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*Source: (May 11, 2018). National Association of Realtors. Overview of the Real Estate Market.

With the SimpleNexus white label app, your loan 
originators can easily co-brand with referral 
partners and build continuous borrower and partner 
relationships. All stakeholders get real-time loan 
visibility, proactive communication capabilities, and 
transparent transactions all while knowing 
everything is CFPB compliant and AICPA secure. 

Referral partners will know that your loan originators 
will protect their reputation and strengthen their 
position with borrowers. SimpleNexus accomplishes 
all of this, and then some, while maintaining the 
important human touch element -- beating out the 
direct-to-consumer competition.

LET’S START A CONVERSATION.
Contact one of our education specialists at education@simplenexus.com, 
or call us at 855-684-2777 or visit our website at simplenexus.com.  

EVERYONE IN THE BUSINESS KNOWS that 
real estate professionals and lenders need to work 
together to capture, retain, and grow their repeat 
customer base. Because there are approximately 
2 million actively licensed real estate professionals 
in today’s digital-centric borrower market*,

they often have a more extensive network of 
valuable connections needing loan services. Real 
estate partners want to connect with the best loan 
originators from the top lenders, and here are the 
top 5 reasons they’ll choose your loan originators 
with SimpleNexus over the competition:

Why Realtors Would Choose
Loan Originators with SimpleNexus

Reputations are
Strengthened and Protected

High-Human
Touch Technology

Transparency and
Proactive Communication

Compliant and Secure

Co-Branding and White Labeled
for Lender and Referral Partner
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Tomorrow’s Mortgage Executive magazine is a monthly publication distributed online at www.progressinlending.com. The mission of the publication is to provide one place 
where people who believe technology strategies can solve pressing mortgage problems can express their ideas. The magazine was designed to be a vehicle to create 
conversations that will move the mortgage  industry forward.  As such, the information found in this publication is all about thought leadership and should not be interpreted 
as recommendations coming from the publisher. We are here to give our contributors a voice.  All materials found in this magazine are not guaranteed for accuracy and the 
publisher is not liable for any damages, losses or other detriment that may result from the use of these ideas. © 2017 Tomorrow’s Mortgage Executive. All rights reserved.

Features
26 Digital Lending In Action

SimpleNexus notes that we are fanatics 

WebMax says that the millennials today 

of technology, obsessed with speed, and 
getting the information we need.

30 Technology Discovery
 

Paradatec points out that some lenders

are very technology savvy and want a more 
digital process. 

34 OCR Use Cases

 are actively using OCR technology to 
innovate their processes.

Lodasoft points out that the

Asurity Technologies shares some

42 Technology To The Rescue

to remain competitive.

48 

Black Knight explains that keeping

insights into how new regulation has paid 
off for lenders. 

54 Customer Satisfaction

the customer happy is critical in the 
current lending environment.

In The Trenches
14 Market Pulse

ATTOM Data Solutions has released data 
that shows that the foreclosure rate is dropping.

EXECUTIVE TEAM  
(IN ALPHABETICAL ORDER)

Molly Dowdy
Tony Garritano
Roger Gudobba

Michael Hammond
Kelli Himebaugh 

Eric Kujala
Kelly Purcell

TOMORROW’S MORTGAGE 
EXECUTIVE

Tony Garritano
Editor

Roger Gudobba
Executive Editor

Michael Hammond
Senior Editor

Contributors:
(in alphabetical order)

Tim Anderson
Adam Batayeh
Shelley Leonard
Suzy Lindblom

Sanjeev Malaney
Curt Tegeler

Mark Tinkham
Marsha Williams

Joe Wilson

This magazine is distributed by:

Regulation ROI

average mortgage lender needs technology

CONTENTS 
December 2018



www.lereta.com 855.395.1726 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

For over 30 years, LERETA has provided the mortgage and insurance industries 
the fastest, most accurate, and complete access to property tax data and flood 
hazard status information across the U.S. 
 
LERETA is committed to giving customers extraordinary service and cost-
effective property tax and flood solutions. Our services are designed to increase 
efficiencies, reduce penalties and liabilities, and improve processes for mortgage 
originators and servicers. 
 
With our dedicated professionals and highly experienced management teams,  
LERETA leads the industry in proven service and innovative technology. 
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An Affordable Path to Homeownership

As volume dips, Risk Reduction Mortgage Corp., a startup Fintech mortgage 
product provider, has launched its signature solution, Risk Reduction Mortgages. 
This new product will be made available to homeowners and creditors starting in 

 
2019, disrupting the $30-trillion U.S. and $160-trillion global real estate market. 
   Developed by renowned mortgage experts, this product has been proven to substantially 
reduce risk for all stakeholders and provide much needed stability to the housing finance 
system. Underpinned by Home Diversification Agreements (borrower sells local home-price 
index and buys national price index), Risk Reduction Mortgages will deliver key benefits:  
>> Eliminate the need for PMI, HFA or piggy-back second mortgages for those unable to
afford the standard 20-percent down payment – providing savings of thousands of dollars
each year for the tens of millions of homeowners in this category.
>> Provide a diversification benefit enabling homeowners to substantially reduce their home-
equity value risk, obtain a similar reduction in foreclosure risk and enjoy a lower interest rate
due to their reduced-risk profile.
>> Provide creditors (e.g.- GSEs) up to a 70-percent reduction in systemic credit losses.

"Our new mortgage product is the most important financial innovation since securitization,"
says Marc Biron, RRMC founder and CEO. "If available at the time, there is strong evidence 
they would have helped avert the 2008 meltdown." 
   Adds RRMC Senior Advisor, John N. Osland, "Our mission is to help millions of 
homeowners by diversifying their most concentrated investment – their homes. We will 
remain relentlessly laser-focused on the homeowner."  v

EDITOR’S NOTES





The data out of Veros is good. "For the top 
100 most populated metro areas, we expect 
4.5% appreciation over the next 12 months,” 

 said Eric Fox, Vice President of Statistical and 
Economic Modeling at Veros. "This is the 25th 
quarter in a row where this index has forecast 
overall appreciation. We are forecasting that the 
overwhelming number of metros across the 
nation, approximately 97 percent, will 
appreciate, with just three percent depreciating 
during this period. The fact that these averages 
are identical to those of last quarter's update 
indicates that we are seeing consistency in 
nearly every metro market." 
  Western states continue to hold all top ten 

  

spots, with forecast appreciation rates running 
roughly between nine and 12 percent. Seven of 
those MSAs with the highest-projected appreciation 
are in Washington and Nevada, with the other three 
in Idaho, California and Colorado. Another 
Western state, Utah, is also projected to be a solid 
performer. These five states, along with Oregon, 
have provided the index's highest-ranked markets 
throughout 2018. It is an indication of the changing 
economy of Idaho that, after being represented in 
the year's first two quarterly reports by Pocatello, 
Idaho, with a population of approximately 83,000, 
we now see the Boise City-Nampa MSA, with 
more than a third of the state's population, moving 
in at 11.2 percent, VeroFORECAST's second-
highest projected appreciation figure.
   "This is a very strong showing, with the average 
appreciation of the Top 10 markets forecast to be a 
half-percentage point higher than in our last report," 
Fox said. He added that, from an overall 
perspective, the latest report signals "more of the 
same" for property values in these markets. 

perspective, the latest report signals "more 
of the same" for property values in 
these markets.  Furthermore, for many 
of the markets for which data was 
analyzed, interest rates appear to be 
softening this quarter's forecasts by one 
to two percent over what they would 
have been had the flat interest rate 
environment of the past several years 
continued.
 Despite the Western MSAs' domination 
of projected U.S. real estate appreciation, 
there are bright spots in every region. 
In the South, North Carolina is projected 
to perform well, as are the Midwest

states of Michigan and Indiana, especially the 
Indianapolis-Carmel, IN MSA, where property 
values are projected to appreciate at 8.5 percent. 
 Indiana's next door neighbor, Illinois, however, 
is forecast to do very poorly, with three of its 
MSAs in VeroFORECAST's Bottom 10: 
Bloomington-Normal is forecast to appreciate at 
just 0.3 percent through next August, and 
Peoria and Danville are predicted to depreciate 
at -0.7 percent and -1.2 percent, respectively.    
 In the South, Texas has healthy markets, 
notably Midland and Odessa, which show 
definite strengthening while others, such as 
Dallas and College Station, show definite 
slowing since last quarter’s report. Although its 
Bay Area jewel, the San Francisco-Oakland-
Fremont MSA, ranks in the Top 10 with 
projected 9.6 percent appreciation, parts of 
California are beginning to show some signs of 
slowing down. v

Process Improvement
Home Appreciation Continues
The VeroFORECAST predicts that the average property value appreciation 
over the next year will be 4.5%, with appreciation projected in 97% of the 
MSAs analyzed and depreciation in only 3%.
.By Tony Garritano

The fact that these averages are identical to those of last quarter's update 
indicates that we are seeing consistency in nearly every metro market.
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Many of today’s customers want the ease 
of applying for a loan from the comfort 
of their couch, but that does not mean 

they only want to interact with machines. In 
September, Planet Home Lending launched a 
new a personal digital mortgage assistant, 
Skymore by Planet Home Lending™. While 
we are excited about all the ways it will speed 
loans through the pipeline, we’re also keeping 
our focus on maintaining the human touch. 
  Even as digital mortgage assistant technology 
automates the loan process, mortgage loan 
originators will continue to have a critical role 
as advisors and processors will still need to be 
available when borrowers want to pause for an 
explanation.
  If your company’s goal is to create a five-
star-review-giving customer for life, there are 
five things to deliver when offering the latest 
technology: 
1. Knowledge
If you ask Google “What type of mortgage is
right for me?,” you will see pay-per-click ads
and information about different loan types.
What you will not see is an answer to your
question. Especially in the current purchase
market, consumers benefit from talking to
someone who can lay out home loan options
based on personal variables, such as financial
goals, and economic variables, such as local
housing market conditions and interest rate
movements.
 “Vanilla” customers (I would explain here. 

Say, “who have high credit scores, 
straightforward income and no recent negative 
credit history”) who complete an online, five-
minute pre-qualification without ever speaking 
to a human might receive an accurate response. 
But the consumer who thinks their monthly 
bonus is their salary and do not state this 
accurately are going to see their pre-approval 
explode later. 

Recovery Tips
5 Things You Must Give  Customers
Today’s customers want the ease of applying for a loan from the comfort 
of their couch, but that does not mean they only want to interact with 
machines.

By  Suzy Lindblom

 Some of Planet Home Lending’s most 
glowing reviews come from customers who 
were told by another lender’s automated 
underwriting system that their sub-620 FICO 
prevented them from becoming homeowners. 
Knowing how to manually underwrite a home 
loan still gets some customers (“who are 
capable of being solid borrowers”) into homes 
when technology cannot. 

A lot of people say we need more 
technology in mortgage banking 
and they are right. But we also 
need more people just talking to 
the customer.

2. Honesty
When you are not able to provide a service
or complete a task, never hesitate to tell
the customer – just have a solution. If you
cannot get something completed the day it
needs to be done, communication with the
customer when it is complete and follow up
with them. Too many people say, “I can get
you approved in two days” when that is not
possible, , and they know they are not able
to when they say it. There is a world of
difference between saying: “Let’s see what
we can do” and “We can do that.”

Here is an example of honesty being the best 
policy.  A few years ago, there was a retention 
borrower who wanted to refinance. He 
lived off capital gains and planned to submit 
his tax return in October. He’d filed an 
extension in April and then contacted us a few 
months later. 

The loan officer and processor told him the 
extension was not going to be an issue (we can 
do that!). The underwriter said, “no tax returns, 
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no loan.”
 The infuriated borrower contacted our legal 
department. Not only did I refund his upfront fees, 
but I called him and explained why we could not 
complete the process at that time. I told him that 
we were not a portfolio lender; we had sold his 
loan to Fannie Mae and had to follow its rules. I 
asked him to call me in October, and we would see 
what we could do at that time. 
  It’s been years, but I still remember what he said: 
“Why didn’t someone just explain that to me 
before?” He did call me that October. We approved 
him in two weeks, and he went from being an 
unhappy customer to a really happy customer. The 
phone call to honestly explain the situation and 
refund his money took less than 10 minutes. 
3. Updates
One of the best features of Skymore by Planet 
Home Lending™ is its ability to keep borrowers 
updated and to show them loan status 24/7. 
Status updates are great, but we are still urging our 
loan officers (LOs)and processors to call 
borrowers. Although, in my experience, some staff 
would rather email a customer than pick up the 
phone and have a five-minute conversation. They 
are aided in that task by our internal CRM, 
PRISM™, which provides relationship 
management tools.
  Calling someone to share the joyful news that 
they have been approved is how you make 
customers for life. Borrowers want a partner, not 
someone who sends them emails and disclosures. 
They are looking for help and reassurance 
throughout the process. And while underwriters do 
not usually talk to borrowers, if there is a complex 
issue to resolve, it should be all right for them to 
talk to the borrower directly.
 Skymore by Planet Home Lending also lets 
borrowers share their screen with the loan officer 
so they can ask questions during the loan 
application process. 
  Online applications create efficiencies, but when 
the borrower can talk to the LO while they are 
filling out the form, we avoid errors that can slow 
the process. And when there is a problem, 
borrowers do not want to talk to a machine. They 
want to talk to someone who can explain what is 
happening and how we are going to resolve it.
4. Caring and thoughtfulness
In today’s market, we are constantly seeing deals 

where an appraisal comes in low, and the seller 
will not lower the price. Sometimes the borrower 
has to put more money down; sometimes we use a 
203(k) to close the gap via improvements, and 
sometimes the borrower just has to walk away.
  Going through those options with borrowers and 
reassuring them everything is going to be OK has 
become a daily task for many LOs, but it’s rarely 
routine for the home buyer.
  We know home buyers who lose out on one deal 
often go on to purchase a home they love even 
more. Yet, we forget that the borrower does not go 
through this kind of process everyday. Having 
empathy with them instead of getting impatient is 
important. It’s the human touch versus the 
technology that supports borrowers as they grieve 
over a lost home.
5. Speed
The technology companies put in place allows us 
to have a more efficient process. Customers also 
want speed, because they want the “yes” that 
relieves their anxiety. They want to know they are 
approved, and their home loan is going to close. 
  While we measure speed in days or hours, speed 
is less about closing in a certain number of days 
than about doing what you say you are going to do 
and meeting or exceeding the days required in a 
purchase agreement or a borrower’s desired 
closing date. 
  Even though I’ve been in the mortgage business 
for decades, when I personally go through a home 
purchase, I always worry. I know I am going to be 
approved, and I still worry. When I sold my house 
in Texas six years ago, the deal fell through two 
days before closing, and we had to put the house 
back on the market. Thankfully, the market was 
strong. The house sold in two weeks, and we 
closed a month later. But those were six stressful 
weeks! 
  There is always an unknown, and that is where 
being honest pays off. It is better to say, “I can’t 
get you the closing date you wanted, but I can get 
you the day after,” than to schedule a closing date 
that is not possible.
  Satisfied customers give good reviews and come 
back the next time they need a refinance or 
purchase loan. They might tell their friends and 
associates about your cool new technology, but 
they will definitely tell them how personal and 
understandable you made the home loan process. v

During her four decades in the industry, Planet Home Lending Executive Vice President, National Operations 
Suzy Lindblom has grown some of the best-known brands in the business, while earning a reputation as a manager 
who knows the numbers but loves the people. She’s a 2018 Women in Housing Leadership Award nominee, won 
the 2017 MPA Elite Women Award, appeared on the National Diversity Council’s Southern California 2016 Most 
Powerful & Influential Women list and was a HousingWire 2015 Woman of Influence.
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 In today’s mortgage market, lenders 
and vendors alike are faced with 
constantly changing rules, refi 
fluctuation, foreclosures, negative 
equity, defaults, loan modifications, 
and rising rates. They are inundated 
with regulatory changes and 
compliance updates. To make the 
challenge even greater, many lenders 
and vendors are forced to do more 
with less. 

Unfortunately, many of the industry 
trade associations and publications 
have lost sight of what it takes to 
produce real progress in today’s 
lending environment. That is why 
a group of industry visionaries 
have come together to form the 
PROGRESS in Lending Association. 
The association’s goal is to provide 
thought leadership to lending 
professionals and vendors about 
how to create process efficiencies. 

Be a part of the solution. 
Sponsor Now! 
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Scott Kersnar looks back at 

the subprime debacle/bubble and 
talks about the future 
of this asset class.

5 QC Done Right
Industry consultant Rebecca 

Walzak of rjbWalzak 
Consulting, details 
the best way for 
lenders to avoid risk.

6 The Big Idea
James Comtois points out 

that acquisitions done 
by CoreLogic signal a 
larger industry reliance 
on data.

7   A State of Flux
Jennifer Miller of a la mode, 

inc. details how future change will 
reshape the appraisal 
process yet again.

9 The Death of PR
Michael Hammond of 

NexLevel Advisors talks about the 
state of public relations 
in the mortgage space.

10 New
Competition

George Yacik warns 
that credit unions are 
here to stay and their 
coming influence is 
something to watch.

11 Choose Wisely
Asher Lohman of 

MortgageFlex takes a hard look 
at typical LOS due 
diligence practices 
and why they don’t 
work.

Fair Lending 
Is A Mindset 
BY A.W. PICKEL, III

We founded LeaderOne Financial in 1992 as 
a local mortgage brokerage. Since then, it has 
grown into a full service mortgage bank with 
the distinctive capability, since 1995, to under-
write conventional, VA and FHA loans in house 
throughout the United States. Since 1992 the 
size and scope of LeaderOne has expanded 

as the number of rules and 
regulations placed on our 
industry has grown by leaps 
and bounds.

INSIDE TODAY’S LENDING INSIGHT

today’s

Housing Finance:  
The Next 100 Years? 
BY PHIL HALL

 
This year marks the centennial of the Mortgage Bankers Association. While it is fun to walk down 

Memory Lane and look back at the last 100 years in housing finance, the real challenge is to look ahead 
at what the next 100 years might offer. And while the dispensing of accurate prophecies is not among 
my sharpest skills, I believe that I can offer some predictions that may prove more than a little accurate 
to the lucky folks that discover this magazine in 2113.

The future of housing finance, according to my crystal ball, should include the 
following developments:

My Stance:Long 
Live Both GSEs

BY LEW SICHELMAN

Pardon me, but why are we 
trying to reinvent the wheel?

By that, I mean, why are we 
trying to reinvent the secondary 
market when one already ex-

ists? A good one, I might add, that seems to be 
working pretty well right now.

I am but a poor humble typist, so better minds 
than mine — much better — are certainly at work 
here. But I still don’t understand why we need a 
brand new entity — not 
to mention a brand new 
system — to take the 
place of Fannie Mae and 
Freddie Mac?

Technology Is 
Not Enough
BY TONY GARRITANO

Technology is not good enough. Simply put, 
technology can’t solve all of your problems. I 
know that you’re probably a bit confused to hear 

this from me, a technology guy 
who has talked about the ben-
efits of all things automated for 
well over ten years now.  What’s 
wrong? Let me explain.

First of all, I am very pleased 
that lenders are taking technol-

ogy more seriously these days. How do I know 
they’re taking technology more seriously? Stud-
ies show that technology spending is increasing. 
That’s a good thing for the mortgage industry.

Raymond James, a diversified financial services 
holding company with subsidiaries engaged pri-
marily in investment and financial planning  pre-
dicts  American banks will continue to grow their 
IT spending at the three-year (2009-2012) com-
pound annual growth rate of 3.1 percent. 

Furthermore, in the 2013 Bankers As Buyers 
Survey, a collection of research, observations 
and articles about what technology, solutions and 
services U.S. bankers will buy in 2013 prepared 
by the William Mills Agency, Jeanne Capachin, 
former research vice president for IDC Financial 
Insights, provided more 
insight into the spending 
habits of banks this year.   

TAKING YOU BEYOND THE NEWS

NOVEMBER 2013

on page 12 on page 13

on page 14
on page 15

Brought to you by PROGRESS In Lending

1-800-434-7260
www.MercuryVMP.com

Is your appraisal  
process violating  
Federal law? 

Compliance guidelines: The 
Gramm-Leach-Bliley (GLB)Act
www.MercuryVMP.com/GLBA

Dodd-Frank and 
Appraisals: The  
Compliance Strategy

An in-depth look with a list  
of common pitfalls to avoid
www.MercuryVMP.com/DFA

Appraisal Quality 
Control: Best Practices 
from the Experts

Step-by-step guide to QC process 
with 10 warning signs
www.MercuryVMP.com/QC

Who’s Your  
Technology Partner? 
Why It Matters.

How to get peace of mind  
with your technology choices
www.MercuryVMP.com/TS

Appraisal issues?  Download these free industry resources from Mercury Network

Untitled-1   2 8/13/13   12:16 PM

Tomorrow’s Mortgage Executive 
Magazine

Today’s Lending Insight 
Newspaper

progressinIending.com 
Website

Get Expert Industry Analysis

The Lending Insider 
Daily Newsletter

Over 75%
of our readers identify themselves as 
mortgage lenders

100%
of our readers hold the 
title of SVP or above

Our reach 
extends to 
more than  22,500 
lending executives

Business Growth
Powered by                                     In Lending



-14-

ATTOM Data Solutions has released its Q3 2018 
U.S. Foreclosure Market Report, which shows a 
total of 177,146 U.S. properties with foreclosure  

filings — default notices, scheduled auctions or bank 
repossessions — in the third quarter, down 6 percent 
from the previous quarter and down 8 percent from a 
year ago to the lowest level since Q4 2005 — a nearly 
13-year low.

U.S. foreclosure activity in Q3 2018 was 36 percent
below the pre-recession average of 278,912 properties 
with foreclosure filings per quarter between Q1 2006 and 
Q3 2007 — the eighth consecutive quarter where U.S. 
foreclosure activity has registered below the pre-recession 
average.
  “A decade after poorly underwritten mortgages 
triggered a housing market crash, it’s clear that the 
foreclosure risk associated with those problem mortgages 
has faded — average foreclosure timelines have dropped 
to a two-year low, and the share of foreclosures tied to 
2004-to-2008 loans has dropped well below 50 percent,” 
said Daren Blomquist, senior vice president at ATTOM 
Data Solutions. “The biggest foreclosure risk in today’s 
housing market comes from natural disaster events such 
as the twin hurricanes of a year ago. Foreclosure starts 
spiked in the third quarter in many local markets 
impacted by those hurricanes. Secondarily, we are seeing 
relatively modest — but more widespread — foreclosure 
risk associated with FHA loans originated in 2014 and 
2015.”
   Lenders started the foreclosure process on 91,849 U.S. 
properties in Q3 2018, down 6 percent from the previous 
quarter and down 3 percent from a year ago — the 13th 
consecutive quarter with a year-over-year decrease in 
foreclosure starts.
  Counter to the national trend, 15 states posted year-
over-year increases in foreclosure starts in Q3 2018, 
including Florida (up 25 percent); Texas (up 3 percent); 
Maryland (up 13 percent); Michigan (up 32 percent); and 
Missouri (up 10 percent).

  California,Also counter to the national trend, 79 of 219 
metropolitan statistical areas analyzed in the report (36 
percent) posted a year-over-year increase in foreclosure 
starts in Q3 2018, including Los Angeles, California (up 
2 percent); Houston, Texas (up 51 percent); Washington, 
D.C. (up 2 percent); Miami, Florida (up 29 percent); and
Detroit, Michigan (up 65 percent).

Other markets with at least 1 million people and a 
year-over-year increase of at least 15 percent in 
foreclosure starts in Q3 2018 were Minneapolis-St. Paul, 
Minnesota; Tampa-St. Petersburg, Florida; St. Louis, 
Missouri; Orlando, Florida; Las Vegas, Nevada; Austin, 
Texas, Milwaukee, Wisconsin; Jacksonville, Florida; and 
Grand Rapids, Wyoming.

Also, FHA foreclosure rates for 2014 and 2015 loan 
vintages registered above the long-term average 
foreclosure rate for FHA loans, the only two post-
recession vintages (2010 and later) above the average. v

MARKET PULSE

Foreclosure Activity Is Down 8% From A Year Ago, 
Lowest Level Since Q4 2005 





The mortgage industry is going through 
a technological transformation. Gone 
are the days of paper applications; 

today, 43% of mortgage shoppers start their 
applications online. Lenders have been racing 
to modernize their front-end portals to 
provide a digital experience for their tech-
savvy customers — and those tech-savvy 
millennials comprised 91% of the home 
purchases in June 2018, according to the 
Ellie Mae Millennial Tracker report.   
  However, while lenders have made significant 
investments to “improve the customer 
experience,” this hasn’t fundamentally 
improved the end-to-end process process. 
Closing a loan still takes an average of 40+ 
days, and costs continue to rise. Some savvy 
lenders are now evaluating automation, which 
speeds up closings and drives down origination 
costs. Focusing on improving back-end 
operational efficiency will take the modern 
mortgage experience to the next level for both 
borrowers and employees. 
 Choosing the right solution to drive 
operational changes is not always 
straightforward, but waiting to modernize and 
making the wrong move can be costly. To 
name just a few casualties of this attitude, 
remember Blockbuster, Dell and, more 
recently, Toys ’R’ Us?
 Based on what we’ve seen with clients and 
industry leaders, we believe there are three 
main options open to lenders and homeowners 
alike. Here’s an interesting way to think about 
them: When you know your home no longer 
meets your needs, your choices are to: build a 
new house, buy a different house or remodel 
your existing house.
 So what does that mean for the next generation 
of mortgage platforms? 
 Much like a homeowner who’s building a 
house, some lenders might have a specific 
vision that none of the solution providers can 

Your Voice
Adapting the Next-Gen Model
The mortgage industry is going through a technological transformation. Gone are 
the days of paper applications.

By Sanjeev Malaney
So one option is to build your own solution.
  You start by drawing up a blueprint, getting it 
approved, hiring the contractor and then 
building your home piece by piece and step by 
step. The upside is that you get what you really 
want — a custom solution — but it could be 
costly and will take longer than buying 
something that already exists. Still, building 
your own solution could be the right decision if 
you have the time and the resources to invest. 

Choosing the right solution to 
drive operational changes is not 
always straightforward, but 
waiting to modernize and 
making the wrong move can be 
costly. 

  Keep in mind that when you build a home, 
having a strong foundation is critical. In this 
example, the strong foundation for your 
mortgage loan solution would be data. 
   Data is at the heart of getting a mortgage. The 
borrowers apply for a loan by providing 
information about their income, credit and 
existing assets. The lender then uses the data 
collected to make a decision about the loan. 
When the loan closes, the lender sells or retains 
the loan in its portfolio. The loan data could 
subsequently be leveraged to drive repeat 
business at a later time. Many legacy systems 
face issues of multiple sources of data, lack of 
transparency, and difficulty in accessing that 
data for insights.
   Like having a strong foundation for a house, 
a data-driven solution is core to building a 
modern technology platform because it gives 
you confidence in data quality that allows you 
to accelerate decisions, speeding up the 
transaction process. And you don’t have to do 
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it alone. General contractors bring in experts like 
electricians to help them build components of the 
house. Look for solutions to help ingest data, map 
data for accuracy, and provide tools to make the data 
accessible.  
  The second option is buying a different house — for 
example, another existing home in a neighborhood 
with better schools. It may be easier than building 
your own, with faster speed to market, but with an 
existing house, you don’t have the opportunity to 
customize each room. You may not like the layout of 
the kitchen even though you got the three bedrooms 
you needed.   
 Important factors to 
consider when you buy an 
existing solution include:  
>>Length of time for
implementation and
configurability options
>>Smart automation 
capabilities to minimize 
mundane tasks for 
maximum efficiency
>>Whether it has the ability
to meet requirements for
compliance
>>Most important of all:
Whether this single solution
meets your short- and long-
term business goals.

Like buying an existing 
home, you might just have 
to live with the awkward 
kitchen layout, but there is 
also a third option to 
consider. 
That third option is to 
renovate. 
 Let’s say you bought a house built in the 1950s. The 

kitchen is outdated, the bathroom has a pink sink, and 
the whole place needs a fresh coat of paint. 

Renovating is like a makeover of your existing 
infrastructure. In my experience working closely with 
mortgage companies for the past 15 years, we’ve been 
building technology that leverages data to address 
major pain points in the end-to-end loan process. By 
automating up to 80% of the manual, repetitive tasks 
throughout the loan process, lenders are able to create 
an intelligent work experience that significantly 
increases employee productivity, drives down costs, 
and reduces risk without sacrificing confidence in data 

accuracy — essentially remodeling your existing 
infrastructure. This approach can be smart and 
cost-effective if the goal is to see immediate gains 
on efficiency and ROI. 
  In recent years, the common theme around the 
“renovation” approach has been  focused on the 
front end for a modern, fresh consumer portal. But 
mortgage companies with strategic long-term 
thinking are also examining their options more 
holistically to improve the end-to-end mortgage 
experience for both borrowers and employees… 
because conventional wisdom tells us if you only 
replace the faucet but keep the old pipes, your 

kitchen is still not functioning well. 
  Whether mortgage companies choose to build, 
buy or renovate to implement the next-generation 
mortgage experience will depend on their strategic 
objectives, their existing resources and their 
timeline. 
   Whatever approach is chosen in the end, one 
thing is for certain: As competition grows more 
fierce and the industry experiences consolidation 
and layoffs, now is the time to invest in the future 
of mortgage lending. 
  Those who make the decision to automate and 
invest in the right technology will gain a 
competitive advantage and will thrive. v

With more than 17 years as Capsilon’s Founder and CEO, Sanjeev Malaney has proven himself as a visionary, a 
pioneer and a leader when it comes to the quest for bringing to market the true end-to-end digital mortgage. 
Capsilon has transformed the traditional mortgage process, enabling enterprise lenders to deliver a better borrower 
experience, help loan officers close loans up to five times faster and lower overall production costs by as much as 
50%, by reducing massive staffing expenses that lenders ultimately have to pass on to the borrower.
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Whatever approach is chosen in the end, one thing is 
for certain: As competition grows more fierce and the 
industry experiences consolidation and layoffs, now 
is the time to invest in the future of mortgage lending.
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So, in response to “The Great 
Meltdown,” the passing of Dodd Frank 
created a totally new regulatory agency 

the Consumer Financial Protection Bureau 
(CFPB) with broad regulatory and 
enforcement power and the bureau’s name 
was clear. Their primary focus is all about 
how lenders should treat their customers 
(consumers) and it introduced and imposed 
many new workflow requirements as to how 
this should be accomplished. Major regs like 
QM, TRID, HMDA and UCD have greatly 
impacted lenders, but the response to this 
has driven, many new products and 
workflows to support them.  
GSE’s Driving the Process – Move to 
collecting more and better data 
As the saying goes, “Whoever has the gold 
makes the rules” and when it comes to what 
drives future trends I always look for what 
the investors require to package and sell 
them loans as you are not going to originate 
a loan that cannot be purchased by them to 
ensure fungibility.
Automated data verification services
Partially in response to above the GSE’s 
jumped on board with their Uniform 
Mortgage Data Program (UMDP) that is 
utilizing MISMO data standards to introduce 
more automated, direct to the source (VOI, 
VOD, VOE) system to system data 
validation and verification services to reduce 
origination time and steps and secondary 
market risk. With new automated workflow 
products such as Freddie Mac’s Loan 
Quality Advisor and Fannie Mae’s Day One 
Certainty they are continually perfecting the 
model to eliminate steps, requirements and 
streamline the process from the traditional, 
linear paper verification mortgage process 
and putting enhanced reps and warrants 
around this as further inducement to 
implement and adopt. 

Future Trends
Driving Factors for Change 
Lenders only need to look at the rapid growth of a previous income tax 
tech company called Quicken to become the number one originator in 
the country to see how to drive innovation and adoption in this space.

By Tim Anderson

In response to “The Great 
Meltdown,” the passing of Dodd 
Frank created a totally new 
regulatory agency the Consumer 
Financial Protection Bureau 
(CFPB) with broad regulatory 
and enforcement power.

Collecting more data upfront in the 
process and being able to validate it 
sooner results in processing and closing 
good loans sooner and shrinking the time 
to close. 

Move from a post-Closing to pre-
Closing automated QC review 

Also supporting above trend, the three-
day delivery requirement of the Closing 
Disclosure (CD) of TRID along with the 
GSE’s Uniform Closing Data Set, (UCD) 
mandate provides a huge benefit to 
ensuring the quality of loans pre-closing 
Vs post-closing. This will finally drive the 
value prop of eClosing as that will be the 
only way to ensure data and document 
compliance and integrity because if you 
paper out at closing you lose the entire 
benefit of maintaining a complete 
electronic audit trail (evidence of 
compliance) because you have no way of 
knowing what changes were made at the 
closing table if now leave the electronic 
system of record, (eVault) that captures 
any and all changes made to the 
disclosures and paper out. 

Competition for the consumer – 
Mining the Gol

Speaking of gold, just like the gold 
rush the forty-niners went to where they 
thought the gold was and in today’s world 
it’s online.
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The digital mortgage 
your borrowers love. 



  Online is where the consumers are. The technical 
power of Smartphones, tablets and much improved 
transactional web sites to attract consumers eye 
balls, interaction and stickiness to keep them 
engaged and coming back for more have advanced 
the focus of technology to capturing consumer 
clicks at Point of Sale, (POS) .
Creation of the new “Fintech’s” to “E”nhancing 
the consumer “E”xperience
With silicone valley investments and ability to 
develop with newer web services technology, the 
legacy LOS companies were slow to recognize and 
seize upon the opportunity to capture the consumer 
at the get go.  At time of application or Point of 
Sale, (POS). 
  This has launched the creation of “Fintech” 
companies to create more intelligent, logical and 
consumer friendly UI’s at POS.  As use and 
demand grows for them they will continue to 
evolve and expand their functionality to support a 
full end-to-end Digital <Mortgage process. 
Drive to a ten-day close and a ten-minute closing 
Another result of capturing more data sooner is the 
ability for intelligent AI and machine learning 
systems to automate more of the routine 
decisioning that underwriters make. With machine 
learning you can build mortgagebots behind your 
consumer UI’s to handle the most routine, rote 
questions and automate responses and with AI you 
can mimic and continue to optimize the results of 
your best underwriters to ensure consistency of 
results across the enterprise. The real power of 
these systems is that they are constantly updating 
and learning so with every instances and response 
they will provide even better and more intelligent 
responses over time.
Blockchain Vs. eVault
Like so many of us in this business, because there 
are so many touch points and multiple people (both 
internally and externally) having to sign-off and 
agree on implementing something new, technology 
innovation, adoption and progress happens slowly 
in our space. But that does not preclude us for 
looking at the next shining object. Blockchain is 
one of those objects.  If we looked back in history 
within the mortgage space, the long list of hot 
technology buzzwords and acronyms that were 
once big news, are no longer even talked about.  
 The formation of MERS and the GSE’s embracing 

 

 eMortgages eVaults have existed for some time 
and have the legal infrastructure to support 
capturing the full electronic chain of evidence of 
events to provide a full electronic date and time 
stamp audit of key milestones and transactions 
to prove compliance.  Early on and to this day 
many people only believe the reason you need 
an eVault is to support the secure registering of 
a SMARTDoc® eNote with MERS, but it can 
and should be to provide a full electronic 
accounting, tracking and evidence of consumer 
compliance across the entire mortgage process 
to protect against future audits or anyone 
contesting the legal validity of the loan 
downstream. From loan application to servicing.
SMARTDocs® Vs Smart contracts.
Blockchain is also held up as the “new” solution 
to ensure the security and sanctity of the data. 
But one of the real values of implementing 
intelligent SMARTDocs® today is that any data 
on the document can be authenticated, shared 
and secured (tampered sealed) down to the field 
level so why wait for a totally different 
technology when eVaults have the legal vetting 
and investor acceptance to solve that need today. 
Investors acceptance of eNotes
Yes.  We’ve been talking about an end to end 
paperless eMortgage process for years and the 
GSEs have been successfully promoting it, but 
Dear Investor Community, it’s time to step it up 
and accept eNotes already!  For those that do 
there is a lot of pent up demand with most of 
our clients still doing hybrids as they currently 
do not have an investor take-out to purchase 
eNotes.  But it’s coming soon and for those that 
are ready to step now, (price being the same) 
it’s going to hard for the Johnny-Come-Lately’s 
to participate because once that correspondent is 
electronically lock in and happy with the 
investor that worked with them to provide it 
sooner it’s going to be hard to come in later and 
displace them.
MISMO driving standards and adoption 
Finally, all the above would not make sense 
unless there was some sort of data standard that 
can capture and interpret the data in a common 
structure and terminology that makes sense to 
all systems across the mortgage manufacturing 
process that need to share and utilize it.  v

Tim Anderson has been in the mortgage industry for over 35 years. Most recently, he oversaw DocMagic’s 
eMortgage and electronic commerce service capabilities and was responsible for growing the company’s market 
share as the industry continues to adopt electronic documents, eSignatures and digitalization of the mortgage 
process. He has held executive management positions with LPS (now Black Knight Financial Services) , Stewart 
Title, Freddie Mac and HomeSide Lending where he ran the eCommerce Division and worked at technology 
companies like Microsoft, Dexma and Tuttle Information Services. He was also the original founder of the 
eMortgage Alliance.
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Now is the time to think about 
what’s your differentiator? How do 
you stand out in the current comp-

etitive mortgage market? One sure way to get 
there is to create good content that gets you 
online traction. How do you do that? 
  In the article entitled “5 Keyword Research 
Steps not to Overlook to Create Better 
Content” written by Ann Smarty, she shares 
some tricks of the trade. She says everything, 
from SEO to content marketing to customer 
engagement, is hinging on finding and 
cornering the best and brightest keyword 
combinations.
  For the most part, you probably have the 
process down to an art. You know the steps, 
you are aware of how to use the data and 
have been doing it for long enough that you 
have watched the resulting benefits rolling in.
But could you be skipping a couple of the 
more creative tactics in keyword research? 
Here are some to consider implementing (if 
you weren’t already).
1. Organize Your Keyword Lists Properly

Long gone are the days when we had to create a
landing page for every little variation of a
keyword we were able to find. I am glad our
industry is forced to evolve into a more
integrated and smarter tactic. These days search
engines prefer long-form expert content that
covers a lot of related concepts and is organized
well.
 Content structure starts at the keyword research 

level – therefore keyword list organizing is a 
crucial step (which is overlooked by many 
content publishers, sadly).

Keyword clustering isn’t new, but it’s more 
frequently discussed these days because it helps 
structure your content and optimize it for a lot of 
related terms. A more common approach to 
keyword clustering is finding a common term 
and going from there. This approach is very 
limiting but luckily we have more advanced 

Business Strategies
Your Roadmap To Stand Out
The platforms we have access to these days provide so much opportunity to 
understand your audience better by simply watching and recording what 
they do and what they talk about.

By Michael Hammond

tools at our disposal.
2. Research Questions Behind Search Queries
Google search offers a great way to research
what people are wondering about when they
type a query in the search box. We have all seen
the expandable section that provides the
question, offers a bit of an answer and allows
the reader to click-through to learn more.

More than that, it provides a chance for 
researching niche questions and thus 
understanding your audience better. That makes 
answering questions, especially niche queries 
that fewer sites are trying to answer, an awesome 
strategy.

Covering niche questions can diversify any 
site’s organic rankings:

“People Also Ask” results help you create 
better-targeted content (and attract more organic 
users)
 “People Also Ask” results are closely connected 
to Google’s “Featured snippet” algorithm, which 
means that covering them in your content can 
give you additional exposure in search.
 We don’t know how exactly Google finds these 

questions and how its algorithm decides whether 
a certain question deserves to be listed there. But 
after years of using and optimizing for Google, I 
can be fairly sure that paying attention to 
whatever Google is showing is a solid marketing 
strategy.
 Make “People Also Ask” results a part of your 

content research and optimization process. Look 
for the questions people are asking that you are 
uniquely qualified to answer. Then create 
content addressing them, attracting more organic 
leads and building your site authority.

Social media is a goldmine of 
information, as well as a great way 
to directly engage with customers, 
would-be customers and 
influencers.
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3. Use Social Platforms For Keyword 
Validation
The platforms we have access to these days 
provide so much opportunity to understand your 
audience better by simply watching and recording 
what they do and what they talk about.
Social media is a goldmine of information, as well 
as a great way to directly engage with customers, 
would-be customers and influencers. You can also 
use it to validate your findings when it comes to 
keywords.
  Because the influence of social platforms is so 
intense, keywords are not just important when it 
comes to general search. You can get some great 
insights from social media or even a way to 
establish a whole other style of keyword driven 
campaign. Since so much referral traffic comes 
from social media platforms, there is no excuse 
not to make it a big part of your efforts.
  There are dozens of tools you can use for social 
media monitoring (Cyfe, TweetDeck, Hootsuite, 
SproutSocial...). All of those and the many others 
that exist are great, efficient methods of gathering 
social insights. But don’t underestimate the power 
of good ‘ol fashioned search and sort on the social 
platforms themselves. Adding a bit of human 
element means you have a better chance of 
establishing complete lists that use imagination in 
the search, something automated tools lack. Use 
tools to monitor social media context but play with 
different search operators to find those that work 
well for you.
  The reason social media should be used for 
keyword research is that it provides real-life 
context: Actual people talking about your core 
topic. In this sense, tools that analyze social media 
context and provide related terms and hashtags can 
provide additional data for you to work with.
4. Monitor Competitors’ Keywords (and How 
They Use Them)
Your competitors are dominating their own 
keywords. Maybe you should be following their 
example. To do that, you need a couple of tools 
that will help you to find out what they are 
targeting and how they are doing it.
  Free tools really don’t have all the features you 
need (though they can still be awesome for 
supplementing your efforts), so you need to be 
prepared to invest some money.
  For an in depth competitive insight try Spyfu. 
Their data dates back to many years ago. In fact, I 
think it’s the first competitive intelligence tool 
I’ve come across in our industry. 

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.

Keyword research is useful on so 
many levels, from content 
brainstorming to gaining organic 
visibility. There’s no one perfect way 
to do that.

  If you don’t mind building your own dashboard, 
Cyfe is an all-in-one business platform that includes 
some monitoring tools. You select and build your 
widgets and get only what you need, for about $19 
per month, less if you pay annually.
  With Cyfe you can monitor any amount of Twitter 
search widgets, Moz, RSS feeds (those from Google 
Alerts, for example), Google Trends, and so much 
more.
5. Expand to Related Keywords
Sometimes you just need to see what other key-
phrases you could be using in order to be inspired 
and improve your research. I have lost track of how 
many times I have gotten a whole new campaign 
started, or even found content ideas, using this 
method. Though it used to be harder, having to be 
done manually or with some less than stellar 
research tools that required a few extra steps.
   In the end, keyword research is useful on so many 
levels, from content brainstorming to gaining 
organic visibility. There’s no one perfect way to do 
it, but if you want to stand out in today’s mortgage 
market you need to do it. v
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Here are three of the most 
recent examples of this 
digital lender in action.  
A Vision, a Mobile App and 
a Lesson Learned  
As the mobile device entered 
ubiquity, Alterra leaders 
started thinking about the 
possibilities.   
    “About two and a half 
years ago, we started looking 
for a mobile app that would 
facilitate communication, 
transparency and improve the 
relationship between Realtors 
and our loan officers,” 
Narvaez said. “Remember, at 
the time, about 95 percent of 
the industry did not have any 
type of mobile mortgage 
application, so, we were 
considering something that 
was very new.” 
    Not finding exactly what 
he wanted, Narvaez hired a 
team of contract developers 
and built the Pronto mobile 
application themselves.   
    After two years, the 
application was ready to be 
launched—so, everyone 
thought. 
    “When you build an 
application, you want to 
make sure that it is adopted, 
because adoption is 
priceless,” Narvaez said.” 
But, when we launched 
Pronto, we realized that we 
had a lot of issues on the 
back side of the platform, so, 
the product wasn’t being 
used.” 
    Instead of going back to 
the drawing board, Narvaez 
decided to take another look 
at what was out in the 
market. He zeroed in on 
SimpleNexus, which had 
grown substantially as a 
company and as a proven 
platform in the time Alterra 
was developing and 
launching its own mobile 
platform.  

Navarez liked what he saw, 
including the ability to 
custom brand the application.  
    “We decided not to try to 
keep building what was now 
already out there and proven 
to work,” Narvaez said. “So, 
SimpleNexus became the 
new Pronto, which we 
launched in July of 2018.” 
    Alterra loan officers can 
customize and share the 
application with their 
Realtors, who then share it 
with their customers; 
streamlining communications 
and giving everyone 
transparency into what’s 
going on with the transaction.  
    That was innovation one.  
A Faster Way to Create 
High-quality Marketing 
Materials 
The second recent innovation 
came from looking at pain 
points; areas where Realtors 
had problems that need to be 
solved. 
    “We knew our loan 
officers and Realtors were 
frustrated by long the lead 
times they needed to create 
quality, customized 
marketing materials,” 
Narvaez said. “We came 
across a company that offered 
a commercial platform that 
let people go online and 
create their own fliers. I met 
with our marketing manager 
and said, ‘We need to create 
a tool like that for our 
salespeople that’s specific to 
the mortgage side’.”   
    He contracted with a 
development and design team 
that was familiar with the 
mortgage industry and, in six 
months, launched AXIS. This 
proprietary marketing 
platform enables   Realtors to 
create their own, high-quality 
fliers and send these to 
print—and do it all, literally, 
in minutes.  

“Remember, everything we 
do is to empower and create 
better relationships with our 
Realtors. We do that by 
solving their problems and 
helping them be more 
successful,” Narvaez said.   
A Streamlined Path to 
Conversions 
Alterra is taking that mantra 
to the next level with the 
rollout of A3C, short for 
‘Alterra’s three  Cs,’ which 
are capture, convert and 
close.  What A3C does is 
enable the company’s realtor 
partners to increase their 
conversion ratio, solving an 
age-old problem that has 
plagued the industry for 
decades. 
    “A Realtor might get 5,000 
visits on a web site. Of those, 
he or she might capture 200-
250 leads, and of those leads, 
that Realtor might convert 
two or three of those into 
closing transactions,” 
Narvaez explained. “The 
problem is, real estate agents 
can’t physically follow up 
with each of those leads. 
They’d rather be showing 
houses and getting contracts.” 
    With A3C, Alterra created 
a system that connects to the 
Realtor site, automatically 
creates a profile for every 
visitor, and immediately 
moves those prospects into a 
retargeting campaign. So, the 
next time that visitor logs on 
to the Internet, he or she is 
going to start seeing banners 
for that Realtor, which are 
tied to a landing page.  
    “The minute the prospect 
clicks on the banner and hits 
the landing page, that contact 
information automatically 
goes into a CRM that triggers 
SMS text messaging, and 
connects the prospect with a 
live attendant,” Narvaez said. 
“A3C is unique in that it 
includes multiple different 
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technologies: one for 
capturing and generating 
profiles, a technology for 
SMS campaigns, a 
technology for the CRM side 
to capture, store and create 
campaigns, and technology 
for the landing pages to 
redirect all traffic. So, 
basically, A3C grabs all of 
these amazing technologies, 
and adapts them into one 
system that helps the industry 
convert more leads.” 
    According to Narvaez, 
there are a lot of existing 
solutions that support the 
incubation of web site hits 
and leads, but someone still 
has to pick up the phone and 
physically follow up with 
thousands of leads, which 
isn’t realistic.  
    “Multimillion-dollar 
companies use this level of 
technology to sell cars or 
furniture, but nothing like 
this existed in the mortgage 
industry until A3C,”Narvaez 
said. It’s the biggest initiative 
Alterra has taken on to date, 
and the biggest innovation 
Narvaez’ team has put out in 
the market.  
    At the time of this writing, 
SimpleNexus (aka Pronto), 
AXIS and A3C have only 
been rolled out companywide 
for a little more than a month. 
    Narvaez’ focus right now 
is adoption, adoption, 
adoption—the key to 
maximizing results from 
Alterra’s technology 
investment.  
    “We’re running monthly 
contests where our top Pronto 
users win prizes and trips 
to  Riviera Maya, Mexico, to 
drive adoption. The real 
benefit is, in addition to 
posting the names of our top 
five users, we also post their 
results, so, other loan officers 
can see how the use of the 
app correlates to an increase 

in production,” Narvaez said. 
“The message we want to get 
across is this: use more 
Pronto—our branded 
SimpleNexus platform—get 
more prospects, engage more 
Realtors and get better 
results.” 
    Today, just one month 
after deployment, 75 percent 
of the company’s 300 loan 
officers are 
Pronto/SimpleNexus  users. 
Sixty-nine percent of those 
loan officers have activated 
referral partners, who now 
use co-branded versions of 
the application, with the top 
loan officers activating more 
than 50 referral partners each. 
Most significantly, 40 percent 
of those loan officers have 
new loans generated by 
borrowers with whom 
they’ve shared the app, with 
the top eight loan officer 
users taking in 20 or more 
loan applications each.  
    “We don’t expect 100 
percent adoption; we respect 
that some people in the 
company aren’t tech savvy or 
won’t use it—and that’s 
fine,” Narvaez. “We are more 
focused on making sure that 
the people who adopt it know 
how to use Pronto to its full 
potential.” 
    Narvaez is following a 
similar technique to drive 
adoption with AXIS and 
A3C, starting with training, 
making sure loan officers 
understand the value 
proposition; and sharing 
success stories as these 
happen. 

    “We have a top producer 
who has built her entire 
business using Pronto 
(SimpleNexus). She has not 
only generated excitement 
among her Realtors, but she 
has already been able to grow 
her pipeline,” Narvaez said. 
“As we go through the next 
six months, we will continue 
to measure our metrics, and 
compare the use of Pronto, 
AXIS and A3C with the 
production and profitability 
of our loan officers and 
branches. Then, we’ll 
continue to compare those 
results year over year.” 
    By anyone’s standards, 
Alterra Home Loans is a 
pioneer in digital lending, 
using  technology to help 
build relationships, 
streamline communications 
and, ultimately, help loan 
officers and Realtors convert 
more prospects into sales. 
Narvaez believes that 
Alterra’s creative use of 
technology is key to survival 
in a changing industry. 
    “As rates increase and refis 
disappear, you have to look at 
how you’re going to engage 
with Realtors, and how 
you’re going to differentiate 
as a lender,” he said. “You 
cannot just walk up and say, 
‘I’m a lender, I have 
experience, I will close on 
time.’ You have to bring the 
technology that will offer 
transparency, close the 
communication gaps and give 
those Realtors—and their 
customers—an amazing 
experience.”   v 
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Millenials are at the stage in 
their lives where they are the 
ones who are ready to buy 
houses. They are quickly taking 
over the homebuyer market, and 
will only expand from here. 
There is going to come a time 
where Millennials and 
Generation Z members, whose 
lives have revolved around 
electronics, engulf the entire 
mortgage industry. Now is the 
time for mortgage professionals 
to advance their digital presence, 
accommodate millennials, and 
prepare for what comes next. 
Lenders are going to have to 
make every effort to keep up 
with the times, as digital 
mortgages are what millenials 
are anticipating. 
    Digital point-of-sale 
applications are growing in the 
mortgage industry, and it’s 
obvious as to why. Not only is it 
more convenient for the 
homebuyer, but it assists the 
lender throughout the process as 
well. As for the borrower, they 
can apply for a loan while on the 
go, or sitting in the comfort of 
their own home. They certainly 
don’t have to go through as 
many tedious questions that 
don’t apply to them, and they 
can avoid the back and forth 
process between the bank and 
their loan officer. In addition, 
they have the ability to jump 
around the application, filling 
out whatever information they 
have on hand. Due to this, they 
no longer have to stop after five 
minutes because they are 
missing information and can’t 
proceed to the next section. It 
ultimately ends up accelerating 
the process in a more efficient 
manner. In terms of the lender, 

they will save in operating and 
closing costs by utilizing a fully 
automated mortgage application. 
Many applications even include 
full customization with real-time 
data validation, ensuring that the 
lender is receiving quality data. 
It’s no wonder that borrowers 
and lenders alike prefer the 
newly enhanced, digital 1003 
application. 
    Mike Goldman, COO of 
AmCap and digital POS adopter, 
has had nothing but good things 
to say about his combination of 
digital mortgage solution 
provider and asset verification 
platform. Before their 
transitional period, their team 
had created a task force made up 
of business leaders that 
consisted of  originations, 
compliance, operations and 
executive management in order 
to find the best in class 
providers.  Their overall goal 
was to primarily provide their 
borrowers with a digital 
customer experience while 
improving loan efficiency. They 
went as far as looking at more 
than twenty different providers 
before coming to the conclusion 
that they needed an advanced 
digital solution that could 
seamlessly integrate with an 
asset verification platform.  In 
other words, they were in need 
of a financial data platform that 
would allow them to deliver the 
digital customer experience that 
they were looking for, while 
reducing loan manufacturing 
costs. 
    AmCap Home Loans houses 
117 different branch locations 
with 442 loan officers. As 
Goldman mentioned, their 
company finds value in the 

combination of their digital 
mortgage solution and asset 
verification platform.  In short, 
digital mortgage solutions 
provide a variety of products to 
the mortgage application process 
including mortgage compliant 
websites, pre-qualification 
forms, and digital 1003 
applications. On the other hand, 
asset verification platforms are 
there to automate formerly 
manual loan processes by 
collecting and verifying crucial 
borrower information such as 
assets, employment, and 
income, to ensure that the lender 
is receiving quality data.  The 
two combined ultimately create 
an experience that seems to sit 
well with both the lender and the 
borrower. 
    As stated previously, it is 
critical to accommodate users 
online, millennials in particular. 
Not only should they have a 
digital 1003 application at their 
disposal, but they should have 
an easy to use, mobile 
responsive website that they can 
trust to hold their personal 
information. Even if a mortgage 
company has a well-equipped 
application, users won’t trust 
putting their personal 
information into it if it appears 
that their website was thrown 
together and unsecure. 
    Steve Polito, EVP of 
Marketing and Mortgage 
Technology at Annie Mac Home 
Mortgage, was most impressed 
with the leads they were able to 
capture when they implemented 
new digital solutions.  When 
they upgraded their digital 
lending platform they were able 
to streamline web lead capture 
points for the first time, which 
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made a big difference in their 
business.  He also was 
impressed with the solutions 
short app and full 1003 due to 
their stability and the fact that 
that their data could seamlessly 
integrate with their LOS and 
Velocify.  For their company in 
particular, the ability to easily 
create affinity and landing pages 
opened many new opportunities 
for their marketing department 
as a whole. 
    Annie Mac Home Mortgage 
has 72 different branch locations 
with 287 loan officers. Annie 
Mac, in particular, utilizes a 
prequalification application, 
which generally pre approves a 
borrower before filling out the 
formal 1003 application. Their 
application actually integrates 
with Velocify, thus allowing 
their company to have a 
prosperous sales funnel with 
good CRM and lead 
management. At this point, their 
loan officers can personally 
reach out to various borrowers 
in order to get them to continue 
their homebuying process with 
Annie Mac. There’s nothing like 
having leads right at your 
fingertips thanks to a digital 
platform.   
    Let’s not forgot about 
realtors, who also play a 
significant role in the home 
buying process. While they 
don’t have to worry about 
implementing point-of-sale 
applications, they do still have 
to ensure that their website is 
providing them with the greatest 
amount of visibility so that 
homebuyers can easily find 
them. Their websites should be 
appealing, and make the buyer 
want to choose them.  

A New Jersey realtor said, “The 
right digital solution has given 
me the opportunity to grow my 
number of leads and my 
presence in the real estate 
community. I love that my site 
pulls from the MLS and that I 
can post as many single property 
sites as I need. I’ve been using 
this tool for years and will 
continue to do so!” 
    The homebuying process has 
various levels to it, and now 
there are digital solutions at 
every stage. That's really where 
satisfied clients see the benefits 
when taking the leap into a 
digital platform.  The world is 
headed on the track to becoming 
fully digital based due to its 
efficiency and overall 
productivity. With the millennial 
generation taking over the 
homebuying market, I think it is 
safe to say that they want a 1003 
application that fits into the rest 
of their everyday lives. The 
digital demands that we are 
facing today can be 
overwhelming, but not when 
you choose a leading digital 
mortgage provider. 
    What each of these lenders 

 and realtors have in common is 
the same award winning digital 
lending platform produced by 
WebMax.  WebMax provides 
innovative, digital solutions 
designed to make Mortgage and 
Real Estate easy by enhancing 
the lending experience. Their 
focus includes: Boosting Lead 
Generation, Maximizing 
Conversion, Expediting the 
Origination Process, Enhancing 
Referral Partnerships, Bolstering 
Client’s Digital Presence, and 
Offering Effective Industry 
Tools. 
    WebMax, believes that home 
buyers need a simpler, faster 
way to acquire a mortgage loan. 
In order to achieve this end goal, 
WebMax provides intuitive 
digital mortgage software 
solutions designed to deliver a 
superior consumer borrowing 
experience while also reducing 
the loan manufacturing cost. 
With products spanning the 
entire digital mortgage loan 
process, from the first borrower 
click to the last lender approval 
in the process, WebMax makes 
sense of the digital-first 
regulatory-ridden mortgage 
Industry for borrowers and 
lenders alike.   v 
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    An Advanced Mortgage 
OCR solution needs to do 
more than just convert 
document images to text. 
Once converted, an advanced 
OCR solution should then be 
able to interpret that text 
using Semantic Analysis and 
artificial intelligence (“AI”) 
rules engines in a similar way 
a human being would process 
the content.  Based on these 
results, documents can be 
automatically indexed and 
relevant datapoints extracted. 
This information is then 
passed to downstream 
applications for appropriate 
routing, and archival.  
    For today’s most advanced 
OCR solution, the OCR 
process begins with a full-
page OCR scan of each 
image.  This step is unique 
and typically completed in 
less than one second per 
page.  An extremely high-
speed OCR process is critical 
and yet difficult for many 
vendors to achieve.  It is this 
performance, which allows 
every word on the page to be 
included in the scope of the 
AI rules engine analysis, just 
as a human being would 
interpret the content.  This 
content evaluation process is 
unique in terms of the 
combination of speed and 
ability to include all page 
content in the evaluation 
scope, thereby making it 
extremely flexible with 
documents of varying layout 
(for example, bank 
statements).   
OCR in Action Use Cases 
from Leading Lenders 
>>TRID Capture and Audit
The ideal OCR solution
provides a rigorous tool for a
comprehensive review of
each TRID transaction.
Typically, during the
origination process there are
several iterations of both a

Loan Estimate and a Closing 
Disclosure. The most 
efficient TRID Audit solution 
is able to extract every data 
element from all initial and 
re-disclosed Loan Estimates 
and Closing Disclosures. The 
system can be configured to 
either output all of the data 
from each document 
iteration, or output just the 
differences found from the 
prior document. Output 
formats should include 
MISMO v3.3 or custom 
XML schemas. 
    In the case where a loan 
origination system is 
generating the TRID 
disclosures, this differential 
reporting may be something 
produced by the LOS itself. 
However, in the 
correspondent lending 
channel, or in the case of a 
split, “borrower-only” and 
“seller-only” Closing 
Disclosure transaction, this 
Advanced OCR solution 
closes a gap that the LOS is 
unable to address.  
    In these cases where the 
lender’s LOS does not 
generate all iterations of the 
Closing Disclosure and Loan 
Estimate, a solution is needed 
that can natively read PDF or 
scanned TIFF versions of 
these documents. This type of 
TRID Audit solution has 
been developed and tested to 
support any layout of these 
documents from any source. 
>>UCD Creation and Audit
The Uniform Closing Dataset
(UCD) provides a common
industry dataset to support
the Consumer Financial
Protection Bureau’s (CFPB)
Closing Disclosure and its
ability to be communicated
electronically.
    Loans closed on or after 
September 25, 2017 which 
are acquired by the  GSEs are 
required to have both a UCD 

XML file and after June 25, 
2018 an embedded PDF of 
the associated Borrower 
Closing Disclosure.  
Over time the UCD is 
intended to provide the 
following benefits: 
A. Greater data consistency
by promoting better and more
efficient data integration and
exchange between business
partners.
B. A common understanding,
as all parties use a consistent 
approach and language to 
describe the information on 
the Closing Disclosure. 
C. Improved data accuracy
by eliminating the need for
proprietary formats that can
be costly to maintain and can
lead to misinterpretation of
the data.
The GSEs are collecting
UCD data because it:
A. Helps enhance credit risk
management with more data 
and better quality data. 
B. Provides important 
information to help increase 
their ability to detect fraud 
and misrepresentation at loan 
delivery. 
C. Provides additional
transparency into the
mortgage loan transaction file
to help assess whether the
loan, as closed, meets the
GSE’s eligibility
requirements.
    According to the GSEs a 
PDF of the Closing 
Disclosure needs to be 
embedded in the UCD 
because, “The Borrower 
Closing Disclosure is the 
definitive record of the fees, 
charges, and adjustments that 
occurred in the loan 
transaction. As such, it is 
used to validate that the 
information provided in the 
UCD submission is complete 
and accurate.” 
July 2018 UPDATE: As the 
new requirement for 
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embedding a PDF of the 
Borrower’s Closing 
Disclosure was beginning to 
rollout, leading solution 
providers engineered a 
solution to perform an audit 
to statistically measure the 
accuracy between the data 
found on the embedded PDF 
and the MISMO XML data 
found in the UCD.   
    The right solution provides 
the tools to determine if the 
data on the embedded PDF 
Closing Disclosure source 
document actually matches 
the same data within the 
UCD XML file. While this 
capability is certainly 
valuable to GSE entities, it is 
also possible to use this audit 
for other loan transfers.  As 
part of a due diligence 
process, investors may use 
this capability to verify that a 
set of loans to be purchased is 
as advertised and all critical 
metadata provided is 
accurate. 
>>HMDA Audit
In order to promote 
compliance with federal 
consumer protection laws, 
lenders are required to submit 
certain borrower 
demographic data to the 
federal government. HMDA 
(Home Mortgage Disclosure 
Act) disclosures provide the 
public with information on 
the home mortgage lending 
activities of most lenders. 
    One of the challenges for a 
lender in reporting HMDA 
data is to ensure that the 
documents from which data 
is pulled are, in fact, the final 
versions. Many times errors 
in HMDA reporting are due 
to reporting data based on a 
non-final source document. 
     The most advanced OCR 
solution for HMDA Audits 
searches through an image 
archive for every version of 
every document relevant to 

the HMDA reporting process 
and automatically determines 
the final versions. Data is 
then automatically captured 
from these final documents 
via their AI data extraction 
rules and coalesced into an 
XML file or spreadsheet to 
be used for reporting.  
What’s New in 2018? 
>>OnDemand OCR capture
(W2s, Paystubs, and Tax
forms)
    As the industry continues 
to look for faster and more 
efficient ways to capture key 
data from prospective 
borrowers, a leading OCR 
provider has been listening. 
Their sub-second speed OCR 
is the ideal technology 
platform from which to allow 
borrowers, loan officers and 
others to submit supporting 
loan documentation for quick 
automated document 
identification and data field 
capture. 
>>Necessary but Unique

Capabilities
The key capabilities and
features of the Paradatec
Advanced OCR solution that
make these use cases possible
are:
A. Sub-second per image full
OCR processing 
Paradatec advanced indexing 
and data capture technology 
is at least 10 times faster than 
others, which allows them to 
take an approach others 
would like to, but just can’t 
because of their system 
performance. This capability 
is unique, and enables 
Paradatec to evaluate all text 

on every page, just as a 
human can but much faster.  
B. Extreme scalability with a
small hardware footprint
Paradatec’s Advanced OCR
solution scales from the
ability to process over
1,000,000 images daily on a
single eight core server to
tens of millions of images
daily by simply enlisting
additional cores into the
configuration.
C. Pre-built mortgage OCR
library
Over 500 mortgage document
types ready to be indexed,
and more than 6,000
mortgage loan data fields
able to be captured right “out
of the box”.
D. Web services API
Paradatec’s OnDemand OCR
feature extends their
Advanced OCR capabilities
to other applications through
seamless integration with a
web services API.
E. Document versioning
Documents can be stacked,
with like documents
consolidated together, to
streamline the document
versioning process.
F. Bookmarked PDF output
Paradatec’s WritePDF
module provides a
bookmarked and annotated
PDF of the submitted loan
package, including a table of
contents with links to key
data elements within the
package.  Clients find this
feature invaluable and a
significant documentation
addition to their inventories
of mortgage loans.   v
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Q: Today’s housing market is 
drastically different from the market 
of just 10 years ago. In your opinion, 
what are some of the biggest 
challenges that lenders are facing 
today?
ELIZABETH KARWOWSKI: That’s 
a great question because you can’t really 
begin to formulate and fine-tune 
business strategies until you are able to 
understand difficulties common to most 
lenders in today’s market. Business 
development has always been a 
challenge; if it was easy, everyone could 
do it. However, it is becoming much 
harder to generate quality leads. Every 
day we are seeing a greater shift from a 
refinance market to a purchase market. 
Many loan officers who are accustomed 
to generating new streams of revenue, in 
house, are now having to start from 
scratch when trying to attract new 
sources of business. Lenders are being 
forced to devote more time and 
resources, pecuniary and otherwise, to 
lead generation. Another major concern 
for many of the loan officers is the 
rising cost of lead acquisition. Quality 
leads are becoming harder and harder to 
come by, and the demand is driving the 
price up. When you couple this extra 
cost with another major problem, the 
lack of qualified applicants, the cost of 
origination increases such that it has 
become a barrier to entry for fledgling 
companies looking to establish a 
foothold in the contemporary 
marketplace.

Q: You raised some very interesting 
points, especially with regard to the 
shift to a purchase market. Could you 
expand a little more on why that shift 
is so significant to lenders?
ELIZABETH KARWOWSKI: Of 
course. It’s always easier to generate 
business from sources or people with 
which you or your organization has 
established a relationship or rapport. 
Logic would also dictate that a 
consumer with which your organization 
had a successful, prior business 
relationship has a higher percentage 
chance qualifying for the financial 
products that you’re offering than 
someone else chosen at random. What 
we are seeing now, is that many lenders  

must, increasingly, rely on third party 
sources for leads that are often proving to 
be of lower quality. I think this can be 
attributed to the changing paradigm 
regarding home ownership. What used 
to be known as the “American Dream” 
of owning your own home, no longer 
resonates with the younger generation 
which, traditionally, would have made 
home ownership a top priority. Many of 
the potential first time home buyers who 
are applying for mortgages are at a stage 
later in life where previous financial 
difficulties and low credit prevented 
them from purchasing a home. Some of 
these people were able to overcome 
those financial hurdles, but many are not 
equipped with the resources or financial 
IQ to put themselves in position to 
qualify for a mortgage. Lenders are 
becoming frustrated because the 
applicants that are willing do not qualify, 
and those consumers who do qualify are 
not willing.

Q: That makes a lot of sense, and it’s 
unfortunate that younger generations 
do not place more value on home 
ownership. You did mention, 
however, that there are many 
consumers who still want to buy, but 
are not qualified. How does this affect 
the cost of lead acquisition?
ELIZABETH KARWOWSKI: Well, 
in this industry, credit scores that fall 
outside of qualifying ranges are one of 
the common challenges to the successful 
conversion of leads. Leads that look 
attractive because the applicant has 
decent income or other assets, are all too 
often coupled with disqualifying credit 
scores. According to the Federal Reserve 

Bank of New York, more than one-
third of all Americans have a FICO 
score of 620 or below.
  That number is staggeringly large, 
and has huge implications in terms of 
price per lead and the cost of 
origination. Many institutions are 
spending thousands of dollars, and in 
some cases tens of thousands of dollars, 
on leads every month. If one third of 
those leads have less than qualifying 
credit, then lenders have essentially 
payed 33 percent more than initially 
thought for the applicants who do have 
a qualifying score, with no guarantee 
they’ll otherwise qualify or ultimately 
opt for the product for which they 
applied. 
   In an effort to remedy this problem, 
lenders have begun forming strategic 
partnerships with organizations that 
specialize in credit remediation and that 
are able to rehabilitate consumers’ 
credit profiles in order to get them 
qualified. These organizations often 
offer their services at no cost to the 
lenders, and provide an avenue through 
which those lenders are able to 
recapture leads that would have 
otherwise fallen by the wayside. This 
strategy allows lenders to drive the 
price per qualified lead, and overall 
cost of origination, down by providing 
a larger qualified applicant pool for 
the loan officers to work with. 

Q: That is an interesting statistic; I 
would not have guessed that many 
people are affected by poor credit. 
What are your thoughts on consumer 
credit health at a macro level?
ELIZABETH KARWOWSKI: Well, 
it is nowhere near as healthy as it could 
be. Although we are all aware of the 
credit system and how big of a role it 
plays in our daily lives, very few of us 
possess a critical understanding 
necessary to successfully navigate the 
credit landscape. Most people, through 
no fault of their own, simply lack the 
tools required for self-help. As I 
previously mentioned, 33 percent of all 
consumers have a score below 620, but 
what is even more alarming is that a 
study conducted by the Consumer 
Financial Protection Bureau revealed 
that over 45 million adults either do not 

Industry Predictions
Elizabeth Karwowski thinks:

Competition is not going away. 
Lenders will continue to see rising 
cost to acquire leads causing 
margin compression. 

The large amount of information 
on credit is not shrinking, it's just 
making it even more confusing.  

Lenders will continue to spend 
large amounts of money to meet 
their CRA requirements if they 
don't change the way they do 
things.  

1.

2.

3.
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have a credit score or are un-scorable. 
Think about that for a second. There are 
300 million people in this country (that 
includes children), and 15 percent of 
them do not have a credit score. Those 
two statistics, alone, should be 
sufficiently indicative of the difficulties 
faced by lenders in today’s market.
 To compound the problem, the 
reactionary measures taken by 
governmental bodies and financial 
institutions, themselves, after the 2008 
recession have increased the grade of 
what was already an uphill battle for loan 
officers. In some cases, increased 
regulation was warranted but, in many 
others, consumers who would have 
qualified in the past because they were 
able to demonstrate that they had the 
means to meet their financial obligations 
are denied every day, irrespective of their 
actual ability to pay back those loans. 
This is because credit scores are now 
weighed so heavily. 
  So, to answer your question, I think 
there is certainly room for improvement. 
Many of those Americans who find 
themselves in less than ideal 
circumstances as they pertain to credit 
lack the resources and tools necessary to 
improve their standing. With a little 
guidance, those consumers could take the 
remedial measures necessary to qualify 
for a mortgage or reach their other 
financial goals. 

Q: Well what types of resources or 
tools do those consumers need? If those 
consumers are able to improve their 
credit health, I’m sure it could create a 
lot of opportunity for lenders. 
ELIZABETH KARWOWSKI: You’re 
absolutely right. That pool of unqualified 
applicants represents a wealth of potential 
business for lenders. The bottom line is 
that the credit system in this country, in 
terms of what decisions impact your 
credit both, positively and negatively, can 
be very difficult to comprehend for most 
people. The emphasis that is placed on 
consumer credit scores during the 
evaluation process is often what 
determines whether or not an applicant 
will be pre-approved. From personal 
experience, I have seen successful 
businessmen and women, with high 
paying jobs, denied for a mortgage becau-

se their credit was a mess. They 
could have easily afforded the 
payments on the mortgages for 
which they applied, but were denied 
solely because of their credit 
profiles. The reason I bring this up 
is to emphasize that credit is not 
just a problem for the impoverished, 
it affects all people of all 
socioeconomic classes, from all 
walks of life. 
  The good news is that credit 
coaching and education can go a 
long way in helping those 
consumers rehabilitate their credit. 
The methods by which credit 
bureaus calculate credit scores are 
often counterintuitive and, without 
the proper guidance, many people 
unwittingly wind up hurting their 
scores when they attempt to improve 
them independently. An example that 
I like to use, and what I encounter 
constantly, is when a consumer tries 
to raise his or her credit score by 
paying off a delinquent account. 
Let’s say that there is a delinquent 
account on your credit report that 
has been there for several years. It’s 
perfectly rational to think that if you 
pay that debt off, you would raise 
your credit score; you owe someone 
money, you pay it, so your score 
should go up because you’re no 
longer indebted to that creditor. 
However, paying off that account, 
which has been dormant for several 
years, can have an absolutely 
devastating effect on your credit 
score. By making a payment, you 
essentially “reset the clock” on that 

debt and, in doing so, can drop your 
credit score anywhere between 50-100 
points. 

Q: Well if consumers shouldn’t be 
attempting to fix their own credit, is 
there anything lenders could do to 
help?
ELIZABETH KARWOWSKI: Of 
course. Lenders are uniquely positioned 
to help their prospective 
clients. Through their interaction 
with an applicant, a lender learns 
about that applicants’ goals, which 
products will allow that applicant to 
reach those goals, and what that 
applicant needs to become qualified 
for those products. As I mentioned 
before, if the lenders are able to 
form partnerships with organizations 
that specialize in this type of credit 
rehabilitation, they could steer their 
potential clients toward the guidance 
and resources needed to help that 
applicant become qualified.

Q: You’ve brought up these 
partnerships, but is there any reason 
that the lenders cannot help their 
applicants, themselves?
ELIZABETH KARWOWSKI: That’s a 
great question. There are several reasons 
that lenders should be weary of assisting 
consumers in-house. The most obvious 
reason that comes to mind is that most 
lenders would find themselves in 
violation of federal law. by partnering 
with organizations that specialize in this 
field, lenders are able to free up time, 
money, and resources for business 
development and other areas of need.  v
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    “In the first quarter of 
2018, falling volume drove 
net production profitability 
into the red for only the 
second time since the 
inception of our report in the 
third quarter of 2008,” said 
Marina Walsh, MBA vice 
president of industry analysis. 
“While production revenues 
per loan actually increased in 
the first quarter, we also 
reached a study-high for total 
production expenses at 
$8,957 per loan, as volume 
dropped.” 
    In this unfortunate story 
for lenders, while it is easy to 
identify the villain, who the 
hero in this story will be is 
still up for debate.  We can 
agree that necessity is the 
mother of invention and if 
margins were wonderful, we 
wouldn’t need to rethink how 
we originate.  But that’s not 
today’s reality, so we are 
forced to ask the tough 
questions in hopes of finding 
our hero. 
>>How do we reduce costs
without the standard seasonal
downsizing?
>>How do we increase
origination numbers without
blindly hiring more LO’s?
>>Is there a better and more
efficient way to originate
loans?
>>Can we afford to continue
doing business as usual?
In starting to ask these tough
questions we must first
identify costs to see where
the actual numbers are
coming from.
>>Are your numbers off and
contributing to your rising
costs?
>>How many loans does the
average LO close a month in
your organization?
>>Of those loans, how well
are your LO’s growing the
referral business?

>>How many loans can a
processor per day, month,
and year handle in your
organization?
>>Ask the same question
about your Underwriters?
Closers? Funders? Etc.?
>>While you may have these
numbers at your disposal,
when was the last time you
truly checked to see how
accurate they are in today’s
market?
>>How paperless is your
organization really?  How
much is that costing you?
>>Why is it that the average
Underwriter could handle a
pipeline of 100 loans pre-
crash but can’t handle much
more than 30 today?
    In reviewing your numbers 
one thing should be very 
clear— the villain in this 
story in the rising cost to 
originate.  So as a lender we 
must shift our focus to the 
potential hero in this story if 
we are going to survive let 
alone thrive in today’s 
mortgage market.  The hero 
is improving your operational 
efficiency.  The challenge is 
how we put this into action. 
    When lenders originate it 
is typically done from a very 
loan centric perspective. The 
average mortgage company 
does everything from their 
LOS and prioritizes their 
loans by status/ 
milestone/pipeline. Don’t 
blame the LOS, but instead 
consider this: 
>>Is there a better way to
prioritize the steps to
originate a loan?
>>How can you empower
LO’s to do more without
them having to spend more
time on tedious follow-ups?
    A fresh look at the “flow 
of work” and not just the 
traditional workflow of 
origination to underwriting to 
funding is required. 

The devil is in the details. It 
is critical that if we are going 
to defeat the villain, we must 
take the time to not only 
understand how much we are 
spending on each task to 
originate but also truly 
understand how we can 
become more efficient. 
    Lenders are notorious for 
running tons and tons of 
reports.  Unfortunately, 
reports become stale the 
minute you print them, so 
you forward thinking lenders 
have moved to real-time 
dashboards.  While that is a 
step in the right direction, 
that’s only half the battle.  
The real key is— what do 
you do with that data? 
    It is one thing to 
understand the data, but if 
you want to truly gain 
operational efficiency and be 
the hero, what you do with 
the data is so much more 
important.  Is the data telling 
you where the bottlenecks 
exist in your origination 
workflow?  Those bottle- 
necks/inefficiencies are 
costing you money and 
contributing to your rising 
costs. Once you identify the 
bottlenecks how can you 
eliminate these bottlenecks 
through workflow automation 
to create consistent processes 
that streamline and reduce 
costs? 
    Let’s take a step back and 
look at history. When Henry 
Ford implemented the 
assembly line, they saw a 
dramatic increase in 
productivity, here’s why: 
>>Work was prioritized,
pushed to the right person at
the right time
>>Ford created sub-
assemblies to maximize 
output 
>>Technology then 
automated the items that a 
system could handle, but 
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people still do a majority of 
the work today. It’s more of 
the right person, at the right 
time, and at the best price. 
    The good news is that you 
don’t have to try and figure 
all of this out by yourself. 
Help is on the way.  We 
know the mortgage process. 
A team of lenders and 
mortgage technologists 
created Lodasoft. We've been 
on your side of the fence—
struggling with the day-to-
day challenges of the 
constantly shifting mortgage 
process and rising cost to 
originate. Based on that 
experience, we strive to make 
lenders more efficient, 
scalable and profitable. 
    We can help you maximize 
your team by looking at 
things from a different 
perspective.  Lodasoft is a 
Digital Mortgage Platform 
focused on task and 
workflow automation. 
Designed by mortgage 
veterans, our strength is in 
maximizing productivity and 
quality while providing 
structure and guidance for all 
members of the process. 
    Consider this: you’ve been 
successful thus far. You’re 
closing loans, and you might 
be somewhere in the middle 
when it comes to 
profitability. Now, if you 
could only get the most out of 
every motion in that process. 
    The first thing we can help 
you do is Identify. Zooming 
out of the day-to-day can 
work wonders, especially 
when done by a fresh set of 
eyes. Here’s an example of 
questions you might ask in 
identifying key areas for 
improvement. 
>>What is our process for
gathering borrower
conditions?

>>How do we actually Track,
Approve, and Reject
documents?
>>How much of this is done
via email?
>>Do all interested parties of
the transaction have a Real-
time Status into each one of
these conditions?
    For example, say we’re 
waiting on an item from a 
third-party. Do we know how 
long we’ve been waiting for 
that particular item? Is it 
stopping someone else from 
performing an unrelated 
function? What does the 
follow-up process look like? 
Are we just emailing for 
updates?  
    Once we’ve identified the 
key areas for improvement, 
you’ll have a better 
understanding of how you 
might transfer responsibilities 
from one employee to 
another. Think of it like this, 
a high-cost resource should 
almost NEVER perform a 
low-cost function. If it can be 
handled through automation, 
even better!  
    The next thing to identify 
is Communication. So much 
gets lost due to a lack of 
transparency. Systems were 
designed so that multiple 
users can’t have edit rights to 
the same areas. It makes 
sense. If someone is 
reviewing income and 
someone goes in and changes 
the income… well… 
    Think about it. We all have 
some reporting mechanism 
we rely on. As mentioned 
earlier, some work from 
system pipelines, some from 
live dashboards. Some 
(maybe a majority) still use 

spreadsheets. 
    Why? 
    For one, spreadsheets can 
be manipulated very easily. 
Make a few updates, attach it 
to an email, and send to 
management. 
    Communication is key. 
People need updates so that 
they can offer guidance and 
delegate loans. However, this 
is where things start to really 
fall apart. 
>>What if the key person on
a file is out of the office?
>>Could that lock extension
have been avoided?
    As you identify these key 
areas that need to be 
communicated to multiple 
people, you will begin to 
uncover missteps that create 
vicious cycles of he-said/she-
said. A flurry of CC and BCC 
emails ensue and this leads 
to, well…a lot of bad.  
    We can help you go from 
“CC and BCC everyone just 
in case” to pointed 
communication at the right 
time to the right person. This 
way, your team is being 
communicated to/with on a 
“need to know” basis. 
    These are just a couple of 
examples of things we do 
every day that happen 
because they’ve always been 
done that way. We can 
change together. 
    You no longer have to be a 
victim to the rising cost of 
originating loans. Allow 
Lodasoft to help you rethink 
how you are originating so 
that you can streamline your 
processes while reducing the 
cost to originate. Let 
operational efficiency 
become the hero.   v 
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The passage of Dodd-Frank 
in 2010 - spearheaded by 
Congressman Barney Frank 
and Senator Christopher 
Dodd - was designed to 
address the 2008 financial 
crisis with far-reaching 
reforms, including the 
creation of the Bureau of 
Consumer Financial 
Protection (CFPB) and 
tighter supervision of 
financial markets and 
institutions. Prior to the 
CFPB, consumer regulations 
were the responsibility of 
federal agencies such as the 
Federal Reserve Board and 
the Department of Housing 
and Urban Development.  
Under Dodd-Frank, 
community banks with 
limited resources and large 
institutions with significant 
legal and compliance staffs 
became subject to a number 
of new regulations issued by 
the CFPB. The mandatory 
time frames for the CFPB to 
issue regulations resulted in 
rules that were confusing and 
misinterpreted. 
Consequently, mortgage 
lenders provided fewer loan 
options to limit their liability 
associated with 
noncompliance.  
Compliance departments at 
large banks rapidly expanded 
to keep up with the 
increasing number of new 
requirements. Banks and 
mortgage providers located in 
smaller cities and towns had 
limited to no compliance 
talent pool to draw from even 
if they could afford the staff. 
To offset the rising cost of 
managing compliance, local 
community banks sought 
acquisitions, closed, or 
merged with other banks.  
What Reforms Mean For 
Local Mortgage Providers 
The amendments include 
relief for community banks 

struggling to maintain 
profitability and the staffs 
required to implement CFPB 
regulations or offer new 
products due to uncertainty 
and liabilities.  
Smaller banks are now 
exempt from many 
requirements that previously 
hindered growth.  
For example, finding certified 
or licensed appraisers in rural 
areas can be difficult and 
often those resources do not 
exist. Now, banks located in 
more rural communities are 
exempt from conducting 
appraisals of real estate 
property with a transaction 
value of less than $400,000. 
The lenders must also 
provide proof that certified or 
licensed appraisers are not 
readily available.  
For areas with high 
concentrations of community 
banks, this could mean the 
difference between the 
banks’ survival and closing. 
Laws and reforms move 
along a sliding scale. Because 
of the 2008 financial crisis, 
the scale shifted towards 
protecting consumers; a 
decade later, the lending 
industry hopes the reforms 
can find a balance between 
consumer protection and a 
thriving housing and 
financial economy.  
Summary of Mortgage 
Lending Revisions in the 
2018 Dodd-Frank Reform 
Although the Act addresses 
banks, student borrowers and 
capital formation, we are 
specifically addressing only 
mortgage lending revisions 
and improving consumer 
access to mortgage credit as 
well as protections for 
veterans, consumers and 
homeowners.  
THE FEDERAL 
ECONOMIC GROWTH, 
REGULATORY RELIEF 

AND CONSUMER 
PROTECTION ACT 
(“ACT”) 
Truth-in-Lending Act 
(“TILA”) 
Definitions were added to the 
qualified mortgage (ability to 
repay) provisions related to 
“Safe Harbor.”  
“Covered institution” is an 
insured depository institution 
or an insured credit union 
that, together with its 
affiliates, has less than 
$10,000,000,000 in total 
consolidated assets. 
“Qualified mortgage” 
includes any residential 
mortgage loan: 
>>That is originated and
retained in portfolio by a
covered institution;
>>That is in compliance with
the limitations with respect to
prepayment penalties;
>>That complies with any
guidelines or regulations
established by the CFPB
relating to ratios of total
monthly debt to monthly
income or alternative
measures of ability to pay
regular expenses after
payment of total monthly
debt, taking into account the
income levels of the borrower
and such other factors as the
CFPB may determine
relevant and consistent with
the purposes of the statute;
>>That does not have
negative amortization or
interest-only features; and
>>For which the covered
institution considers and
documents the debt, income,
and financial resources of the
consumer as required.
A residential mortgage loan
described above will be
deemed to meet the ability to
repay requirements.
A residential mortgage loan
described above does not
qualify for the safe harbor if
the legal title to the



residential mortgage loan is 
sold, assigned, or otherwise 
transferred to another person 
unless the residential 
mortgage loan is sold, 
assigned, or otherwise 
transferred: 
>>To another person by
reason of the bankruptcy or
failure of a covered
institution;
>>To a covered institution so
long as the loan is retained in
portfolio by the covered
institution to which the loan
is sold, assigned, or otherwise
transferred;
>>Pursuant to a merger of a
covered institution with
another person or the
acquisition of a covered
institution by another person
or of another person by a
covered institution, so long as
the loan is retained in 
portfolio by the person to 
whom the loan is sold, 
assigned, or otherwise 
transferred; or 
>>To a wholly owned
subsidiary of a covered 
institution, provided that, 
after the sale, assignment, or 
transfer, the residential 
mortgage loan is considered 
to be an asset of the covered 
institution for regulatory 
accounting purposes. 
Any loan made by an insured 
depository institution or an 
insured credit union secured 
by a first lien on the principal 
dwelling of a consumer is 
exempt from TILA higher 
priced mortgage escrow 
requirements if: 
>>The insured depository
institution or insured credit
union has assets of
$10,000,000,000 or less;
>>During the preceding
calendar year, the insured
depository institution or
insured credit union and its
affiliates originated 1,000 or
fewer loans secured by a first

lien on a principal dwelling; 
and 
>>The creditor meets certain
other criteria.
Exemption from Appraisals
of Real Property Located in
Rural Areas
An appraisal in connection
with a federally related
transaction involving real
property or an interest in real
property is not required if:
>>The real property or
interest in real property is
located in a rural area, as
defined by Regulation Z;
>>Not later than 3 days after
the date on which the Closing
Disclosure is given to the
consumer, the mortgage
originator, directly or
indirectly:
A. Has contacted not fewer
than three State certified
appraisers or State licensed
appraisers, as applicable, on
the mortgage originator’s
approved appraiser list in the
market area; and
B. Has documented that no
State certified appraiser or 
State licensed appraiser, as 
applicable, was available 
within five business days 
beyond customary and 
reasonable fee and timeliness 
standards for comparable 
appraisal assignments, as 
documented by the mortgage 
originator;  
> The transaction value is 
less than $400,000; and
> The mortgage originator is 
subject to oversight by a 
Federal financial institution’s 
regulatory agency.
A mortgage originator that 
makes a loan without an 
appraisal as described above 
may not sell, assign, or 
otherwise transfer legal title 
to the loan unless:
> The loan is sold, assigned, 
or otherwise transferred to 
another person by reason of
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the bankruptcy or failure of 
the mortgage originator;  
>>The loan is sold, assigned,
or otherwise transferred to
another person regulated by a
Federal financial institution’s
regulatory agency, so long as
the loan is retained in
portfolio by the person;
>>The sale, assignment, or
transfer is pursuant to a
merger of the mortgage
originator with another
person or the acquisition of
the mortgage originator by
another person or of another
person by the mortgage
originator; or
>>The sale, loan, or transfer
is to a wholly owned
subsidiary of the mortgage
originator, provided that,
after the sale, assignment, or
transfer, the loan is
considered to be an asset of
the mortgage originator for
regulatory accounting
purposes.
A rural loan may not be made
without an appraisal if:
>>A Federal financial 
institution’s regulatory 
agency requires an appraisal; 
or  
>>The loan is a high-cost
mortgage, as defined by
TILA.
Home Mortgage Disclosure
Act (“HMDA”)
An insured depository
institution or insured credit
union that originated fewer
than 500 closed end
mortgages or open-end lines
of credit is exempt from the
requirement to itemize
certain loan data under
HMDA unless they have
received a rating of “needs to
improve record of meeting
community credit needs”
during each of its two most
recent examinations of a
rating of “substantial
noncompliance in meeting
community credit needs” on



its most recent examination 
under the Community 
Reinvestment Act. 
Credit Union Residential 
Loans 
A loan secured by a lien on a 
1-4 family dwelling that is
not the primary residence of a
member of a credit union will
not be considered a member
business loan under the
Federal Credit Union Act.
Protecting Access to
Manufactured Homes
Retailers of manufactured
homes or employees of such
retailers are not required to
be licensed as mortgage
originators unless:
>>They receive 
compensation or gain for 
acting as a mortgage 
originator that is in excess of 
any compensation or gain 
received in a comparable 
cash transaction; 
>>They fail to provide
certain disclosures to 
consumers; or 
>>They directly negotiate
with the consumer or lender
on loan terms.
No Wait for Lower 
Mortgage Rates 
If a creditor extends to a 
consumer a second offer of 
credit with a lower annual 
percentage rate, the 
transaction may be 
consummated without regard 
to the 3 day waiting period 
requirements in the TRID 
disclosures. 
Congress instructed the 
CFPB to provide clearer, 
authoritative guidance on: 
>>Applicability of TRID to
mortgage assumption
transactions;
>>Applicability of TRID to
construction to permanent
home loans and the
conditions under which those
loans can be properly
originated; and

>>The extent to which
lenders can rely on model
disclosures if the recent
TRID changes are not
reflected in the TRID forms
published by the CFPB.
Identification for Opening
an Account
When an individual initiates a
request through an online
service to open an account
with a financial institution or
obtain a financial product or
service from a financial
institution, the financial
institution may record
personal information from a
scan of the driver’s license or
personal identification card
of the individual, or make a
copy or receive an image of
the driver’s license or
personal identification card
of the individual, and store or
retain such information in
any electronic format for the
following purposes:
>>To verify the authenticity
of the driver’s license or
personal identification card;
>>To verify the identity of
the individual; and
>>To comply with a legal
requirement to record, retain
or transmit the personal
information in connection
with opening an account or
obtaining a financial product
or service.
A financial institution that
makes a copy or receives an
image of a driver’s license or
personal identification card
of an individual must, after
using the image for the
purposes described,
permanently delete:
>>Any image of the driver’s
license or personal 
identification card, as 
applicable; and 

>Any copy of any such 
image.
This provision preempts and 
supersedes any state law that 
conflicts with this provision.
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Reducing Identity Theft 
“Fraud protection data” 
means a combination of the 
following information with 
respect to an individual: 
>>The name of the individual
(including the first name and
any family forename or
surname of the individual);
>>The social security number
of the individual; and
>>The date of birth
(including the month, date, 
and year) of the individual. 
“Permitted entity” means a 
financial institution or a 
service provider, subsidiary, 
affiliate, agent, subcontractor, 
or assignee of a financial 
institution. 
Before providing 
confirmation of fraud 
protection data to a permitted 
entity, the Commissioner of 
the Social Security 
Administration 
(“Commissioner”) must 
ensure that the Commissioner 
has a certification from the 
permitted entity that is dated 
not more than two years 
before the date on which that 
confirmation is provided that 
includes the following 
declarations:  
>>The entity is a permitted
entity;
>>The entity is in 
compliance with these 
provisions;  
>>The entity is, and will
remain, in compliance with
its privacy and data security
requirements, as described in
the Gramm-Leach-Bliley
Act, with respect to
information the entity 
receives from the 
Commissioner; 
>>The entity will retain
sufficient records to
demonstrate its compliance
with its certification and
these provisions for a period
of not less than two years.
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A permitted entity may 
submit a request to a database 
or similar resource only: 
>>Pursuant to the written,
including electronic, consent
received by a permitted entity
from the individual who is
the subject of the request; and
>>In connection with a credit
transaction or any
circumstance described in the
Fair Credit Reporting Act.
For a permitted entity to use
the consent of an individual
received electronically, the
permitted entity must obtain
the individual’s electronic
signature, as defined by the
Electronic Signatures in
Global and National
Commerce Act.
No provision of law or
requirement will prevent the
use of electronic consent for
purposes of these provisions
or for use in any other
consent based verification
under the discretion of the
Commissioner.
Protecting Tenants at
Foreclosure
Certain notification and
eviction requirements for
renters living in foreclosed
properties have been
reinstated with the repeal of
sunset provisions of the 
Protecting Tenants at 
Foreclosure Act. 
Remediating Lead and 
Asbestos Hazards 
The Secretary of the Treasury 
may now use loan guarantees 
and credit enhancements to 
facilitate loan modifications 
to remediate lead and 
asbestos hazards in 
residential properties. 
Property Assessed Clean 
Energy (“PACE”) 
Financing 
“PACE financing” means 
financing to cover the costs 
of home improvements that 
result in a tax assessment on 

the real property of the 
consumer. 
The CFPB must prescribe 
regulations that require a 
creditor to evaluate a 
consumer’s ability to repay 
with respect to PACE 
financing. 
Protecting Veterans from 
Predatory Lending 
A loan to a veteran for the 
refinance of a loan to 
purchase or construct a house 
may not be guaranteed or 
insured unless: 
>>The issuer of the
refinanced loan provides the
Department of Veterans 
Affairs (“VA”) with a 
certification of the 
recoupment period for fees, 
closing costs, and any 
expenses (other than taxes, 
amounts held in escrow, and 
certain fees) that would be 
incurred by the borrower in 
the refinancing of the loan;  
>>All of the fees and
incurred costs are scheduled
to be recouped on or before
the date that is 36 months
after the date of loan
issuance; and
>>The recoupment is 
calculated through lower 
regular monthly payments 
(other than taxes, amounts 
held in escrow, and certain 
fees) as a result of the 
refinanced loan.  
A loan to a veteran for the 
refinance of a loan to 
purchase or construct a house 
may not be guaranteed or 
insured unless: 
>>The issuer of the
refinanced loan provides the 
borrower with a net tangible 

benefit test; 
>>In a case in which the
original loan had a fixed rate
mortgage interest rate and the
refinanced loan will have a
fixed rate mortgage interest
rate, the refinanced loan has a
mortgage interest rate that is
not less than 50 basis points
less than the previous loan;
>>In a case in which the
original loan had a fixed rate 
mortgage interest rate and the 
refinanced loan will have an 
adjustable rate mortgage 
interest rate, the refinanced 
loan has a mortgage interest 
rate that is not less than 200 
basis points less than the 
previous loan…. 
Further Reforms? 
There is speculation that the 
Act is not the last reform to 
Dodd-Frank that we will see. 
Such speculation became 
reality with the passage of the 
“JOBS and Investor 
Confidence Act of 2018” 
(S.488) which had strong bi-
partisan support. The TRID 
Improvement Act (S.2490) is 
pending legislation 
addressing changes for title 
insurance premiums which 
may be discounted as allowed 
by state regulation.  
With these bills, there will be 
more reforms to Dodd-Frank; 
however, future legislative 
activity may depend upon 
mid-term elections. 
This article provides an 
overview of part of the Act by 
Asurity Technologies based 
on our understanding of the 
Act and is not intended to and 
should not be considered 
legal advice.  
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    One of the most important 
investments many consumers 
make is the purchase of a 
home. There are several 
helpful websites and apps 
that enable potential buyers 
to see homes that are for sale; 
learn about neighborhoods, 
schools, and crime rates; find 
out how much taxes are; and 
even see a 360-degree view 
of a home’s interior. Real 
estate agents are readily 
available to support the 
buying process with just the 
click of a button on a 
website. And, on many sites, 
lenders stand ready to offer 
the consumer approval on a 
mortgage loan. With these 
self-service capabilities, the 
consumer can use their 
personal device (e.g., laptop, 
tablet or smartphone) to find 
one of the most important 
wealth-building assets they 
will ever own. 
    Once they’ve secured a 
loan, homeowners benefit 
from understanding how to 
best manage their home loan. 
Certainly, many consumers 
can obtain information about 
their house payments, amount 
of interest paid, how much 
equity is in their home and 
other related information on 
their bank’s website. What 
may not be readily apparent 
to them is what to do with 
this information or how to 
manage their property wealth 
as the years go by. 
    This is where a mortgage 
servicing app can become a 
consumer’s best friend, but 

not just any app that provides 
information based upon static 
data. What is needed is a 
dynamic application that 
accesses up-to-the-minute 
data to give homeowners the 
information they need for 
future home- or loan-related 
decision-making. 
    We know that many, if not 
most, consumers prefer to 
access their mortgage 
information online without 
the intervention of a customer 
service rep (unless they ask 
for one). But we also know 
that homeowners are not 
always financially savvy 
about how best to leverage 
and maximize the wealth in 
their homes. To help 
consumers make the 
decisions that are best for 
them, they need current 
information about their 
payments, interest rate and 
equity; how the value of their 
home compares to similar 
homes in their neighborhood; 
and the impact of various 
financial decisions they could 
make. And, these details need 
to be easily accessible and 
consumable.  
    Today’s banking apps 
certainly provide basic 
information about the status 

of a consumer’s existing 
accounts.  But what if a 
mortgage servicer provided 
its customers with an 
interactive app that could do 
much more – such as 
simulate different scenarios 
regarding how consumers 
might use the equity they are 
building in their homes. 
Such an app could offer a 
dashboard that would provide 
a quick view of market and 
neighborhood information, as 
well as the ability to click a 
button to make a payment. 
The app could also show 
consumers what the current 
(real-time) value of their 
home is; how a refi would 
impact their monthly 
payments or interest savings; 
and how making an 
additional principal payment 
on a monthly basis or in a 
lump sum would improve the 
time required to pay off their 
loan. This app could also 
show other information, such 
as current interest rates 
available or special deals 
their lenders may have 
available. 
    Ultimately, this is the kind 
of do-it-yourself functionality 
that mortgage customers 
want.   v 
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