the cloud. Traditionally, lenders who
wanted to utilize a third-party service for
processes, such as settlement services
would have to sign extensive monthly
contracts and pay for a certain amount of
bandwidth, regardless of whether it was
used or not. BPaaS builds on the benefits
of cloud-based software by providing
processes and expertise through a payper-use model.
Much like SaaS removes the barrier
of expensive installations, BPaaS does
not require a heavy upfront investment
in new infrastructure, which enables fast
entry into new markets and smooth setup
of operations in new geographies.
For example, a lender can work with
a BPaaS service to provide support for
mortgage origination, enabling interaction between the many players and parties involved in the transaction. They
could enhance that support with document management to streamline communications – and all of it is available on
demand, in real-time.
Ultimately, BPaaS enables lenders to

have greater end-to-end flexibility and
effectiveness in their operations and
provides options that can dramatically
improve processes without requiring a
massive influx of capital.
BPaaS can be as extensive or as minimal as necessary to meet the lender’s
needs. Point BPaaS solutions can enhance individual parts of the process or
retool the entire workflow into an effective end-to-end workflow. BPaaS is also a
real consideration for lenders facing major changes, such as acquisitions or entering new states. The ability to apply the
same technology standards easily across
the entire enterprise makes a combination
of SaaS and BPaaS a lower cost, lower
risk option.
The key to any successful BPaaS solution is in selecting the right provider.
BPaaS companies run the gamut from
niche, specialized services to global,
multi-industry services.
Lenders interested in BPaaS solutions
should be able to answer the following
questions before committing to a vendor:
• Does the provider have deep
operations-level functional expertise in mortgage lending? Can the
provider meet both the operational
and compliance demands of the
industry?
• Is the provider committed to continual improvement as practices
evolve? The shift from documentcentered lending to data-centered
lending is a perfect example.
Keeping up with the constantly
changing regulatory environment
will be critical to any lender using
BPaaS.
• Is the solution stable and scalable? By entrusting processes to
the cloud, the vendor must be able
to prove security, redundancies
and the ability to handle a lender’s
growth.
Lenders should also evaluate what
technological support is available in addition to business process services. Most
process innovations require technology
solutions, such as the MOS. For instance,
a lender may begin using BPaaS to underwrite loans for major investors, but by
adding automated risk analysis tools, the
lender can multiply the benefits of manually completing the analysis in house and
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“Once an
application is
entered into the
loan origination
system (LOS), all
data should be
instantaneously
available.”

relying on SaaS and BPaaS services to
decrease the capital investments needed
to build those capabilities.
With loan volume still struggling to
reach the pre-recession levels, lenders are
of course sensitive to price. The increase
in high-broadband internet connections
and a decrease in the cost of sending data
digitally have seen an emergence of innovative pricing models that can make
BPaaS and SaaS attractive to lenders of
all sizes. While high transition costs used
to make the utilization of external service
providers prohibitive for everyone but
the largest lenders, pay-as-you-go pricing
models with minimal upfront infrastructure costs are opening doors for small and
large lenders alike.
The drive to achieve maximum efficiency with cloud-based software and
business processes is amplified by chasing the sun and utilizing geographic work
shifting to ensure a true 24-hour workflow. Rather than settle for just simple
replication of existing processes at a
lower cost, lenders can transform their
workflow with a global workload that
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scales volume up and down as needed.
For some lenders looking to gain a true
24-hour work cycle, utilizing international business process centers provides
the largest gains in efficiency. The 12hour difference between Asia and North
America provides a perfect overlap of
handing off items at the end of one business day, having BPaaS services rendered
overnight, and coming back in to a loan a
full work day ahead of schedule.
But chasing the sun does not have to
be global. For some lenders, utilizing the
three-hour difference between the East
and West Coasts provides enough of a
competitive edge, whether it is extending call center hours or relying on an
extra half-day for processing documents,
collecting payments or running compliance checks.
Just as advances in network capabilities have lowered the price of cloudbased software and services that same
infrastructure makes it more affordable
than ever to rely on geographic shifting of
work. Even for a regional lender working
in one time zone, having an on-demand
center to respond to customers submitting income verification documents or
answer questions about their application
around the clock, provides enhanced customer service and reduces the time spent
by core staff handing those tasks the following day.
And the on-demand aspect of BPaaS
means that lenders are only paying for
the services used, which can help keep
costs affordable enough to benefit from
the advantage of an extra workforce.
So, don’t let the sun setting signal a
stop in your loans’ march to the closing
table. Combine the cost and time-saving
benefits of stronger automation, business
process services and time-shifting to gain
the edge on your competitors and accelerate the climb back to the top. ❖

Rob Pommier is vice president of Genpact Mortgage Services’s
Quantum Mortgage Operation System (MOS). The Quantum
MOS helps originators and lenders to automate and streamline
major elements of the loan origination process, resulting in a
shorter loan lifecycle and a more transparent mortgage asset.
For more information, email Rob at rob.pommier@genpact.com
or visit www.quantummos.com or www.genpact.com.
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Time For A

Change

From one lender to another I
can tell you that the tried-andtrue, old school loan process
won’t cut it anymore.
By James Zarra
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I

think it’s clear to say that since the mortgage meltdown, business as usual is anything but.
In order to be successful you need to be on your toes. And in our case, we have to work
even harder as a very specialized lender. What this means in a nutshell is that we need
technology partners that are willing to work just as hard or even harder. We at Tammac Holdings
Corporation realized very early on that we had to be even more flexible to thrive in this mortgage
market. Tammac Holdings is a mature organization of motivated, dedicated, service-oriented
professionals. Our philosophy is simple - bring the highest quality products and services to our
clients, delivered with expertise and integrity.
From our inception in 1976, Tammac has forged a competitive niche demonstrating responsiveness to customer needs. By offering diversified, innovative financial and technologically
advanced products, Tammac Holdings Corporation excels in a field where intense competition
comes with the territory.
What really makes us unique, though, is our product offering. We offer financing for manufactured homes in parks, communities, on leased ground or on your own land, but we do not
require you to use your land as collateral for the loan. Our Chattel (home only) Loan has low
down payments, low rates and closing fees, and is the key to owning an affordable home.
What is a Chattel Loan you might ask? The basic definition is that a loan for a mobile or
manufactured home, which is not secured by real property (real estate) is a Chattel Loan. This
is a personal property loan for a manufactured home. Chattel Loans are most common when the
mobile home is located in a manufactured home park or community, on family owned land, on
a leased lot or even when the home is located on your own land. The home retains its registration with the Department of Motor Vehicles. We also provide Real Estate loans. A Real Estate
Loan is one in which the real property upon which the home is or will be placed is also used as
security for the loan. These types of loans can be a simple purchase loan of existing property or
as complicated as a construction to permanent loan orchestrated by an approved Manufactured
Home Dealer. If the home is an existing property and you are simply purchasing it from a private
seller you can complete the application and indicate that the home is a private sale. If the loan
application is for a construction to permanent loan, you must be working with a Tammac approved Manufactured Home Dealer.
Because of our product mix we have to be flexible. We also have special needs in terms of
what we require our loan origination system (LOS) to do and how we need our mortgage documents to interact with the LOS. You hear a lot of horror stories about technology implementations, but the most recent technology implementation for us went exceptionally well. It was a
good fit. The implementation came in on budget and under time.
Going back, we had an older system that was actually built in the late 90’s. The vendor told us
in 2006 that the product was going to be sunset. They came to us with an idea for a new product
that was in development, but it was just an idea. They wanted us to sign up for a new application
that was not even in development yet and had no estimated delivery date. We just could not in
good faith do that so we started looking elsewhere.
From there we went to an out-of-the-box LOS and a separate forms vendor. We did a lot of
customization to make that work but the issue that we kept facing was the document package.
We needed customized documents for our unique product mix. We got the customized forms
from the forms vendor but getting them into the out-of-the-box LOS was tough. It would have
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required us to invest a lot of money to
customize and also to maintain the customization going forward.
You hear a lot about the build vs. buy
debate in our space. It’s a tough decision
as a lender to decide if you are going to
build your own custom system or buy
something from a vendor. Every lender is
different and we all have different needs.
In our case, we needed something that fit
our needs but we didn’t want to build a
custom system, which is what we found
ourselves doing with the out-of-the-box
LOS.

needed to proceed to get us to where we
needed to go.
Today the application process can be
completed in your home or by you in the
Dealer’s office. Today’s borrowers are
looking for a customer experience that
matches their lifestyle, delivering critical lending information where and when
they need it.
LoanQuoter from Data-Vision enables
us as a lender to build that online customer experience just the way we want to,
meeting the ever changing needs of our
borrowers. This comprehensive and cost-

“The mortgage industry is dynamic.
The regulations keep changing. We
realized very quickly that we need
a more agile partner.”
In the end we made a dynamic switch
and selected Associated Software Consultant’s (ASC) PowerLender LOS and
Data-Vision’s website point-of-sale offering. Certainly there are a lot of technology options available today but we selected ASC because their system had the
flexibility to handle our non-traditional
Chattel loans. Similarly, we went with
Data-Vision because they offered the
flexibility of converting a standard Auto
Application to accommodate our nontraditional type of loan – that instead of
being a mortgage – had to accommodate
things like VIN numbers. Data-Vision
analyzed our needs and created a custom
application to our specifications.
In terms of the flow of our mortgage
process for the borrower, everything is
now done online as a digital document
with our new vendors. The mortgage
industry is dynamic. The regulations keep
changing. We realized very quickly that
we need a more agile partner. Although
we are an unique in terms of what
we offer, there was a lot of chemistry
between us and Data-Vision and ASC.
They had dedicated staff running things
and we could see in real time how we
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effective state-of-the-art Web portal solution allows us to deliver that experience
to increase market share while differentiating our company in the marketplace.
This enhanced customer experience is
vital to closing more loans.
LoanQuoter automatically generates
and delivers disclosure documents to our
customers instantly online. The system’s
electronic audit trail is used here to show
when disclosure documents were sent,
viewed and acknowledged. You shave
days off of the disclosure process while
gaining valuable RESPA compliance
tracking capabilities.
Also, by having the borrower answer
a few simple questions, you can display
only those loans, which match the borrower’s criteria. This eliminates the

ABOUT THE AUTHOR

possibility of the borrower applying for
a product for which they don’t qualify.
With a single log-in account, our borrower is able to submit an application,
review saved applications and receive
Loan Status information – all in a safe
and secure environment.
As we went through this implementation process we quickly found that ASC
and Data-Vision have a strong integration
– using Web Services – that seamlessly
transfers application data from LoanQuoter to PowerLender. For example,
we gave ASC the new data fields, ASC
data mapped it and the rest is history. The
reality is that we are a small shop with
limited staff that focusses on a different
market than most technology vendors are
used to serving. We did not have the time
to build a custom system so we called on
these two vendors and their Professional
Services Group went on site for four days
and was able to basically take the site live
in a very short period of time for us.
If we look at the mortgage market in
general, Web-based solutions have quite
literally changed how we do business.
We have moved from faxing in applications and having to rekey input errors,
to a seamless online solution fully integrated with our new LOS. Every lender
needs key partners and solutions to ease
the compliance burden and to better serve
our borrowers. It is critical. In our case,
working with Data-Vision and ASC was
a big value-add because they have great
chemistry and they provided dedicated
teams that worked with Tammac. Issues
were resolved in hours, not weeks or
months. For us the solution had to both
meet our needs and be easy to maintain.
Dealing with our new technology partners was almost too perfect. But finding
that perfect fit is really what every lender
today should be striving for. We all have
to step up and find the best way to serve
the borrower. ❖

Jim Zarra has been with Tammac Holdings Company since
2006 as a development engineer. Tammac was founded in
1976 by Robert Tambur as a ﬁnancial service company that
specialized in programs for the manufactured housing industry.
Tammac is committed to remaining at the forefront of leading
edge technology, not merely reﬂecting it, but in many cases
helping to develop it.
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That’s why dozens of the industry’s leading lenders,
servicers and third-party service providers rely on Walzak
Consulting’s extensive experience to help elevate quality,
ensure compliance, increase profits and reduce costs.
Gain regulator-ready compliance. Exceed investor
expectations for quality control. Attain sleek, lean
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Discussing

The Future
of this Business

Tim Anderson looks back at
how the mortgage business
has changed and warns that
fundamental change is coming
in the future.

O

nce again, “e” process pioneer and
evangelist Tim Anderson is making
news. In short, Anderson, a known
advocate of electronic commerce and eMortgages,
has joined DocMagic as head of the firm’s new
eServices Division. In his new role, he will help
DocMagic grow its market share as the industry
continues to adopt electronic means of fulfillment.
Things are a bit different now as compared to the
late 1990s before even the creation of MISMO.
Today full eMortgages are actually being done.
And even if lenders aren’t doing full eMortgages,
they are literally being forced to go “e” around
certain processes to ensure compliance with
the advent of a ton of new rules and regs.

Executive Interview
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Tim has certainly been around the
block a few times. He knows the mortgage space and has been a constant voice
for change. He is a forward thinker.
But there’s more to the mortgage business then just paper-based lending. So,
we caught up with him to ask him farreaching questions about what he thinks
is coming next for the entire mortgage
business. Here’s what he said:
Q: How did you get started in the mortgage business?
TIM ANDERSON: I got into this business
a while back. At that early stage in my
life I did not have clear goals as to what I
wanted to do. I was just out of college really. I started in an account management
position. It was a great job. At that time
it was really about building relationships.
Q: How has the mortgage process
changed through the years? Is it a lot different as compared to what it was when
you got started?
TIM ANDERSON: I feel that change comes
when the GSEs or the federal government mandate it. The core way that we
do business in mortgage banking has not
changed all that much, but with DoddFrank and the creation of the CFPB, you
are seeing some change. Prior, Fannie
and Freddie introduced DU and LP, really
supported AVMs, introduced policies and
procedures around loan quality and data
validation, etc. As I look at those changes, I view that as systems changes, not
process changes. Today, with the CFPB
in particular, they are looking to change
the process. It’s all about transparency,
accuracy and not abusing the borrower.
I believe that we are going to see fundamental change. If you think about it,
they have up to 1,000 attorneys at the
CFPB and their job is to go in there and
find faults with the process, and that’s
exactly what they’re doing. For example,
CapOne had a $25 million lawsuit. These
are serious issues.
Q: Speaking about the CFPB, what are
your thoughts on the new forms requirements coming out of the Know Before You
Owe initiative that will redeﬁne the TIL,
the GFE, the HUD, etc.?
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Industry Predictions
Tim Anderson thinks:

1

With the onslaught of
new rules and regs, it will
be impossible to comply in
a paper world, thus forcing
lenders to go paperless.

2

I do believe that current
market conditions will
dictate that the big guys will
get even bigger.

3

If you continue to throw
people and paper at the
process, you won’t be able
to comply with the new data
requirements.

TIM ANDERSON: I am supportive of the
educational focus at the CFPB. Shame on
you for signing a document that you don’t
know anything about and saying that you
were duped after the fact. Consumerism
101 tells you that you don’t sign a document that you don’t understand. Know
Before You Owe will make these documents simpler and get rid of the legalese.
However, we have to remember that the
current documents are not out there to
abuse the borrower. Nonetheless, new
simpler forms can make it more streamlined, easier to understand, and I agree
with that.
Q: Let’s shift to talk about the implementation of these new forms. What do lenders and vendors have to do to be ready?
And will the industry be prepared to comply when the time comes?
TIM ANDERSON: FHFA, through UMDP,
which endorses MISMO, makes sense
because they are taking a systematic approach of making sure that the data in
one place matches the data throughout.
That’s the right approach because you’re
automating compliance. With the CFPB,
myself, Rick Hill from the MBA, and
others are trying to educate them about
the mortgage process. The CFPB is
changing the forms to make them easier
for the consumer to understand. That’s
a laudable effort, but when you get into
data accuracy they have summarized the
HUD, which is tough when it comes to
proving that the lender’s data matches.

You have to get granular, down to the
data. The HUD has all the closing data
and when you summarize that so the
consumer can better understand it, you
eliminate the accuracy and detail, which
can make it harder to do the calcs. So, if
you summarize the fees it will be harder
for the lender to prove that they match
up on the GFE and TIL. We are trying
to educate the CFPB about the value of
taking it down to the data level because
lenders depend on the fee lines to generate a compliant GFE and TIL. On the
new forms the fee lines are merely summarized. It’s a trade off.
Q: You talked earlier about how things
like Dodd-Frank and the CFPB will ﬁnally
bring about transformative change. How
so? Can you ﬂesh out those thoughts?
TIM ANDERSON: The intent is to make
the initial documents and the closing
documents as accurate and transparent as
possible. If closing documents have to be
presented before closing to the borrower,
which is being proposed, how does a
lender do that? If you don’t have an electronic platform that will be a huge burden
for the lender to do in a paper world. So, I
believe this will drive electronic closing.
This will force electronic mortgage adoption because you as a lender can never
give up control of the process. You only
get there in an electronic world. That will
be a huge change.
Q: Is this something that lenders are embracing?
TIM ANDERSON: Until the rule becomes
imminent, it’s not on their radar screen.
Lenders have to conduct their business,
so it doesn’t get on their radar until
there’s a date published for mandatory
compliance. The mortgage industry is
reactive vs. proactive. So, we’re trying
to educate lenders that this is a better
process anyway even if it isn’t mandated.
Change is painful, but once it becomes
law it will happen and it will be good for
our industry because it will provide better control, more accuracy, total transparency and it eliminates any surprises. The
law wants to take the guesswork out of
the process. The law says that the lender
should know the numbers at the time of
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app and they should share that with the
borrower. That’s the intent.
Q: Personally, you just joined DocMagic.
Why did you make this professional
change?
TIM ANDERSON: I had actually given up
on the idea of the industry adopting and
implementing a true, legally compliant paperless eMortgage process in my lifetime,
but with the advent of the new disclosure
requirements the CFPB is imposing and
the OCC Consent Decree on the servicing
side, I don’t know how lenders are going
to be compliant unless they implement a
paperless process to track notifications and
execution of documents electronically to
prove their activities for compliance auditing and reporting purposes. DocMagic sees
this as I do, as compliance driving adoption
and providing a great opportunity to finally
implement compliant paperless processes
to respond and comply with these regs.
I just don’t see how they can maintain
compliance if they are printing, faxing and
mailing paper documents around in the old
paper-based processing world. It’s just too
inefficient, costly, hard to manage, maintain and prove compliance.
Q: What do you hope to accomplish at
DocMagic?
TIM ANDERSON: Don Iannitti gave me
the opportunity to create a new eServices Division to implement compliant
paperless processes (eServices) to extend
beyond our original initial eDisclosure
service to complete the process of eClosing, eNotarizing and eRecording the
closing documents. We are also looking
at the servicing side, since I don’t see
the backlog of loans in loss mitt going
away anytime soon, to address the same

During his career, Tim Anderson has been involved in
many aspects of the mortgage industry and has acquired
more than 30 years of mortgage and technology
experience. Most recently, he has been heavily involved
on the technology side of the industry, where he
played an instrumental role in developing one of the
ﬁrst e-mortgage platforms, including e-signature and
e-vaulting technologies. At DocMagic, Tim will act as the
head of the ﬁrm’s new eServices Division where he will
spearhead future “e” initiatives at DocMagic.

issues of getting documents executed
online in real time to expedite the process
and provide the electronic evidence and
audit trail of what you have done with
the consumer all along the way in a more
timely and efficient manner.
Q: How do you deﬁne true mortgage
innovation?
TIM ANDERSON: If you’re an operations
person, doing what you’re doing better is
a major win, but to me that’s not innovation. As we look at the forces of change
that we’ve discussed, think to yourself: Do
you just throw people at the new process
and just deal with it in a manual way or do
you automate? There are new approaches
that technology can better address. What’s
lacking in our space is that there are not a
lot of true thought leaders that understand
the whole business. They understand their
piece and they have ideas on how to improve it, but they don’t understand what
happened before or what happens after
they handle that loan. It’s hard to look at
the overall process and make the overall
process better. That takes a global view and
broad understanding, which is hard to find
in this business. I was with a large lender
and they said, “We never originate a bad
loan until it gets to servicing.” It was meant
as a joke, but it’s really true. If you don’t
know what happens in servicing, how can

you originate the best quality loan?
Q: Pie in the sky, what do you see as the
future of the mortgage industry?
TIM ANDERSON: The government is
squeezing the profit margins so the longterm players are going to be the winners.
There is still a place for smaller, independent players, but that will be a niche.
It’s going to be harder and harder to be
a non-bank entity and have any scale in
this business. Also, because the margins
are going to continue to get squeezed you
can’t keep throwing people and paper at
the process anymore. In the old days you
could charge more points and there were
different financial instruments and investors that could offer the lender more profit.
That’s not happening anymore. So, the
only way to survive and scale is to automate. A fundamental change is happening
and it favors the big guys.
Lenders need to understand the impact
that new compliance rules and regulations
will have on their operation. You can no
longer do manual processing of loans.
FHFA wants a systematic data validation
process through MISMO to force data
quality. On the other side, you have the
CFPB mandating new processes for the
good of the consumer. With these two
forces for change, lenders will have to
automate and finally get rid of the paper.✤

Move over google and yahoo, use the ﬁrst
ever mortgage-speciﬁc search engine.

prOgreSS in lending introduces
the lender’s Digital Marketplace
lendersDigitalMarketplace.com

Surviving The STORM
of Appraisal Changes

F

If you don’t like what’s going
on with appraisals, just stick
around awhile because things
will be diﬀerent tomorrow.

rom HVCC to AIR, “customary and
reasonable” to UAD, UMDP and DFA,
only one thing is certain; The appraisal

industry is undergoing tremendous change and
there’s likely more on the horizon.
When it comes to appraisal operations and
compliance, many lenders don’t know which
way is up, and no one can blame them. The pace
of change has been tremendous, Federal and state
regulations have been piling up on top of each
other, and individual investor requirements are
changing every day. To say it’s been a rough few
years would be an understatement.
In a climate like this, it’s not a surprise that
some lenders would either over invest in compliance officers, internal training and systems, or
throw their hands up and hope to avoid an audit.
But I have good news: There’s a much easier way
to successfully navigate these changes.
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The conversations I have with
lenders and AMCs center on going
above and beyond the latest regulation, because we all know there’s
more around the corner anyway. We
need to rise above the compliance
fog on the ground, and make decisions based on what makes business
sense from a high-level view. In the
valuation arena, whether it’s BPOs or
appraisals or AVMs, there’s not a lot
in Dodd-Frank or other regulations
that wouldn’t have been addressed by
a comprehensive collateral valuation
strategy. In other words, many lenders don’t have a compliance problem,
they have a workflow problem. The
workflow of collateral valuation, if
properly designed by valuation work-

“The
conversations
I have with
lenders and
AMCs center
on going above
and beyond the
latest regulation,
because we all
know there’s
more around
the corner
anyway.”
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flow experts, accommodates DoddFrank and other regulations easily.

My advice is to engage valuation
workflow experts and don’t just shoot for
solutions to short term compliance problems. Your experts can be an appraisal
management company (AMC) or one of
the technology platforms for self-management of your appraisal desk. Choose
the long-term solution that makes the
best sense for your organization. After
all, compliance with the latest reg is a
moving target, but quality valuation management isn’t. Focus on the latter and the
former will take care of itself.
Finding the right partner is easier said
than done, but I’ve outlined three critical
criteria to look for in selecting a company
that will be ahead of the industry and
give you the tools you need, no matter
how many changes tomorrow brings.
What Are They Hiding?
I admit it makes for a sensational
headline, but when you’re looking for a
long-term partner, make sure everything
is out in the open. This is too important
of a decision to trust only a salesperson’s
word. Request a thorough demonstration
of the service, or even a pilot period so
you can get a true sense of how the service will improve your operations, your
appraisal quality, and ease your compliance burdens.
Some vendor management platforms,
or self-management software apps, don’t
have trial versions or a way for you to log
in and really put the service through its
paces. In any technology decision, this is
a red flag for me. If I can’t get in and try
it myself, I wonder if reality matches the
advertisements.
Don’t sign contracts before you actually see the service in action, and don’t
lock yourself into long term commitments. If the service isn’t for you, you
should be free to walk away at any time
without penalties.
I’ve heard too many lenders complain
that their AMC or technology platform
isn’t right for them, but they’re suffering through it because they’re stuck for
nine months when their contract expires.
There may be more reasons for locking
you in to a lengthy contract, but the only
one I can think of is to protect their revenue if/when you decide you want out.

“Finding the
right partner
is easier said
than done, but
I’ve outlined
three critical
criteria to look
for in selecting
a company that
will be ahead of
the industry.”
If a company is tailoring policies around
clients walking away, you should ask
yourself why.
Who Are Their Friends?
This requirement has a few important
meanings, and they’re all important to
your overall decision. First, the AMC
or software you choose needs to have a
solid industry reputation. Ask for client
references, ask your peers in the industry,
check online message boards, and do a
little due diligence on the company’s
overall reputation. Some companies
have popped up in the last few years and
haven’t been around the block when it
comes to collateral valuation. They may
not be prepared to support you during
large-scale industry changes, and you
could be left in the cold as they learn
to catch up with those who have been
around the block. You should prefer a
partner with significant experience, and
the longevity and stability that results
from solid business practices.
Second, the software or AMC you
choose should have the ability to integrate with the software and services you

already use. Some examples include integrations with your LOS provider so loan
officers can compliantly order appraisals
from the LOS, or an online portal for easily and quickly placing orders with the
AMC. Flexible APIs and modern technology make all of this (and much more)
possible, and it’s a far better solution for
your long-term efficiency. Make sure
your partner is innovative, responsive
to your unique workflow, and have the
business relationships in the industry to
help you connect everything your mortgage lending team need into one efficient,
compliant solution.
Third, check their client list. Make
sure industry leaders have also chosen
this solution. If your prospective partner
can handle the volume and complex requirements of industry leaders, you can
feel more confident in your choice. Rest
assured, those large companies have done
extensive due diligence and there’s no
shame in leveraging their work to make
your decisions a little easier.
hOw DO they get paiD?
Everybody gets paid. Make sure that
you know for certain how your prospective partner, whether AMC or software
platform, generates revenue. It sounds
like a simple concept, but this is a significant factor in judging the overall value of
the solution. Here are a few examples of
situations you should consider avoiding:
• Avoid an AMC that takes a large cut
of the appraiser’s fee. This AMC is
probably generally working with
less-talented appraisers who are
willing to work for very low fees.
Their profit margin is dependent on
how low they can get the appraiser
to go, and how high they can get
you to go. If you’re concerned with
appraisal quality and compliance,
this is not a good practice.
• Beware of bait-and-switch scenarios. Sometimes full service
AMCs offer a “self-managed”
option based upon less expensive,
tech-based
services.
Because
choosing between an AMC and a
self-managed technology platform
has traditionally been considered
an either/or choice, a vendor offering both solutions can be perceived
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as being a safer option. In reality,
once a client is hooked, the vendor
has a financial incentive to guide
them to a more costly solution
regardless of their actual needs. If
you choose one of these blended
vendor’s technology platforms and
have a normal customer support
question, you might be escalated to
higher priced AMC services. Make
sure you’re not getting baited on
less expensive products just to find
out later you’re being sold on more
expensive AMC services you may
not even need.
• Skip implementation fees or upfront costs. Whether it’s a software
platform or an AMC, paying upfront fees usually isn’t necessary. If
they have to develop your solution,
and thus want an implementation
fee, you should question their experience. Testing and launching custom implementations is a long-term
project fraught with unforeseeable
delays and expenses, and it’s rarely
a good experience for the lender.
Don’t foot the bill for someone else
to develop a new solution. If it’s
new, it hasn’t been tested, and there
are plenty of tried and tested solutions out there so you don’t have
to risk additional upfront expense.
Finding a long-term partner is an incredibly important endeavor, especially in this
regulatory environment. As a lender, you

chOOSing an
appraiSal partner?
Avoid these 10 pitfalls:

1. There’s no way for you to
“try it out” or look under
the hood
2. They want to lock you in
to long contracts or order
minimums
3. They don’t work well with
others, and have limited
integrations with other platforms or companies
4. They won’t provide client
references

5. Your industry peers haven’t
ever heard of them
6. The big guys in the industry
don’t rely on them
7. They take a large cut of the
appraiser’s fee
8. They don’t bother with
improving their product or
service with updates or new
features
9. They’re too eager to sell
you additional services
10. You are forced to pay
implementation fees or
upfront costs
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need to focus on origination and service,
and rely on valuation workflow experts
to help you with specific workflow operations. With the right partner, you can
rest assured that you’ll be ready no matter
what happens next.
I hope these guidelines help you make
the best choice for your organization.
You can download a checklist with more

tips and compliance information at www.
MercuryVMP.com/PartnerChecklist. The
checklist will give you more guidance as
you get down to the business of selecting
a partner that will give you the peace of
mind that your valuation operations are
compliant, and result in the highest quality reports to help your institution make
the best lending decisions. ❖
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Compliantly
Driving
Are you taking advantage of every possible lead?
There are ways that you can do an even better
job of bringing in new business.

I

n today’s challenging environment it’s
more critical than ever to identify high
quality business opportunities – quickly
and efficiently – then drive them to the point-ofsale and initiate professional, compliant communications to convert them into clients. It’s equally
critical to retain your clients and to maximize
their value through repeat business and referrals.
What are the options? You’ve probably tried
various software products and so-called customer
relationship management (CRM) systems that
are supposed to organize your contact database
and distribute e-mails, postcards and gifts. These
products may have met some of your objectives.
Maybe not.
However, what lenders really need is an
all-encompassing application that combines
world-class technology with superior marketing capabilities. By integrating all aspects of the
marketing process in a rules-based “Business
Opportunity Engine,” this ideal solution powers
revenue growth, enhances operational efficiency
and facilitates compliance and control – creating

Revenue
Growth
By Judy Margrett

the next level of performance and value across
the enterprise Lenders should come to expect:.
• Database management across prospects,
customers and partners.
• Personalized communication content creation
and management.
• Targeted campaign setup and implementation
(mail and email).
• Prescribed hands-free programs and ondemand campaigns.
• One-stop shop for sales collateral materials.
• Fully integrated production and fulfillment.
• Performance measurement/accountability.
• Multi-layered management oversight.
• Superior strategic planning.
• Smart resource allocation.
• Brand support and management.
• Enhanced regulatory compliance.
As we talk about the ideal technology solution,
don’t forget regulation. It’s everywhere these
days. And on the marketing side of every mortgage company’s operations, as much as any other,
it means that management has to take a much
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more active role in ensuring its brand and
its products are correctly and compliantly
represented in the marketplace. Communications with prospects, customers and
even referral partners – whether driven
from corporate or by individual loan
originators – must be controlled, but
without inhibiting genuine creativity and
individual initiative.
The ideal solution must establish a
controlled environment in which ingenuity and enterprise are able to flourish. It
can be accomplished by providing management with five levels of control over
the players in the marketing process. All
you have to do is decide what degree of
control you want to exercise in relation
to each of the system’s key functions. For
example, you can make sure that Loan
Officers are unable to edit company information or upload unacceptable graphics or run on-demand campaigns that
breach corporate guidelines.
The levels of management control
available are as follows, working down
from the most to the least restrictive:
1. Prohibition: Different types
of users can be prevented from
accessing a system function, or
even an entire page, by means
of “permissions” capability.
2. Authorization: Marketing materials
created by users at lower levels in the
corporate hierarchy cannot be implemented until approved at the center.
3. Alert: A defined set of fields is
monitored and changes reported,
enabling quick action to remedy any
departure from company policy.
4. Oversight: Users at higher levels in
the corporate hierarchy can “impersonate” users at lower levels, giving
management an instant window on
the activities of Loan Officers.
5. Reporting: Enhance reporting
capabilities can provide information that allows management to
hold users at lower levels accountable for their performance.
The bottom line is that in today’s challenging market, the key is to apply breakthrough technology to the achievement
of mission-critical goals. With the development and deployment of revolutionary
yet easy-to-use Software as a Service
platform that directly boosts the bottom
line by facilitating core marketing funcTomorrow’s Mortgage Executive

tions: driving revenue growth, reducing
cost and reducing risk.
Delivering an enterprise-wide solution
that supports real people doing real jobs.
Each player in the process is empowered
to focus on what he or she does best. For
example, Loan Officers are freed up to
sell mortgages, instead of trying to create
marketing materials and execute campaigns, while c-level executives are presented with sophisticated tools for more
effective oversight and management.
These dynamic solutions can be up
and running in just a few days, delivering
these powerful strategic benefits across
the enterprise:
• Prioritized sales opportunities
• Enhanced budgetary control
• Regulatory compliance
• Automated execution
• Brand consistency
• Speed to market
• Rigorous data security
• Performance accountability
• Superior management oversight
• Smarter use of human resources
As you go down this path, always
keep in mind revenue growth. Mortgage-specific marketing expertise needs
to be built into the ideal solution to maximize the value of key database assets:
including prospects, customers, referral
partners and other sources of business
– even branch offices and individual
loan officers.
Also, analytics should monitor loan
production and track marketing activity
in real-time, delivering mission-critical
metrics that lay a foundation for focused
strategy development, definitive spend
prioritization and enhanced management
control.
In addition, your solution must provide robust security protocols, including
management-defined access rights, that
reflect corporate brand guidelines and enable compliance with the ever-widening
scope of data privacy and mortgage industry regulation.
The ideal solution must provide powerful tools for both the corporate executive and the individual loan officer to accomplish revenue growth, the ability to
reduce cost and reduce risk across the
enterprise. In addition, corporate executives should benefit from:
Strategy Development. Dynamic ana-

lytics will deliver mission-critical metrics that lay a firm foundation for focused
business planning and better decisionmaking.
Active Intelligence. All mortgage companies hold databases about their markets, customers, products, operations,
etc. The ideal solution leverages this
static data into active intelligence across
the enterprise.
Resource Allocation. With superior information about where business is coming from, corporate managers are able to
make more profitable use of both human
and financial resources.
Rapid Response. Rules-based intelligence does much of the users’ thinking
for them, enabling quick and effective
action to seize opportunities for referrals,
repeat sales and cross-sales.
Greater Pull Through. Marketing programs deliver a 15-30% success rate on
account of the solutions ability to address
target audiences with razor-sharp focus.
Activity Creation. In only two to three
minutes the solutions online tools allow
managers and other users, if permitted,
to create their own marketing materials –
then store and manage them in a custom
library.
Risk Mitigation. Management is able
to authorize marketing materials before
they are made available to users – and to
monitor utilization across the enterprise.
Compliance and Control. Robust security protocols reflect corporate brand
guidelines and enable compliance with
the ever-widening scope of data privacy
and mortgage industry regulation, including customer/prospect messaging.
Performance Tracking. Dynamically
monitor the value of key database assets
as well as the return on investment from
marketing programs, on-demand campaigns and sources of business.
Measurement/Accountability.
Dynamic dashboard enables c-level executives to hold branch managers and loan
originators accountable for their results.
Hire and Retain Top Talent.
Management is able to retain top loan
originators and attract exceptional new
talent by providing marketing automation
that guarantees high levels of personal
productivity.
If we turn our attention for a second
specifically to loan originators, they will
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As The Mortgage Industry Evolves
How Will You Manage Change?

Where
are you
now?

Where
would you
like to be?

Is it
possible to
get there?

How do you
achieve this?

Is the plan
working?

Make
necessary
changes

Whether you are looking to update, optimize or replace a legacy loan
origination system Automated Solutions Inc. can help you bridge the
gap between where you are today and where you want to be.
For the past 10 years ASI has been recognized by the Mortgage Banking community as a reliable source for
technology change Management by virtue of experience, training, education, professionalism and strong “client
focused” project management skills. ASI can help you develop and deliver a business It plan that will streamline
your business by identifying and removing technology defects in the loan process which expose compliance
risks or lead to long turn times and manual work arounds. ASI’s mortgage industry knowledge combined with a
deep understanding of mortgage technology ensures efficiency in achieving change within your organization.

Automated Solutions Inc.
FA c I l I tAt I n g c h A n g e
contact claire hernandez, ItBMc - Mortgage technology Project Manager at:

(732) 735-0172 | asitechgroup.com

directly benefit from:
Database Management: Loan Officers
can maintain their database with a few
key strokes – and it’s easy to enhance the
data for marketing purposes by adding
client nicknames, birthdays, language
preferences, e-mail addresses, etc.
Automated Programs: High tech automation of both electronic and conventional output ensures these strategically timed
“hands-free” sequences of personalized
communications that establish a firm
foundation for your long-term success.
On-Demand Marketing: Custom Campaigns feature enable rapid responses to
changes in market conditions. The ideal
solution provides a simple process for
setting up and driving your campaigns
on-demand. Economy, speed and security are guaranteed.
Activity Creation : Loan Officers can
choose campaign content from a “Marketing-Toolbox,” an online library of
postcards, newsletters and other items
professionally crafted to maximize referrals and new business – or use the solutions online tools to create their own.
Partner Relationships: The solution
helps Loan Officers strengthen their strategic partnerships. They can distribute
marketing materials aimed at Realtors,
builders and other partners – and create
joint campaigns with them to maintain
visibility with mutual customers and
prospects.
Speed to Market: Their marketing campaigns will be created and implemented
expeditiously – usually within hours.
The solutions advanced technology and
in-house production facilities ensure
fast turnaround – from project inception
through to fulfillment.
Compliance and Control: Robust security protocols reflect corporate brand
guidelines and enable compliance with
the ever-widening scope of data privacy
and mortgage industry regulation – so
your marketing materials and messages
can be approved quickly.
Performance Tracking: The ideal solutions dynamically monitors the value of
key database assets as well as the return
on investment from marketing programs,
on-demand campaigns and sources of
business.
If you put all these concepts together,
what you get is a foundation for long66
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term success. Automated Programs
maximize the retention of current clients
and the revival of past clients. These
pre-determined sequences of strategically timed marketing communications
typically run for up to three years (or
more) and can be extended at any time.
Marketing experts state that experience
over many years has demonstrated that a
well-configured Automated Program lays
the firmest possible foundation for longterm success – not only by generating a
steady flow of referrals, repeat sales and
cross-sales from a loyal audience, but
also by ensuring maximum response to
on-demand Custom Campaigns.
The ideal solution should provide
a wide variety of gifts and specially
designed marketing materials for mortgage professionals. You should also be
free to combine these into automated
programs to best suit your style and
budget. After that, it’s hands-free all the
way since the rules-based system does
the work of production and fulfillment
for you. Communications are available
in English and Spanish and could, if you
wish, include your Realtor or builder
photo and contact details.
So, what does on-demand, fullycompliant marketing really boil down to?
First, it’s about custom campaigns. Custom campaigns enable rapid responses
to market conditions - for example, a
change in interest rates or loan limits with relevant sales messages delivered to
precisely targeted audiences. The system
provides a simple process for driving
your campaigns on-demand and – speed
and security are guaranteed.
Second, you need a marketing toolbox
library that displays campaign content
professionally prepared. You’ll find a
variety of marketing communications
by format – including postcards, letters,
greeting cards, newsletters and e-mails
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– and there’s content appropriate for different audience types such as prospects,
borrowers and referral partners.
You can use these materials for your
custom campaigns - or you can take our
ideas and copy them into your own library, then edit them to meet your needs
and brand standards.
Third, activity creation wizards should
guide you through the simple steps that
quickly turn your marketing ideas into
actionable content:
• Define your activity, assign it to a
category and specify the audience(s)
it’s aimed at.
• Choose your format and layout from
a wide range of popular options.
• For e-mail activities there’s an easyto-follow full-featured HTML wizard.
• Write your message: solution should
support both English and Spanish.
• Merge key data fields to deeply
personalize your communication.
• Upload a graphic or choose one from
the library provided.
You can review your new activity before adding it to your online library. It’s
then immediately available for use in
Custom Campaigns, taking your marketing to a new level of performance and
professionalism.
Lastly, don’t forget a comprehensive
collateral catalogue that allows you to
purchase essential promotional materials – quickly and easily – including business cards, letterhead, pads, brochures,
card products, flyers, posters, booklets
and catalogues. A great collateral catalogue should also provide tools for you
to create/upload your very own collateral
materials so that you can easily maintain
a “look and feel” consistent with your
brand strategy.
Now that you have the ideas, do as the
title of this article suggests, grow your
revenue. ❖
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Attaining
Compliance

Despite Limited Resources
By Sharon Matthews

are resource constraints forcing lenders to make short-term decisions that

actually hinder long-term value?

Over the last several months, reﬁnancing activity has once again surged to the highest levels and even originations are now ﬁnally showing some signs of growth. In the midst of this active market, loan officers also
have to keep up with a growing number of new regulations that are forcing process change. Unfortunately,
pull-through rates aren’t keeping pace. The average time to close has lengthened from 30 to 45 days, and in
many cases much longer. Some of this is simply because of the heavy workload. Loan teams today are ﬁghting to keep up with record volumes.
Another reason, though, is new regulations are increasing the number and type of disclosures required,
forcing lenders to modify processes and systems while trying not to skip a beat. First, there was RESPA that
regulated the time to disclose and the allowable variances in loan fees. Now, the CFPB’s integration of HUD
and TIL will likely place further burdens on a lender to ensure borrowers are informed and fees are controlled.
Looking ahead, the CFPB is discussing the possibility of adding automated valuation models used in appraisals
to the list of required consumer disclosures. Banks are doing everything they can to keep up with these changes
because the repercussions of regulatory non-compliance are costly and damaging to a lender’s reputation.
68

Tomorrow’s Mortgage Executive

Is Technology Really The
Answer?
Many banks have reasonably looked
at technology as a way to stay on top
of these new compliance requirements,
manage costs, and create a better user
experience. For example, creating loan
documents electronically, and then being able to distribute them to all parties
in an electronic fashion addresses the
compliance need, while also being faster
and less expensive to execute. Even with
compliance as a driving force however,
we’re still not seeing significant changes
industry-wide.
Last year, we wrote about some of the
best practices lenders could use to improve
the success rate with electronic document
delivery, both within their internal teams

loan volumes, this equates to substantial
savings very quickly. Figures like these
have to make you wonder – why aren’t
more banks rushing to deploy eDelivery
services for their mortgage documents in
a comprehensive fashion?
Not surprisingly, it comes down to
resources and prioritization. Because
external market and regulatory forces are
putting such a strain on banking resources,
lenders usually implement technology or
deploy eDelivery services one document
or process at a time, usually where the
need or risk is the greatest. Maybe it’s
initial disclosures. Or appraisals. Or an
adverse action letter. Further down the
process it might be the closing documents
or the HUD statement. Regardless, lenders
frequently attack what they feel to be the

“Banks are doing everything they
can to keep up with these changes
because the repercussions of
regulatory non-compliance are
costly and damaging.”
and with consumers. A year later, we see
incremental improvement but the journey
is far from over. In fact, if you look at the
state of eMortgage – researched by us as
well as others – that evolving destination
point is still a ways off.
Nonetheless, the value of using technology to manage loan documents and
data continues to be compelling and quantifiable. Certainly, eliminating paper costs
and compliance penalties result in direct
savings. Our analysis also indicates that if
a consumer accepts the initial disclosures
electronically, there is a 70 percent to 80
percent probability she will continue to
interact with the lender in an electronic
fashion all the way through closing. This
improves pull-through, speeds time to
close, and creates a competitive advantage in the market. We estimate, based
on client experience, that every day
shaved from the loan pipeline can save
from $25 to $110 per loan, depending
on the average loan value. With today’s
70
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most relevant problem at the moment,
document by document, because they
feel these measures can quickly address
the area causing the greatest bottleneck
or triggering the highest non-compliance
risk. In addition, this piecemeal approach
presumably makes it easier for internal
IT resources to provide the necessary
integration support. IT scarcity is a
significant hurdle as they usually have
multiple projects demanding their time
and attention.
A More Manageable Issue
What lenders may not fully realize: It’s
possible to implement eDelivery services
in a simple and pragmatic fashion without internal IT integration support. In so
doing, lenders can realize the cost savings, work load, quality, and compliance
benefits enabled by technology, without
investing a significant amount of time or
resources. As an example, eLynx eDelivery services can be installed and appear as

a network printer. Loan officers, processors, underwriters, or closers prepare the
documents they normally do, and simply
print them to the eDelivery printer. The
workflow doesn’t change so there’s no
retraining required or disruptions caused
by new technology. And delivering documents to consumers electronically saves
days in the loan cycle, and ensures that
compliance deadlines are met.
Because eDelivery services appear as a
printer, there’s little to no work for the internal IT team. In this scenario documents
will go out electronically. Of course, it’s
usually better to fully integrate into your
LOS with bi-directional data, so that returned documents and status messages
are automatically updated within the
LOS. But if you can’t secure sufficient
internal IT support immediately, and yet
you have compliance holding fast to a
strict deadline, implementing eDelivery
services in this simple fashion may be a
very pragmatic solution.
Another way to achieve near-term
needs with minimal outlay is to select
a flexible technology solution that can
start with a single document, but can also
expand quickly and easily as you enable
eDelivery across more of the lending
processing lifecycle. Today’s regulatory
climate might change if we have a new
administration in 2013, but the need for
business flexibility will most certainly
not. Being able to start small and expand
later is a valuable option. As proof, we
need only look at the LOS market or the
document preparation market where interest is shifting to SaaS-based vendors.
When it comes to eDelivery, look for that
same flexibility and expandability. Don’t
just solve today’s compliance needs. Put
yourself in a position to handle the next
business or compliance risk as well.
A final point worth considering is
whether the lengthy, multi-step nature
of the mortgage lending process itself
may also lead to the “one-document-ata-time” approach. Banking processes and
systems are still rather siloed. As a result,
it’s easy to compartmentalize needs and
look for point solutions to handle each
area. What banks may not realize – and,
frankly, what we vendors may need to
better communicate – is that comprehensive solutions exist that can support the
entire mortgage lending process flow.
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the real firSt Step: a ScalaBle, lOng-terM SOlutiOn
Covering the entire mortgage process
flow is the key to unlocking the full business value of eDelivery services. Our data
shows that today’s consumers prefer the
speed and convenience offered by elec-

“Don’t just
solve today’s
compliance
needs. Put
yourself in a
position to
handle the
next business
or compliance
risk as well.”

tronic delivery and receipt of mortgage
documents. Beginning with an application and following through to disclosures
and closing packages, consumers will
stay electronic all the way through if you
start that way out of the gate. Having to
switch from electronic to paper and back
is where the value starts to erode.
From a practical standpoint, we understand that most banks will convert to

those instances when an eDelivery is not
achievable, recognizing and handling the
printing and mailing of necessary documents within compliance timeframes.
Finally, don’t assume that your internal
IT’s schedule is a showstopper. There are
ways to deploy some technology solutions immediately without IT assistance.
This allows you to meet pressing needs
today and begin realizing the benefits of
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electronic in phases. Whether you use
compliance mandates as the catalyst, or
you have the foresight to get ahead of that
curve, using a SaaS-based solution for
eDelivery gives you the flexibility to set
a pace appropriate to your organization.
Also, you can minimize the amount of IT
support needed by using a common delivery platform that can handle all stages
of the mortgage process from application
to post-closing and reselling. For complete risk mitigation, that platform should
also incorporate a fallback capability for

eDelivery services. As you have time and
resources, you can then go back later to
more fully integrate your solutions. Ultimately, it’s critical for banks to understand that simple, incremental changes
like those discussed can drastically reduce
risk, empower teams to do more with less,
and improve the data quality and consistency of loans. These are essential steps
that enable today’s financial industry to
move forward and stay on track in an environment with ever-changing rules and
priorities. ❖
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Wish it could be this easy to
keep your eDocuments safe
and compliant? Try SmartSAFE™

eDocuments oﬀer better security for your client’s
privacy, dramatically cut document transportation
and storage costs, and lower your risk by ensuring
documents are available wherever and whenever
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capabilities are expanded to suit your organization’s
speciﬁc requirements. It actually is that easy!
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