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Something New Is Coming

As you all know, PROGRESS in Lending was developed to be a platform that can be used by the industry to share 
ideas. True innovation comes from much thought, hard work and collaboration. After launching the company and 
this magazine we went on to launch two live events to continue our belief that when you get a lot of people together 
you come up with really good ideas all around. Our ENGAGE Event in October was a big success. Now we’re gear-
ing up for our Innovations Recognition Event. So, if you have done something real innovative this year apply online 
to be recognized at progressinlending.com. The application is free, but the deadline is early January, so don’t delay.

Collaboration really does matter. In an old survey titled Meetings Around the World: The Impact of Collaboration 
on Business Performance, the survey took in feedback from 950 information technology (IT) and business decision-
makers in companies in the US, Europe and Asia-Pacifi c with more than $6.5 million each in annual revenue. 
Response data were analyzed to calculate the extent and components of collaboration and relate this to business 
performance and process.

The survey found collaboration in these companies accounted for 36 percent of their overall business perfor-
mance. Collaboration had over twice as much impact as the nearest other factor (how aggressively the company 
pursued its markets). Furthermore, profi tability, profi t growth and sales growth were the performance indices most 
strongly impacted by collaboration. The three operational areas that were most strongly impacted by collaboration 
were customer satisfaction, productivity and product quality. For these it was by far the strongest infl uence.

We might always have expected this, especially over the past decade with the increasing emphasis on teaming and 
enterprise-wide information sharing, which have their roots in collaboration. But now these fi ndings confi rm that 
those who collaborate best, perform best.

So, we at PROGRESS are always looking for new ways to foster industry collaboration and recognize the fruits 
of that collaboration. That’s why we do what we do and why we have our ENGAGE Event and our Innovations 
Recognition. In addition to applying for Innovations, be sure to keep an eye on the next issue of this magazine and 
our other products because we’ll be launching a new idea of our own that I’ll tell you about soon enough that we 
hope continues to position PROGRESS as the place for industry thought leaders and visionaries to come together 
and change this space for the better. Stay tuned …

EDITOR’S NOTES

Brought To You By PROGRESS in Lending
oo

Apply at progessinlending.com
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Your Voice

Who is the mortgage banker of the 
future?  It’s the mortgage broker of 
today. The mortgage banking in-

dustry is seeing a return to basics. The future is 
becoming the past on a rocky path to recovery. 
It’s cyclical as we’ve seen in the past. We’re 
seeing more borrowers having to come to the 
table with 20% down which makes the number 
of qualifi ed buyers with adequate funding less 
than optimal. Competition for this smaller busi-
ness pool is fi erce, allowing borrowers a choice 
on a more personal level who they would prefer 
to do business with. It’s the basics—customer 
service—that can make the difference.

Rates will go back up, the economy will 
grow, and the cycle will begin again. The trend 
is cautionary with a hope for stability. As the 
industry cycles upward for mortgage bankers, 
opportunities for brokers begin to decline. So 
what we are seeing now, and what we will con-
tinue to see in the next few years, is an increase 
in the number of brokers moving toward mort-
gage banking. We’ll see them joining existing 
operations or branching out on their own. We’ll 
see them shift focus from primary to corre-
spondent and beyond to direct lending.

With the shift to direct lending, we’ll see 
more sophisticated products and a move from 
best efforts to mandatory. Because of this, 
they’ll learn how to hedge and how to pool the 
loan to create mortgage backed securities. And 
for each step of the evolution, there will be a 
new wave of mortgage bankers taking it—one 
at a time. Learning the process is the fi rst step. 

But what can these new breed of mortgage 
bankers do to be successful as they keep the 
evolution going?

Technology is undoubtedly on the forefront 
of giving them a competitive edge. Technology 
is a necessary tool for business effectiveness.  
Being able to market online through websites 
and social media is a large part of today’s 
growth strategies. Having an LOS that helps 
enforce compliance and allows control and 
oversight for growing businesses is a must. Be-
ing able to access data and fi les on-the-go is 
also very important for evolving lenders.

But as important as technology is during the 
process, getting back to the basics of personal 
business interaction is even more so. All the 
technology in the world would be insignifi cant 
if there is no new business coming in. Tech-
savvy professionals cannot focus solely on the 
benefi ts of sophisticated technology. What will 
become evident is that honing their technique, 
not their technology, will give them the edge 

Detailing The Evolution
Of The Mortgage Banker
All the technology in the world would be insignifi cant if there is no 
new business coming in.

By Ted Hicks

Technology takes care 
of business but it takes 
customer service to grow it.
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and storage costs, and lower your risk by ensuring 
documents are available wherever and whenever 
they are needed. The award-winning eSignSystems® 
SmartSAFE™ enables you to electronically sign, 
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specific requirements. It actually is that easy!
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  securely manage 
  the complete
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                                        ~evo
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keep your eDocuments safe 
and compliant? Try SmartSAFE™



they need.
Getting back to the basics means building rela-

tionships in person rather than just online. Form 
business alliances with industry vendors and help 
each other grow. Refi ne your database and fi nd new 
ways to grow your business. Building relationships 
with your borrowers, your builders, realtors, and 
other vendors or potential clients gives you the edge 
that depending on technology simply cannot—ser-
vice that gets you noticed.

So while technology is indeed relevant to the 
evolution process of tomorrow’s mortgage banker, 
it’s customer service that will bubble to the top 
in the most successful business. It’s not going 
to be enough to have the most effi cient business 
technology. Technology takes care of business but 
it takes customer service to grow it. Lenders at any 
stage of the cycle need to be competitive in both the 
front end and the back end to maximize revenue and 
take the next step. ❖

Ted Hicks is the Director of Product Management at Calyx Software. He started working for Calyx over 4 
years ago and is responsible for the research and design of all Calyx products including all issues related to 
compliance and forms. Ted has spent the last 14 years working as a product management professional in 
small and large fi rms providing enterprise software solutions across a variety of industries including Siebel 
Systems (now Oracle), Aspect Telecommunications, and Epiphany.

Yo
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Follow Us On Twitter @engageprogress

Building relationships with your borrowers, your builders, 
realtors, and other vendors or potential clients gives you
the edge that depending on technology simply cannot—

service that gets you noticed.
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Recovery Tips

This past summer, Brenda Hughes, senior 
vice president and retail lending admin-
istrator for First Federal Savings Bank in 

Twin Falls, Idaho, testifi ed before Congress on the 
new mortgage disclosures and how to cut red tape 
for consumers and small businesses.

Ms. Hughes voiced the frustrations of many 
lenders when she told the U.S. House of Repre-
sentatives’ Subcommittee on Insurance, Housing 
and Community Opportunity: “My loan offi cers 
and loan administrative staff are the most discour-
aged. They have struggled since 2008 to keep 
pace with a steady stream of poorly-coordinated 
and often confl icting mortgage-related regulatory 
proposals. On top of integrating new rules, our 
staff must also anticipate additional changes as 
the Bureau [CFPB] implements the requirements 
of Title XIV of the Dodd-Frank Act. Today’s regu-
latory uncertainty coupled with the fear of making 
a mistake; has changed our focus from helping the 
consumer understand and navigate the process to 
a fi xation on rules, forms and procedures.”

However, Hughes did more than just complain 
during her time in the Capitol. She also outlined 
some modest steps that the CFPB and Congress 
should keep in mind when drafting new regula-
tions. In conjunction with the American Bankers 
Association; below are the four suggestions pre-
sented to the regulators:

1. New rules should, in fact, simplify a compli-
cated process;

A. To achieve truly effective reforms that ben-
efi t consumers, the changes to RESPA must be 
undertaken in conjunction with TILA disclosures 
to harmonize the two laws that guide consumers 
in the mortgage shopping process. That is what 
the process is all about—we must achieve greater 
simplicity and fl uency.

2. New rules should recognize the interactions, 
and reconcile the confl icts inherent in the mort-

gage regulatory structure;
A. TILA and RESPA were originally designed 

to accomplish two separate objectives. By com-
bining the disclosures of each law into one regula-
tion and form, Congress must be careful to ensure 

that the differences and contradictions between 
the two laws are considered and addressed.

3. The integration process should not be abused 
by adding rules that go beyond RESPA and TILA’s 
congressional intent.

A. If the CFPB wants to add additional rules 
and customer protections, those need to be added 
and proposed using the existing process for draft-
ing new regulations.

4. Implementation time frames should be ample 
and adequate to accommodate industry need.

A. Implementing any new regulation is a timely 
and costly undertaking for lenders as well as ven-
dors. The CFPB should ensure that any changes 
include a time frame that gives lenders – and their 
compliance or technology vendors – ample room 
to build and test processes to comply with new 
rules.

Today’s lenders want the mortgage industry 
to be a strong and healthy industry, now and 
for years to come. Consumers deserve to know 
what they are purchasing, and legitimate lenders 
want to ensure they are entering into business 
transactions that are profi table while serving the 
borrower’s need to purchase a home. Regulators, 
consumer advocates and lenders can and should 
work together to create a stronger, healthier 
mortgage industry. ❖

Does Mortgage Reform Have 
To Be So Gosh Darn Painful?
Regulators, consumer advocates and lenders can and should 
work together to create a stronger, healthier mortgage industry.

By Leonard Ryan

Today’s lenders want the 
mortgage industry to be a 
strong and healthy industry, 
now and for years to come.

Leonard Ryan is president of Laguna Hills, Calif.-based QuestSoft, a provider of automated compliance 
solutions and geocoding services to the mortgage industry. He can be reached at 800-575-4632 or 
leonard.ryan@questsoft.com. For more information, visit www.questsoft.com.
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Delivering the industry’s  
most trusted online lending tools

LoanQuoter® delivers innovative web portal solutions to meet today’s “tech 
savvy” borrower expectations.  This dynamic solution provides customized 
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secure consumer portal for the delivery of two-way documentation.   

RemoteDocs® delivering critical lending information where and when you 
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secure electronic delivery reduce costs, but when applied to initial disclosures 
creates a better, more compliant process.  

Point, Click, Delivered. It’s just that simple.

Call us today!
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MARKET PULSE

An Eye On Multifamily
Applicant Risk

CoreLogic released its third quarter 2012 multi-
family applicant risk (MAR) index report including 
new renter trends. The third quarter MAR Index value 
decreased two points from the second quarter of this 
year and increased two points from a year ago, in-
dicating a modest increase in national renter credit 
quality and applicant pool quality. 

Published quarterly, the MAR index provides prop-
erty owners and managers with a benchmark of market 
based trends against which to evaluate their applicant 
credit quality trends. It provides trends of national and 
regional renter traffi c credit quality scores whereby a 
lower index value indicates an applicant pool with a 
higher risk of not fulfi lling lease obligations. 

The third quarter 2012 MAR Index was equivalent 
for one- and two-bedroom units at 106 (see Graph 1). 
Beyond that, the report concluded:

>> Rent Affordability Continues 
to Improve: Applicant income in-
creased in excess of 1 percent from 
the third quarter of 2011, while the 
share of household income used to 
pay rent decreased in the third quar-
ter by approximately 1.5 percent 
year over year to approximately 22 
percent of total household income. 
The number of transactions with 
multiple applicants increased and 
the number of transactions with only 
one applicant declined, particularly 
in class A and class B properties 
where the decline was in excess of 
3 percent.

“Lower rent-to-income ratios suggest that appli-
cants can afford higher rents in many areas,” said 
Jay Harris, senior director of business development 
for CoreLogic SafeRent. “The decreased number of 
single applicants indicates that renters are continuing 
to share the cost of rent with roommates, family and 
others in shared living situations.”

>> More Applicants Age 50+: Compared to a year 
ago, applicants age 51 to 64 and 65+ comprised a 
slightly larger share of all applicants across property 
class (A, B, and C classes are categorized by design 
and functionality, the year of the construction and the 
building’s location) — ranging from 16 to 19 percent 
of applicants. The share of younger applicants, rang-
ing in age from 18 to 24, declined both from the sec-
ond quarter and year over year.

>> Thin or No Credit File Applicants Increase: Ap-
plicants with thin (3 or fewer trade lines on a credit 
bureau fi le) or no credit bureau fi les represented 29.2 
percent of third-quarter renter applicants — the high-
est share of renter applicants since 2007, but only 
slightly higher than the second quarter fi gure of 28.9 
percent of applicants. “Individuals without conven-

tional credit histories are an important component 
of the market and make up an increasing share of all 
rental applicants,” said Harris.

>> Operators Are Declining Fewer Applicants: The 
proportion of applicants declined by users of tenant 
scoring during the third quarter has dropped steadily, 
with the lowest number of declined applicants in the 

Tomorrow’s Mortgage Executive13
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third quarter of 2012. This is part of a larger trend 
of fewer declined applicants that has occurred since 
2008. The multifamily operator determines the 
minimum score required to qualify at each property, 
or the score at which an applicant will be declined. 
This residential credit quality score increased slight-
ly for all property classes during the third quarter, 
year on year. “The apartment industry continues to 
decline fewer applicants and the renter credit quality 
of those applicants has improved both in score and 
income,” said Harris.

Regionally, the South refl ected the lowest MAR 
Index value—103, although this is a four point in-
crease year over year. The Northeast continues to 

maintain the highest MAR Index with a value of 113 
(see Table 1).

The three Metropolitan Statistical Areas (MSA) 
with the greatest decreases in the MAR Index year-
over-year were Rochester, N.Y. (4-point decline); 
Philadelphia-Camden-Wilmington, Pa.-N.J.- Del.- 
Md. (1-point decline); and Boston-Cambridge-
Quincy, Mass – N.H. (1-point decline). The MSAs 
with the greatest increases in the MAR Index year-
over-year were Denver-Aurora-Broomfi eld, Colo. 
(4-point increase); Washington-Arlington-Alexan-
dria, D.C.- Va.- Md.-W. Va. (5-point increase); and 
Austin-Round Rock, Tex. (5-point increase) (see 
Table 2). ❖

Table 2: Metropolitan Statistical Area & Multifamily Applicant Risk Index Deltas  

MSAs With Leading Decreases Q3 
2012 

Q3 
2011 

Change from Q3 2011 
to Q3 2012 

Rochester, N.Y. 99 103 -4 
Philadelphia-Camden-Wilmington, Pa.-N.J.- Del. – Md. 113 114 -1 

Boston-Cambridge-Quincy, Mass – N.H. 114 115 -1 
 

MSAs With Leading Increases Q3 
2012 

Q3 
2011 

Change from Q3 2011 
to Q3 2012 

Denver-Aurora-Broomfield, Colo. 109 105 4 

Washington-Arlington-Alexandria, D.C. – Va.-Md.-W. Va. 115 110 5 
Austin-Round Rock, Tex. 117 112 5 

NOTE: MSAs are selected from the Top 50 MSAs based on population and applicant volume. 

Region Q3 2012 Q2 2012 
Change from 
Q2 2012 to Q3 

2012 
Q3 2011 

Change from 
Q3 2011 to Q3 

2012 
Midwest 103 106 -3 101 2 

Northeast 113 116 -3 1 14 - 1 
South 103 105 -2 99 4 
West 1 11 1 12 - 1 108 3 

U.S. 106 109 -3 104 2 

Table 1: Regional Multifamily Applicant Risk Index Data 

MARKET PULSE
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Process Improvement

Sure rates are at record lows. Sure refi-
nances are booming. But it won’t be like 
this forever. So, how do lenders prepare 

for a purchase market? They need to create cus-
tomers for life. A good way to start that process 
is to look at technology.

One way for lenders to get more purchase 
business is for lenders to reach out to various 
partners like Realtors, for one. Good CRM tech-
nology can come into play in this area. As an ex-
ample, Mortgage Returns, a CRM and automat-
ed marketing solution for the mortgage industry, 
can create, execute and deliver professionally 
crafted, full-color direct mail pieces and e-mail 
messages for the lender’s referral partners. All 
of these pieces are available as a one-time mail-
ing or as a campaign to help the lender show ap-
preciation to Realtors for individual transactions 
or build and enhance relationships. In addition, 
co-branded direct mail pieces are available to be 
sent on behalf of the loan officer and the real 
estate 

“Companies that we work with are increasing-
ly trying to focus on purchase. I will say though, 
that when we look at the databases of our clients 
we see that 45 percent of the loans that they 
closed since 2009 are at a rate that is half a point 
above the market and 30 percent have a rate that 
is a full point above the market. So, there is still 
room for refinancing,” said Jim Blatt, CEO of 
Mortgage Returns.

The preparation for a purchase market goes 
beyond just looking at CRM technology, even 
though every lender serious about survival cer-
tainly needs to take a look at CRM technology. 
Lenders also need to take a hard look at their 
LOS, too. Lenders need to think hard about how 
your LOS is preparing you to be more transpar-
ent and data centric. How do you do that? Yu can 
start by looking back at how the LOS prepared 
their lender clients to deal with ULDD. For one, 
Wipro Gallagher Solutions, a provider of end-to-
end lending solutions for financial institutions, 

announced its adoption of the uniform loan 
delivery dataset (ULDD) using the MISMO Ver-
sion 3.0 reference model, which ensures prompt 
and compliant loan delivery data, thereby in-
creasing transparency in loan transactions made 
between lenders and GSEs.

With the implementation of ULDD stan-
dards, users of the WGS NetOxygen LOS were 
equipped to seamlessly interface with GSEs by 
the industry deadline of July 23rd. ULDD en-
ables WGS clients to have in-house control of 
loan data and transfers to GSEs, which can elim-
inate the use of a third party to review and verify 

valid loan data and perform the actual delivery.
Other key benefits of WGS’s ULDD com-

pliance include greater efficiency in data col-
lection, higher levels of specificity in data and 
reduced dependency on special codes. ULDD 
export allows for single, batch or groups of 
batch loan transmission to Fannie Mae or Fred-
die Mac, which can be customized by the user 
based on their own selection criteria because it 
is designed to accommodate all types of loan at-
tributes and transactions.

“Predicting the mortgage market is like pre-
dicting the weather. We as a technology provider 
can only do a better job to allow the lender to 
be more efficient so that as the market changes, 
the lender is ready,” said Teresa Blake, Practice 
Director, Subject Matter Expert (SME) Depart-
ment at WGS. “We can help our lenders by help-

After The Refis Dry Up
For now refinance activity continues to heat up, but when it dies 
down lenders have to be ready for a purchase market.

By Tony Garritano

The future is always in the 
future. Who knows how long 
the refinance volume can 
continue?
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ing them keep their commitments. To a Realtor 
you are only as good as your last commitment on 
the last purchase transaction they did with you. We 
can give the lender tools to take out waste so they 
can deliver better to their partners.”

Another key system that lenders should lean on 

is their document management solution. Think to 
yourself: Is this solution doing all it can for me to 
make me as efficient as possible? If not, you won’t 
be ready to transition to a purchase market. These 
vendors need to be continually updating their tech-
nology to keep you up to date.

As an example, Capsilon’s Katalyst 8 tool was 
designed to give mortgage lenders a reliable and 
efficient process for document intake and image 
conversion, enabling them to work more col-
laboratively with loan participants to improve 
the lending process. The enhanced system sub-
stantially reduces conversion errors so no data is 
lost when converting paper documents to images, 
an issue many lenders face when receiving loan 
documents from third party originators and service 
providers. Katalyst 8 uses a combination of image 
conversion technologies to solve this widespread 
industry problem. In the rare event an image still 
fails to convert, lenders have access to the original 
file to ensure no important information is lost and 
the loan folder can be processed as usual.

Capsilon’s new release also offers an advanced 
document recognition system that makes identifi-
cation, naming and filing faster and more reliable, 
thus improving lenders’ overall workflow. Loan 
officers and other transaction participants typically 
handle hundreds of types of loan documents. The 
enhanced system automatically recognizes more 
than 250 industry-standard documents, alleviating 

the need for users to manually name them, and 
makes it faster and easier to go from file intake to 
loan fulfillment. 

“The future is always in the future. Who knows 
how long the refinance volume can continue? 
Rates are still low. I just got a refinance offer from 
my lender yesterday, so they’re still at it,” noted 
David Hultquist, Vice President of Marketing at 
Capsilon. “However, you have to think that at 
some point we will saturate this market and every-
one will have refinanced, maybe even two or three 
times each. Lenders have to be planning for what 
happens next.

“Transitioning to purchase is not so much about 
technology vendors adding new features because 
purchase business is coming along. Lenders need 
to ask how the vendor streamlines the process, en-
sures correctness, etc. Those things are especially 
important in a purchase market,” noted Hultquist. 
“Technology helps close the loan quicker and that 
the loan was correctly processed and documented.”

But do lenders get that they have to be more 
knowledgeable about technology? Gateway Mort-
gage Group, a privately held mortgage bank pro-
viding conventional, FHA and VA loans through 
50 retail branches nationwide has taken steps to 
automate more these days.

“I agree that us lenders have to be prepared for 
a purchase market. The MBA is predicting that 
we will be at 70 percent refinances as we finish 
2012 and they think about 56 percent of the market 
will be refis in 2013,” said Kevin Stitt, President 
of Gateway. “A lot of the private bankers like us 
are nowhere near 70 percent. We have traditionally 
been at 60 percent purchase. The Wells Fargos of 
the world are so large that they skew the market 
when they primarily go after the refis. The guys 
that I talk to are continuing to develop purchases 
and work through builders and Realtors. We like 
purchase business because we realize that refis 
come and go.

“We are emphasizing marketing more these 
days. There is more stress in a purchase deal as 
compared to refi deal for the borrow. So, we’re 
implementing technology to get rid of the stress 
of the borrower. For example, we’ll create an easy 
link from a Realtor’s website to us and our loan 
products,” Stitt concluded.

Hopefully more lenders are looking at technol-
ogy to help them transition, as well. ❖

Tony Garritano is Chairman and Founder of PROGRESS in Lending. As a speaker Tony has worked hard 
to inform executives about how technology should be a tool used to further business objectives. For over 
10 years he has worked as a journalist, researcher and speaker. He can be reached via e-mail at tony@
progressinlending.com.

Transitioning to purchase 
is not so much about 
technology vendors adding 
new features because 
purchase business is 
coming along.
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Future Trends

A New Year’s resolution is a commit-
ment that a person makes at the start of 
the year. On the personal level, typi-

cally they are about improving your fi nancial 
situation (saving more, reducing debt), getting 
healthier (weight loss, exercise, stop smok-
ing), getting organized, enjoying life more by 
spending more time with family and friends or 
advancing your career through additional edu-
cation and training. 

Statistics show that 45% of Americans make 
one or more resolutions, 17% will do it oc-
casionally but 38% never make a resolution. 
Only 8% are successful in achieving their reso-
lutions, 50% have infrequent success and 24% 
fail every resolution every year. That means 3 
out of 4 people almost never succeed. Resolu-
tions maintained through the fi rst week are 
75%, drops to 64% after one month and 
46% after 6 months. The gym is full for 
the month of January and becomes rela-
tively empty in February.

On the professional level, most 
organizations normally have a 
very detailed process of planning, 
both short-term and long-term. 
By defi ning some New Year’s 
resolutions you can benefi t 
tremendously from starting 
each year with a new out-
look, whether you are an 

owner or senior executive in the organization. 
For small business owners, it doesn’t necessar-
ily mean they don’t do the same things as the 
larger companies; the need to be more nimble 
and quick to react is a necessity for them. 

Here are some things to ponder for the com-
ing year. 

Make business planning a weekly event: 
Pinpoint 1-3 things to focus on for the coming 
week. Set a specifi c time each week to brain-
storm about new concepts and initiatives. 
Build a network of friends, colleagues and 
business leaders to share thoughts and con-
cepts. Think strategically, be creative.

Take time for yourself: Learn something 
new. Surf the web outside your marketplace 
for inspiring ideas from others.  Take time 
to read books and magazines, be a voracious 
reader. Information is power. 

Learn to listen: Listening, really listening 
and not just thinking about what you are go-
ing to say next. Listening is a critical skill for 

both personal and business success and enables 
you to understand others, empathize and build
relationships.

New Year’s Resolutions
At year-end, some begin making personal and professional resolutions for the 
coming year, while others just refl ect back on missed opportunities.

By Roger Gudobba

People seem to be at their 
creative best when it comes 
to composing resolutions; 
and at their worst when it 
comes to keeping them.
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Embrace change: The mortgage industry is fac-
ing an abundance of change, some of it unpredictable 
or even undesirable, but it is imperative that you not 
fi ght it and prepare how it will impact every aspect 
of your business. 

Technology will be a difference maker: A recent 
article I read stated “It’s evident that the next fi ve 
years will usher in the biggest technological trans-
formation in human history, transforming how we 
sell, market, communicate, collaborate, innovate, 
train, educate and research. We are entering the era 
of big data, meaning anyone can access data streams 
and analyze them. As technology progresses, it will 
be more common for people and companies to have 
moment-by-moment data for a variety of uses that 
will give us intelligence and help us learn about, 
react to and anticipate changes that are happening 
globally.” Commit to make technology second nature 
in all aspects of your business.

Energize your website. Watch someone outside 
your organization access your website the way a 
customer or prospect might do to contact you or fi nd 
information about your products and services. Was 
it simple and easy? If not, determine what you need 
to change. If visitors get confused or frustrated, they 
are only one click from your competition. Take a 
look at every connection you have with customers. 
Because of the rapid changes, you need someone that 
is intimately involved in social media so consider 
outsourcing your development. Keep it current and 
engaging. Have a mobile strategy. By 2015, more 
U.S. Internet users will access the web through mo-
bile devices than through PCs.

Know Your Customer: Your customer is your 
biggest asset and should be your biggest focus. When 
you are stressed out by multiple deadlines and some-
thing coming at you from every direction, it easy to 
forget the customer is the reason you have a business. 
Learn to listen to your customers. Knowing how to 
listen is essential to learning. Listening involves pay-
ing attention and responding to the needs and desires 
of customers. You need to know the customers you 

are targeting. Once you know this, then you need 
to think like them and fi nd ways to relate to them. 
Customers will buy from you if they truly feel you 
care about them and want to make their lives easier 
with your product. We trust recommendations far 
more than a sales pitch or advertisements. Yet many 
businesses never consider asking their existing 
customers for referrals. A simple way is to ask the 
customer for feedback on a project, followed by “If 
you know anyone who might appreciate our services, 
please recommend us”. Do you remember the worst 
customer service you ever received? How about the 
best? Recall that experience and set up to outdo it 
every time.

While a lot of people who make New Year’s 
resolutions do break them, research shows that 
making resolutions is useful. People who explicitly 
make resolutions are 10 times more likely to attain 
their goals than people who don’t explicitly make 
resolutions. 

What can you do to be more successful on a per-
sonal and/or a professional level?

1. Describe your resolutions in very specifi c 
terms. A goal requires structure; otherwise, 
it’s just a wish. What do you hope to accom-
plish?

2. Break down the larger goals into manageable 
subsets. Be realistic by setting achievable 
goals and defi ning the specifi c actions re-
quired to achieve those goals. 

3. The goals should be SMART. Specifi c, Mea-
surable, Attainable, Reasonable and Track-
able. Motivation matters. If you don’t know 
why the goal is important, it’s easy to drop. 

4. No one is perfect. Expect some setbacks but 
that’s no reason to give up.

5. Above all, aim for things that are truly impor-
tant to you, not what you think you ought to 
do or what others expect of you.

Everyone has good intentions in meeting 
commitments or new resolutions, yet many become 
distracted, delay decisions or avoid those well-
intended resolutions. Whether one missed or did 
not actually begin focusing on a goal or resolution, 
taking excess time to make critical decisions or take 
action, one must now eliminate the energy-killer 
“procrastination”; which affects many individuals 
that miss opportunities for personal growth and 
productivity.

What kinds of New Year’s Resolutions will 
you make for yourself and your business this 
January 1st? ❖

Roger Gudobba has over 25 years of mortgage experience. He is CEO at PROGRESS in Lending and Chief 
Strategy O�  cer at technology vendor Compliance Systems. Roger is an advocate of data standardization 
and a more data-driven approach to mortgage. Roger can be reached via e-mail at rgudobba@
compliancesystems.com.

The next fi ve years will usher 
in the biggest technological 
transformation in human 
history. 
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We all love the movies. They take us 
away to a new place. So, think about 
it, you can foster that same engaging 

feeling among potential clients about your com-
pany by using video. In the article entitled “How 
to create effective video for social media market-
ing” by Matt Singer, he concludes that when you 
consider “leaders in the video commerce space 
(such as QVC) are driving billions of dollars in 
sales each year through the power of video, and 
Internet audiences consuming tens of billions of 
online videos each month, it’s no wonder that 
video is one of the leading areas where social 

media marketers are making new investments as 
they plan their social strategies.”

I know what you’re thinking: If I do video I 
want to do it right. So, how do I take advantage of 
video to get maximum results? Singer says, “Be-
yond amplifying existing video content such as TV 
commercials and high end product demos, many 
social media marketers hit a dead end in terms of 
what video content to affordably create on a scal-
able, regular basis. The good news is that with the 
proliferation of HD smart phone cameras and HD 
web cams, professional and effective social media 
marketing videos can be produced affordably and 
quickly.”

Are you still lost on how to use video to the full-
est? Here are some ideas:

First, Singer notes that event videos work well 
with social media because they’re timely and often 
involve interesting visual surroundings. There can be 
compelling people to highlight, and they take place 
in conjunction with a company’s marketing priorities 
(such as a product launch), so creating event videos 
aligns well with overall marketing goals.

The “anchor” of an event video is to feature one 
key spokesperson’s message, usually delivered by 
a company executive. The target length for this 
message should be about 45 seconds, which will 
be the total length of the fi nal video. Consider fi lm-
ing this segment toward the beginning of the event. 
This is done for a number of reasons, namely that 
the spokesperson is less likely to be tied up in the 
responsibilities of the event and the background 
noise will be lower so you’re more likely to get 
clean audio. Adding a low cost lavalier mic to your 
smartphone can also dramatically improve audio 
quality during a noisy event. 

Also, in describing the event, your spokesper-
son will typically mention the event’s key goals, 
attributes, or guests, which can in turn guide what 
you fi lm to visually supplement the spokesperson’s 
message.  Don’t forget to coach your spokesperson 
to appear both approachable and credible. Ap-
proachable can mean keeping the energy up, which 
takes overt effort when speaking on camera, and 
smiling (especially at the beginning and end of the 
video message). Acting in a credible fashion means 
speaking in one’s own voice, being less of a sales-
person and more of a helpful expert, and sharing 
interesting information about what’s going on and 
why. 

The crowd shot  is also critical. Capturing 
an event’s buzz is one key piece of footage that 
should be added to any good social media event 
video. Since the goal is to show as many attendees 
as possible with one shot, positioning yourself in 
one corner of the room, possibly standing up on 
a chair, will give you the widest angle to get as 
many people as possible into the shot. With a smart 

Business Strategies
Take Advantage of Video
As you look at new marketing strategies and techniques to drive 
success, don’t forget about the power of video.

By Michael Hammond

Leaders in the video 
commerce space are 
driving billions of dollars in 
sales each year through the 
power of video.
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phone, adding a wide-angle lens attachment ($25 or 
less) can make this shot easier.

The best looking crowd shots are fi lled with people, 
so be sensitive in choosing the shot angle to maximize 
the visible crowd. If a room is long, fi lm “down the 
length” of the room towards the crowd vs. sideways 
where fewer people can be seen. The viewer will 
naturally be drawn to the crowd members that happen 
to be in the foreground of the shot, so decide if the 
people who happen to be in front accurately refl ect or 
represent your target audience. 

Also, many events have at least one moment where 
a guest speaker is giving a speech, or the host is on 
stage welcoming everyone. Rather than use this shot 
as the anchor shot, it’s best to get a short segment of 
this action to use as one of the multiple short shots 
that will support the anchor shot. When fi lming the 
action shot, you’ll have fewer options in terms of 
angles, because the podium is fi xed in one part of 
the room. You do have a choice of depth though, and 
you’ll want to fi lm close enough so you can make out 
the face of the speaker, but far away enough that you 
can get as much crowd in the shot as possible to avoid 
making the speaker look like she’s speaking in a room 
by herself. 

From there, move to the guest shots.  Many events 
have key attendees who will be highlighted by the 
spokesperson in the anchor shot. Getting isolated 
shots of these guests at the event requires knowing 
what they look like, so using Google with your phone 
can help you track them down. When fi lming a guest, 
you’ll discover that most of the time they will be in 
conversation when you fi nd them. The “fl y on the 
wall” look can be very effective in tying the footage 
of the special guest into the entire event video.

This means fi lming the guest’s face over the shoul-
der of the person with whom the guest is speaking. 
Try as well to capture a few seconds when the guest 
is speaking about a positive or humorous subject vs. 
a serious subject – it sounds small, but the last thing 
you want is to have your anchor refer to all the great 
special guests and for the corresponding shots of the 
guests to feature scowls or frowns.

When fi lming one of these videos it’s important 

to optimize the lighting.  When you have the choice 
of angle with the guests or anchor, try to fi lm with 
bright lights behind you (with the lights shining into 
your back), so that the lights will light the person’s 
face, and you’ll get a more even, attractive look. If 
you fi lm “into” the lights (with the lights in front of 
you), your mobile phone camera, or any camera, will 
have trouble showing the subject’s face clearly with-
out blowing out the rest of the image. Try to pick an 
angle where there are not heavy shadows on the face 
of your subject. In the anchor shot, you have the most 
fl exibility because it’s a “staged” shot, so try fi lming 
where the subject is looking out a window (and your 
back is to the window) so, if the beginning of the 
event is during daylight hours, you’ll get the benefi t 
of the sunlight.

By combing a spokesperson anchor shot with short 
clips that illustrate the crowd, action, and guests, you 
can give your audience a timely, engaging visual 
summary of not only what happened at the event, but 
the reason for the event, and a wider message of your 
product launch or marketing theme. 

So, there you go. There are some tips on how to 
shoot an effective event video that can really show-
case your company’s industry presence. ❖

Michael Hammond is chief strategy o�  cer at PROGRESS in Lending Association and the founder and 
president of NexLevel Advisors. NexLevel provides solutions in business development, strategic selling, 
marketing, public relations and social media. He can be reached at mhammond@nexleveladvisors.com.
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Videos work well with social media because they’re timely 

and often involve interesting visual surroundings.
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A Resurgent
Wholesale
Channel

By Andrew Weiss-Malik

The new wholesale industry has the same foundation of 
maximized consumer choice, yet is framed with a new 
structure of technology, innovation, flexibility and competition.

The wholesale mortgage channel has always leveraged its primary advantage 
of providing maximum choice to consumers – choice of lenders, products 
and price. However, in the aftermath of the housing crash, the bailout of the 

major banks and the decimation of the wholesale channel, the market penetration of 
mortgage brokers went from 7 out of every 10 loans down to nearly 1 of every 20 
loans. But from these depths a new industry is being rebuilt. Broker market share 
has doubled since reaching its low water mark. The new wholesale industry has the 
same foundation of maximized consumer choice, yet is framed with a new structure 
of technology, innovation, flexibility and competition. 

The mortgage industry as a whole lost about 50 percent of its workforce 
since the highs reached in 2006. While some jobs have been regained, the 
total industry employment is still more than 200,000 below its record high 
level. The wholesale channel of the mortgage industry was even harder hit, 
losing closer to 80 percent of its employees since 2006. Current estimates put 
wholesale mortgage employment (lenders, brokers and originators) between 
40,000 and 60,000, a long way from the 200,000—250,000 it once saw. Ac-
curate figures are hard to come by given the hybrid nature of many firms. 

The US Federal Reserve’s support of a low interest rate environment, the 
availability of severely discounted foreclosure and short-sale housing in-
ventory and several federal programs designed to facilitate refinancing by 
consumers, have combined to keep origination volumes high. But as you 
might imagine, high volumes and a reduced workforce have led to processing 
delays. These delays have been seen across the origination channels but are 
more acute in the large retail bank mortgage operations due to the number of 
employees dedicated to underwriting and loss mitigation efforts. How has the 
wholesale channel managed to maintain better production metrics despite an 
even more severe staffing squeeze? While there are likely many reasons, two 
of the most significant are technology and innovation.

Our firm, 360 Mortgage Group, is a good example of how the wholesale 
channel continues to push the envelope relative to technology and innova-
tion. In January 2011, a change occurred in the way in which brokers interact 

with the Federal Housing Administration (FHA). As part of the FHA’s efforts 
to reform its process and work with higher capitalized counterparties, they 
eliminated the ability of brokers to directly obtain case numbers for their 
files. While this was an understandable change, it created a real hardship for 
brokers and a real delay in the loan origination process. What 360 Mortgage 
Group did in response, since we are able to directly interface with FHA Con-
nection, was to create a technology solution that enabled our broker partners 
to instantaneously obtain FHA case numbers all the while remaining inside 
of our web platform. This solution has been a huge hit and empowers brokers 
to better serve their clients.  Additionally, our platform maintains a real-time 
synchronization with FHA Connection which eliminates the data integrity 
issues most mortgage banks experience.

On the innovation front, we have used existing 
technology in a new way that is paying dividends 
for us, as well as our clients and their customers.
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On the innovation front, we have 
used existing technology in a new way 
that is paying dividends for us, as well 
as our clients and their customers. We 
are using real-time traditional chat 
tools to enable our broker partners 
to actively engage our underwriting 
staff during business hours.  Instead 
of voicemails or emails that must be 
queued and responded to, or forwarded 
to others for response, we have actual 
underwriters available at a moment’s 
notice for a quick Q&A. This system 
greatly facilitates the process and cre-
ates high levels of satisfaction for all 
involved.

The pressure that the wholesale 
channel faces to implement or create 
new technological solutions, or to in-
novate within, stems from industry 
competition. Retail mortgage banks 
servicing exclusive branch offices do 
not face the competitive and innova-
tive pressures facing the wholesale 
sector. The flexibility to implement 

these innovations quickly is the result 
of not having to resell loans to federal 
insured depository banks which have a 
desire to conduct business in the same 
way it has been done for 30 years. 
The mid-sized wholesale mortgage 
bankers that now dominate the space 
since the retreat of the large banks, 
are by-and-large unburdened by the 
legacy technology systems that made 
the banks unable to adapt to changing 
market conditions and the needs of 
brokers and consumers. Cloud com-
puting and flexible technology plat-

forms that can be modified on the fly 
give the remaining wholesale bankers 
a real competitive advantage over the 
banks retail operations.

Due to this ongoing reality of  
effective use of technology, process 
innovation, flexibility and competi-
tion, the wholesale channel will con-
tinue its resurgence and take market-
share from the other origination 
channels. Wholesale origination may 
never reach 70 percent market-share 
again, yet 30 percent plus is a realistic 
expectation. ❖

About the Author
Andrew Weiss-Malik, chief operating officer at 360 Mortgage 
Group LLC, is recognized as an industry leader in mortgage-
technology innovation. Andrew utilizes his past experience 
in capital markets, mortgage-product development and 
efficient operations to enhance the lending value chain at 360 
Mortgage.  Using Weiss-Malik’s technology, 360 Mortgage 
Group employs the most advanced wholesale origination and 
operations platform in the industry. You can reach Andrew at 
(866) 418-2997 or aweissmalik@360mtg.com.  
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Regulatory Compliance 
– a blessing
or curse?

By Jonathan M. Herman

On July 21, 2010, President Barack Obama signed into law the 
Dodd–Frank Wall Street Reform and Consumer Protection Act (“Dodd 
Frank”). The preamble recites that it is “[a]n Act to promote the fi-
nancial stability of the United States by improving accountability and 
transparency in the financial system, to end ‘too big to fail’, to protect 
the American taxpayer by ending bailouts, to protect consumers from 
abusive financial services practices, and for other purposes.” Among 
other things, Dodd Frank establishes the Consumer Financial Protec-
tion Bureau (“CFPB”), charged with “conduct[ing] rule-making, su-
pervision, and enforcement for Federal consumer protection laws.”

The 924 page CFPB Supervision and Examination Manual has 
prompted much hand-wringing within the leadership ranks of those 
“supervised entities” subject to CFPB enforcement, namely deposi-
tory institutions and non-depository consumer financial services com-
panies.  Others may have adopted a carefree attitude, generally declar-
ing, “I’m not the one who they are after.”

Regardless of where your organization lies on the spectrum of ac-
ceptance or denial, this article explores how the CFPB and/or the par-
allel Limited Scope Electronic Examination Procedures adopted by 
the Multistate Mortgage Committee can be used as a business tool, 
probing the strengths and weakness of your organization and honing 
your marketing message.  In other words, while a formal examina-
tion by the CFPB or self-directed “mock examination” may be an “all 
hands on deck” task for your organization, the results of either exami-
nation may lead to a level of self inspection that can be an extremely 
valuable tool for business improvement.

II. A “FLY OVER” OF THE EXAMINATION PROCESS.
A CFPB examination process generally involves an on-site visit last-
ing approximately 4 to 6 weeks.  An attorney from the CFPB may be 
present in addition to the examiners.

The examination centers around seven modules: 1) Company 
Business Model; 2) Advertising and Marketing; 3) Loan Dis-
closures and Terms; 4) Underwriting, Appraisals, and Origina-
tor Compensation; 5) Closing; 6) Fair Lending; and 7) Privacy.   

Those with vision to see through the forest of 
mind numbing data that is produced will embrace 
the CFPB exam’s conclusion as an opportunity.
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The stated objectives of the exami-
nation are to “assess the quality of a 
supervised entity’s compliance man-
agement systems …”, “identify acts or 
practices that materially increase the 
risk of violations of federal consumer 
financial law, and associated harm 
to consumers …”, “gather facts that 
help determine whether a supervised 
entity engages in acts or practices 
that are likely to violate federal con-
sumer financial law …”, and “deter-
mine whether a violation of federal 
consumer financial law has occurred 
and whether further supervisory or 
enforcement actions are appropriate.”

In order to obtain 100% penetra-
tion of the supervised entity’s loan 
portfolio, loan level data is channeled 
into a Lending Examination Format™ 
(“LEF”) file for submission to the reg-
ulating authority.  Certain mortgage 
services providers, including MRG 
Document Technologies, a practice 
group within the law firm of Middle-
berg Riddle & Gianna, have the capa-
bility to generate an electronic LEF 
file which can be transmitted through 
RegulatorConnect™ (or through 
ComplianceAnalyzer’s RegulatorDi-
rect™ function) to the Examiner-In-
Charge (“EIC”) at or near the time 
the loan package is transmitted to the 
lender or closing agent.

The LEF data is processed in 
ComplianceAnalyzer®, specialized 
software developed by ComplianceE-
ase®, to produce loan level reports 
that test for violations of HOEPA, TI-
LA-Sections 32 and 35, state and mu-
nicipal high-cost/anti-predatory laws 
and regulations, state consumer lend-
ing laws, and a host of related statutes 
and regulations. The software’s output 
includes an Executive Dashboard™ 
report which permits drill down of 
individual item detail.

Middleberg Riddle & Gianna is one 
firm that has a services agreement with 
ComplianceEase® to perform Mock 
Exams using ComplianceAnalyzer®, 
RESPA Auditor™, HMDA Analyz-
er™, and the Examination Dashboard.

III. IT’S ALL ABOUT THE 
DATA AND THE OPPORTU-
NITY WHICH LIES WITHIN. 

As a litigator, I am no stranger to 
cross examining an individual on the 
witness stand.  While a witness’ testi-
mony may be intentionally slanted to 
his/her own best interests, it has been 
my experience that raw data doesn’t 
fib.  For example, one may argue 
whether a lender violated Fair Lend-
ing laws when 10% of a loan portfolio 
reflects higher appraisal fees paid by 
a protected class of persons, but one 
can’t argue over the fact that 10% of a 
loan portfolio shows appraisal fees of 
$425.00, whereas similar loans made 
to a different class of persons reflect 
appraisal fees of $325.00.  Indeed, 
the surest way to elicit testimony 
favorable to your case is to question 
the witness on discrete bits of black 
and white, raw data.  At that point, 
the foundation of your legal theory, 
whether prosecution or defense, rests 
upon those discrete chunks of unim-
peachable data.

The data reflected in the Executive 
Dashboard™ readily shows those tests 
for which a fee, a percentage rate, or 
other regulated metric, is out of toler-
ance or otherwise fails the test.  For 
the examiner, the issue then becomes 
one of enforcement.  For the super-
vised entity’s management, however, 
the issue becomes an opportunity.

Where the data reflects a violation 
of a statute or regulation, corrective 
or curative measures must be adopted.  
But it is the “softer” side of the data 
pool which yields the greatest trea-
sure: the ability to thread pockets of 
data through your business operations 
to expand customer offerings, under-
stand your customer base, learn which 
loan products are in greatest demand, 
and probe areas where you may have 
exposure before coming under the 
regulator’s eyepiece.  

Think of it this way: learning that 
certain branches within a given locale 
are consistently producing 15 year 
self amortizing mortgages between 
$250,000 and $400,000 paints an 
image of your customers for your 
marketing team.  Or, a North Caro-
lina loan portfolio that has a low risk 
rating based on the State and Local 
Predatory tests run on a zip code 
range may yield a higher price with 

an investor than a loan portfolio lack-
ing such a certification.  By the same 
token, “Alerts” appearing on Broker 
Compensation Policy tests or Loan 
Officer Compensation tests may need 
to be probed for errors in data entry or 
real “hot spot” violations.

The data is both a sword and a 
shield.  It is a sword in that you can 
use data to affirmatively seek out 
business and marketing growth areas 
based upon loan product and borrower 
attributes reflected in the data results.  
It is a shield in that you can build 
defensible legal theories upon cold, 
hard facts.  While liability in a Fair 
Lending case (by way of example) 
may come down to an extrapolation 
of that data, the party equipped with 
the broader expanse of data possesses 
greater flexibility in constructing a 
legal defense.  

IV. COMPLIANT DOCU-
MENTS CAN NARROW THE 
SCOPE OF EXAMINA-
TION REVIEW ISSUES.
In the broadest sense, mortgage com-
pliance takes two forms: organization-
al compliance and document compli-
ance.  The former generally references 
those policies and procedures imple-
mented by your organization and 
governing loan officer compensation, 
scheduled time delays by which your 
organization issues disclosures and 
related material upon receipt of a loan 
application, and loan products mar-
keted to differing locales, to name a 
few.  Document compliance generally 
refers to inclusion of particular fonts 
and/or point types as may be required 
in the loan documents by the particu-
lar jurisdiction, inclusion of certain 
required language defining the bor-
rower’s rights in the loan documents, 
or other legal mandates governing 
APR, points and fees, and the like.

While a CFPB examination, or 
self-directed “mock examination,” is 
intended to address both areas of com-
pliance, loan level data review comes 
from the compilation and analysis 
of those hundreds of data points as-
sembled while building the document 
and/or disclosure package.  

Make sure the calculations, content, 
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real time updates based upon changes 
to the law, and internal loan tests (to 
name a few) are appropriately repre-
sented and warranted by the document 
provider or the law firm preparing the 
documents.  Additionally being able 
to export the loan file in a LEF format 
may be a large front end expense, but 
will reap huge rewards when transmit-
ting large volumes of loan data into 
ComplianceAnalyzer®.  

In short, organizational and loan 
compliance begins with the loan ap-
plication.  Time wisely spent on your 
organization’s policies and loan docu-
ment systems pays large dividends in 
preparation for the regulator’s arrival.

V. CONCLUSION.
The first word of the Consumer Finan-
cial Protection Bureau is Consumer, 
which is that organization’s first prior-
ity.  Yet the consumer should also be 
the supervised entity’s first priority 

insofar as the consumer drives the or-
ganization’s business model.

I recently learned of an industry 
veteran’s argument that a mock ex-
amination concludes with the super-
vised entity being in the same posi-
tion as prior to the exam, except for 
the cost of the mock examination.  I 
respectfully disagree, both as to the 
value of the mock examination and 
the CFPB audit itself.  There can be 
no greater value to your organization 
than learning the defining metrics of 
your customer (i.e. the consumer) 
and your products.  Applying those 

metrics to your organization, through 
your compliance department, your 
marketing department, and your busi-
ness department can only yield greater 
organizational opportunity.

Is the examination process im-
posed by the Dodd Frank a blessing 
or a curse?  While a CFPB audit, or 
a mock examination, is by no means 
a picnic, those with vision to see 
through the forest of mind numbing 
data that is produced will embrace the 
exam’s conclusion as an opportunity 
for organizational enhancement and 
future growth. ❖
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The mortgage industry is struggling 
with being under the regulatory 

microscope. Surely, we can all agree 
that there is an onslaught of new 

rules, such as the recent news that the 
Federal Trade Commission (FTC), 
the Consumer Financial Protection 
Bureau (CFPB) Office of Enforce-

ment sent letters to a number of lend-
ers concerning potential violations 
of the Mortgage Acts and Practices 

– Advertising (MAP) Rule, a new 
rule that took effect in August 2011. 
This particular MAP Rule addresses 

claims and statements in mortgage 
advertising that may be misleading to 
consumers. Who would have thought 

that new regs would extend to ad-
vertising? We’re certainly living in a 
new world. So, what’s the bright side 
of all this? Reid Smeda of CSi talked 

to us about a new approach to risk 
mitigation. Here’s what he suggested:

 The New Face of 
Risk Mitigation

Reid Smeda of CSi discusses how 
compliant systems in place today have 
to be “data-obsessed” so they are 
equipped to gather, analyze, disclose, 
and retain the many, many, many pieces 
of data that “define the transaction.”

Discussing 

ExEcuTivE inTErviEw
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Q: How long has CSi been compliantly 
documenting financial transactions 
and what are some of the traits that 
have lead to CSi’s success?

REID SMEDA: For over 25 years, 
Compliance Systems, Inc. (CSi) has 
specialized in compliantly document-
ing financial transactions between 
financial institutions and their custom-
ers. During this time, CSi’s document 
solutions have become the “go-to” 
choice for transaction-level risk man-
agement — for, Consumer Lending, 
Home Equity Lending, Commercial 
Lending, Agricultural Lending, Mort-
gage Lending, Deposit Accounts, 
Individual Retirement Accounts, Edu-
cation Savings Accounts and Health 
Savings Accounts.

CSi has earned a reputation for 
delivering remarkable transactions 
and expertise as an integrated com-
ponent of loan origination systems. 
As a trusted partner, CSi documents 
transactions compliantly, minimizes 
the applicable enterprise-wide risks, 
and reduces resource expenditures so 
that financial institutions can focus on 
their business and their bottom lines. 
As an independent American-owned 
company, CSi proudly assists financial 
institutions in every state to meet the 
consistently increasing complexities 
of the U.S. and state financial systems.

CSi understands the importance 
of continuously monitoring industry 
changes and trends that impact fi-
nancial institutions. Our compliance 
professionals are constantly on alert 
for changes from a variety of sources 
(legislation, case law, administrative 
rules, regulations, industry best prac-
tices, and other governing authorities) 
to provide financial institutions with 
the most up-to-date products and in-
formation about transactional risks. 

CSi combines its quarter century 
of industry-leading financial transac-
tion experience with one-of-a-kind, 
thought leading technology solutions. 
Our highly-skilled experts apply the 
rules, best practices, and ongoing 
changes into warranted compliance 
documentation to deliver remarkable 
financial transactions to financial in-
stitutions every time.

Q: How have you seen the mortgage 
industry change and evolve over the 
last couple of years?

REID SMEDA: As we all know so well, 
the U.S. financial industry is one of 
the most regulated industries in the 
world; and I suppose a worthy debate 
could take place as to whether a cause 
of the 2008 market upheaval was too 
little regulation or a long-term unin-
tended consequence of too much. But, 
in the end, it does not matter; because 
a primary component of the changes 
since 2008 is “more” – more data 
as part of the underwriting process, 
more data to disclose to applicants/
borrowers, more impact on the types 
of products that can be offered by 
lenders, and ultimately, more borrow-
ers getting back into safe and sound 
extensions of credit. 

As this evolves further and as the 
“more” requirements of Dodd-Frank 
are implemented, a challenging 
dilemma is that thin margins have 
resulted in many institutions having 
limited and thinly stretched resources 
to react and apply. 

Q: Do you see a difference between 
doc prep solutions and transaction-
level risk management document 
solutions?

REID SMEDA: Doc prep solutions are 
designed to be “document centric” 
vs. “data centric”. The focus is on 
static template forms (“pictures on a 
piece of paper”, really). Whereas, the 
future of compliantly documenting 
financial transactions starts by focus-
ing on the transaction data itself. That 
is, the documents on which the data 
are represented are the physical mani-
festations of the transaction itself. The 
data (the specific words and loan in-
formation) are what manage the risks 
of each loan transaction.

In a transaction-level risk 
management solution, delivery and 
support of the compliance logic, 
data validations, error trapping 
and configurability for such risk 
management requires many types and 
high levels of banking, regulatory and 
technology expertise to come together 

as a whole. The solutions and the 
solutions partner must be specialized 
in financial transaction risks and best 
practices so that lenders have more 
time to focus on the things that drive 
revenue for their organizations. 

Q: What are documents’ roles in risk 
mitigation?

REID SMEDA: For almost twenty years, 
the term “enterprise-wide risk man-
agement” has been a standard part of 
examiners’ and lenders’ vernacular 
– Operational Risk, Liquidity Risk, 
Reputation Risk, Legal/Regulatory 
Risk, Market Risk, and Credit Risk. 
As with most things in our industry, 
the meaning of those words and how 
they are managed has evolved. Some 
risks can only be managed by the 
lender within its own four walls; oth-
ers can best be managed with a trusted 
third-party resource.

The documents that are created as 
part of the loan process are mecha-
nisms for managing components of 
each of those risk types. While an 
entire whitepaper could be written on 
the management of each of the risk 
categories, a clear example is legal/
regulatory risk – i.e., the documents 
for each loan transaction contain the 
data that is necessary to create repay-
ment obligations, to create security 
interests, and to comply with state and 
federal disclosure requirements.

When it comes to managing and 
mitigating transaction risks, the con-
sequences of not getting it right are 
too large; and the complexity and 
expense of relying on outdated solu-
tions are too high. Lenders struggling 
to maintain extensive static doc librar-
ies, seemingly never-ending updates, 
thousands of document templates, and 
hundreds of custom forms accept un-
necessary and incalculable risks. 

Choosing instead to implement a 
transaction-centric documentation 
solution (as a fully integrated 
component of a loan origination 
system) is the difference between 
leveraging documents to mitigate risks 
vs. being leveraged by the burden of 
documents.
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Q: How has the creation and assembly 
of documents changed over the years?

REID SMEDA: A theme under-
girding much of Dodd-Frank is 
“information”—i.e., lenders having 
the necessary information to ensure 
borrowers can afford their loans and 
borrowers having the necessary (and 
comprehensible) information to make 
informed credit-buying decisions. So 
it has become increasingly important 
for financial institutions to have poli-
cies, procedures, and systems in place 
that are “data-obsessed” – i.e., poli-
cies, procedures and systems that can 
gather, analyze, disclose, and retain 
the many, many, many pieces of data 
that “define the transaction.”

Documents driven by transactional 
data mitigate a lender’s risk. This rep-
resents a new paradigm, as we throw 
away the picture of the document and 
focus on the data required to manage 
the transaction risks. In this new para-
digm, documents build themselves 
dynamically, so the result is always 
configured to match the parameters of 
the transaction in question; and pro-
cesses and workflows can be simpli-
fied delivering greater value to lenders 
and their customers.

There are thousands of static forms 
used in the mortgage industry. If there 
is a change to one of those forms, it 
often means there are changes to 
every version of the form – e.g., for 
each state version of the forms; for 
the fixed rate version; for the variable 
rate; with MERS; without MERS; and 
so on, and so on, and so on. Beyond 
being an administrative nightmare, 
each one of those changes imposes 
unnecessary risks arising from update 
mistakes, not meeting deadlines, train-
ing challenges, etc. – not to mention 
the costs resulting from the inherent 
inefficiencies and opportunity costs of 
FTE allocated to those changes. While 
technology has evolved over the years 
(e.g., allowing us to go from manu-
ally/typewriter completed forms, 
to computer generated forms, to 
onscreen fillable PDFs), static docu-
ments are still a part of the day-to-day 
operations for many lenders.

In contrast to those outdated solu-
tions, CSi’s IntelleDocTM technology 
has lead the industry with powerful 
transaction-level documentation soft-
ware that eliminates limitations of the 
past and easily adapts to regulatory 
and market changes with 21st Century 
speed, capability and configurabil-
ity. With CSi’s IntelleDoc Solutions, 
the data for each transaction drives 
the words on the documents and the 
selection of the documents – not the 
other way around! This “revolution-
ary evolution” of documentation al-
lows financial institutions real-time 
ability to adapt documents to the 
specific requirements of their institu-
tion, their products and each specific 
transaction.

The configurable nature of IntelleD-
ocs significantly reduces the need for 
custom documents by allowing lend-
ers to add to or to replace text within 
standard documents, without the need 
for outdated overlays and addenda. 
The configured content dynamically 
interacts with standard language to 
ensure smooth flow, eliminate unnec-
essary whitespace and to automati-
cally make pagination adjustments. In 

instances where a custom document 
unique to a specific financial institu-
tion is required, IntelleDoc technol-
ogy provides an end-to-end solution 
that allows each lender to manage/
control within its four walls its cus-
tom documents – either as static docu-
ments or custom dynamic documents. 
Standard CSi document components 
such as headers, footers and signature 
sections (including CSi’s data driven 
logic for trust signatures) can be easily 
included within custom documents; 
and lenders can specify the business 
rules/transaction parameters for when 
each additional or replacement provi-
sion and when each custom document 
will be included for a given loan trans-
action.

Q: What does the future hold for docu-
ments and financial transaction-level 
risk management?

REID SMEDA: As we embrace the fact 
that the financial industry is undergo-
ing significant changes and will con-
tinue to do so far into the future, rather 
than trying to adapt one change at a 
time, it will be far more efficient and 
much less prone to errors to imple-
ment documentation solutions that 
are specifically designed to have the 
flexibility necessary to stay on course 
when changes are introduced. A dy-
namic, configurable data-driven solu-
tion is a necessary first step in equip-
ping lenders for what is yet to come. 

As we move together into the new 
and away from the old, gone will be 
the days of worrying about a doc li-
brary, form packs, and the hundreds 
of custom docs that lenders need to 
create and maintain. Rather, solutions 
must focus on the data that define each 
transaction and then apply the neces-
sary compliance logic, transactional 
validations and business rules to com-
pliantly generate and assemble the 
documents necessary to mitigate the 
applicable risks for each transaction.

Q: What innovation will be most criti-
cal to handle compliance changes? 

Industry Predictions
Reid Smeda thinks:

1 
There will be rapid 

technology change.

2 
There will be an increased 

focus on partnering for risk 
management.

3 
There will be increasingly 

demanding data collection, 
disclosure and retention 
requirements.
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REID SMEDA: To be ready for the pres-
ent and to prepare for the future, the 
mortgage industry cannot afford to 
convert a “buggy whip”” into a “fuel 
injector”. Rather, solutions must be 
designed from ground-up to work 
with business partners’ loan origi-
nation systems and with lenders to 
mitigate transaction-level risks. The 
future of successfully documenting 
mortgage transactions requires inno-
vative technology that brings together 
content, rules, best practices, pro-
cesses, and policies that are both intel-
ligent enough and flexible enough to 
meet each lender’s specific and unique 
business needs. 

The biggest challenges in the years 
to come will be centered on the data 
– i.e., the data that define and manage 
the risks of each transaction. The data 
requirements are expected to change 
“early and often”. The failure to keep 
up with these requirements is not an 
option. And being tethered to a doc-
ument-centric solution will present 
unacceptable risks. As such, technol-
ogy innovations that are designed and 
built around data and that are proven 
to mitigate transactional risks will be 
vital. 

Unless you “eat, sleep and breathe” 
compliance, it can be a bit overwhelm-
ing; and the associated risks of “get-
ting it wrong” a bit scary. But when 
you have a solution and a solutions 
provider focused on the transaction 
and the data surrounding the transac-
tion, the complex comes into view, 
the scary becomes more manageable 
and the “pictures” of documents can 
at long last fade out of view. 

Q: Where do you see the industry in the 
next five years? 

REID SMEDA: The mortgage industry 
is remarkably resilient. We have been 
through market upheavals in the past; 
and we’ve learned together to thrive 
following each of those disruptions. 
The fact that thousands of pages of 
new laws and regulations are present-
ed to the industry following upheav-
als is “nothing new”. That said, the 
specific natures of the laws and regu-
latory changes in the last four years 

are quite different. They represent a 
greater centralization of rulemaking 
authority into a single agency and 
a more direct impact on the types of 
products that lenders will offer – e.g., 
arising from the Ability to Repay Test, 
the Qualified Mortgage definition, 
the Qualified Residential Mortgage 
definition, Borrower’s Best Interest 

requirements, the “collision” of these 
definitions with CRA, etc.

Over the course of the next five 
years, the industry will have moved 
through implementation of the lion’s 
share of the rules and regulations 
required by Dodd-Frank. The years 
of doing so will not be easy, or fully 
predictable. So, from the perspective 
of lender processes and solutions, 
the industry will need to become and 
remain more “nimble”. Nimble, that 

.is, as relates to gathering, processing, 
disclosing, retaining, re-gathering, re-
processing, re-disclosing and updat-
ing retained data – and adopting new 
methods and solutions for doing so.

In conversations with many in our 
industry, I often hear, “Each time there 
is a new regulation, the industry gets 
all worked-up. But we always make it 

through. So, this is no different”. There 
is some truth to that. BUT the industry 
has always made it through and found 
success on the other side because of 
specific adaptations and technological 
advances. Faxes and static electronic 
documents were pretty cool in their 
day but they are now “so 1990’s….”

The requirements of Dodd-Frank 
take data requirements and the need 
for adaptations and technological ad-
vances to a whole new level. (For ex-
ample, hundreds of pieces of data that 
need to be gathered, processed, dis-
closed and retained for the combined 
GFE & TIL, alone). As the rules aris-
ing from Dodd-Frank are proposed, 
finalized, interpreted, commented on, 
revised, and so on and so on, the path 
to success for lenders will be rapidly 
evolving. Five years from now, we can 
be certain that “1990’s” solutions will 
no longer work; and lenders will be 
using solutions that are data-obsessed 
and able to readily adapt to and evolve 
with changing market and transaction 
requirements. 

Innovation has driven past financial 
industry success. Relationships with 
trusted partners have been keys to the 
mortgage industry’s success. Regard-
less of what happens next, these truths 
will hold true – five years from now 
and fifty years from now. ❖

Reid Smeda is the president of Compliance Systems, Inc. 
Reid has over 20 years of banking experience – serving in 
senior roles as an attorney, lender and business leader for 
national and international financial institutions. Compliance 
Systems, Inc., (CSi) is a highly respected provider of best in 
class “financial transaction” technology and expertise.

From the 
perspective 
of lender 
processes and 
solutions, the 
industry will 
need to become 
and remain 
more “nimble.”
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For Loans

By Daniel Jacobs
In business today, when I see the 
sheer number of times loans move 

back and forth, I would like to apply 
an entire can of WD-40 to make the 

process glide more smoothly.

W ater Displacement, 40th formula, developed in 1953 by Norm Larsen founder of 
Rocket Chemical Company in San Diego, is better known today as WD-40®. It is 
called a miracle product as it eliminates squeaks, loosens rusted parts and frees 
sticky mechanisms. Its active ingredient is a non-volatile, viscous oil, which pro-

vides lubrication and protection.
In business today, when I see the sheer number of times loans move back and forth 
between origination, processing, underwriting, quality assurance, closing and other de-
partments, I would like to apply an entire can of WD-40 to make the process glide more 
smoothly and be squeak-free. As it turns out, no matter how much you saturate your loan 
file with WD-40, you will not make the loan process easier. However, there is good news: I 
have another WD-40 formula for mortgage lending: Winning Delivery-40th.

It all depends on how we deliver loans to the next person in the process that determines if 
it will glide smoothly or become rusty and squeaky. Therefore, we should all have Winning 
Deliveries. There have probably been at least 39 different ways in the past to rectify this 
situation to no avail. Now, with the 40th attempt or formula, I have great faith that it will 
work just as well as the trademarked WD-40 penetrating oil we all know and appreciate. 
 
Below are the components of the mortgage industry’s WD-40: 
Thoroughness. A common cause of a squeaky, rusty loan is the provision of incomplete 
information/documentation with expectation of a complete approval. The loan is not closed 
faster by pushing through an incomplete file. It only slows down the process. Whatever 
your responsibility is in the lifecycle of the loan, there is an expectation that you are a pro-
fessional, know your job and know how to do it. If you are a loan originator, you should not 
expect the processor to perform origination tasks on the loan. Processors should not expect 
underwriters to create a processing checklist disguised as a conditional approval. Be com-
plete, hold each other accountable and loans will glide through the system.  

Consideration. Social media (Facebook, Twitter, etc.), texting and email have caused today’s 
society to expect instantaneous responses and reactions to everything. However, in the 
mortgage process, if you email a request, give the recipient ample time to respond. Calling 
them to find out if they received the email while simultaneously hitting the send button only 
interrupts that individual from his or her task at hand, resulting in a delay in the entire pro-
cess. Business communication is not like posting a comment on Facebook. There is no need 
to make the information public or copy everyone in the company on every communication.
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 It’s a common corporate habit 
that causes important emails 
to be overlooked. Remember, 
when everyone is copied on an 
email, typically no one reads it, 
and nothing is accomplished. 
Accountability and consider-
ation are not mutually exclusive 
concepts. Endeavor to be both 
and you will find a greater level 
of efficiency for all individuals 
involved.

Creativity. Loan officers are vested 
in getting to know their borrowers and 
their “loan story,” but rarely share ef-
fectively that story with the processor 
and/or the underwriter. Underwriters 
receive a series of data fields and are 

expected to render a decision on a loan. 
For some loans – those completely 
straight-forward, vanilla loans – that 
data may be adequate; however, most 
loans are not completed through self-
service Web applications. They require 
the skills of a loan officer to gain a 
solid understanding of the loan, the 
nuances of the borrower’s financial life 

and the loan program being targeted. 
Loan officers are almost like financial 
therapists and matchmakers. An in-
gredient in WD-40 for the mortgage 
industry is from the beginning (in a 
strong cover letter) of the process tell-

ing the borrower’s story to everyone 
involved. When each individual pro-
vides a proper hand off with the full 
background (and story in place), there 
is far less confusion and bouncing back 
and forth due to unknown nuances. 

Proactiveness. Communication is 
paramont but it is often reactive rather 
than proactive in the origination busi-
ness, both internally and externally. 
What if you placed an online order 
and were not notified of the expected 
ship date or given a tracking number 
after submitting the order? To further 
exacerbate the situation, what if you 
found out when the item would be 
shipped only after you made an inquiry 
or contacted customer service? I bet 
you would likely not choose to con-
duct business with that retailer again. 
This fact is simple: be proactive about 
providing information to borrowers. 
You have to be convinced it is a key 
ingredient in your WD-40; an ingredi-
ent without which the process just will 
not work.

Willingness to Learn. Learn what 
is needed to complete a loan. Learn 

agency and investor program guide-
lines along with company processes 
and procedures. If you make a mistake, 
learn exactly what you did incorrectly 
so that you know how to avoid making 
the same mistake again. Being a pro-

fessional means committing yourself 
to being a perpetual student.

Checklists. Every top performer – 
originators, processors, underwriters, 
closers, everyone – makes liberal use 
of cues and reminders, mainly check-
lists. They help you ensure you have 
been complete, that nothing has been 
overlooked that will ultimately cause 
rust and squeaks in the process. Do not 
be too proud to make a paper check-
list and mark off each item needed in 
every process to ensure you are doing 
it correctly and completely. Checklists 
work.

I have not listed every ingredient in 
mortgage industy’s WD-40, only the 
most active ones. Think of the other in-
gredients you can add to your 40th for-
mula. Once you start using your new 
WD-40, your loans will begin to glide 
through the process without squeaks 
and take less time, creating a more 
satisfied group of peers and custom-
ers. Be warned and prepared, though, 
of a major side effect of using WD-40 
for loans: it causes a high incidence  
of referrals. ❖

A common 
cause of a 
squeaky, rusty 
loan is the 
provision of 
incomplete 
information/
documentation 
with expectation 
of a complete 
approval.

Communication is paramont but it is 
often reactive rather than proactive 
in the origination business.

About the Author
Daniel Jacobs is president of retail branching for Columbus, Ohio-
based Residential Finance Corporation (RFC). He is currently 
responsible for overseeing and expanding the company’s retail 
branching strategy, which offers branch managers the efficiency of 
a large, nationwide lender with the service and attention required 
to build a successful business in today’s marketplace. Jacobs has 
been instrumental in executing the division’s growth. Jacobs is a 
mortgage industry veteran with a keen business strategy for retail 
and branching operations and serial entrepreneur.
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PROGRESS in Lending hosted their annual ENGAGE event in 
Chicago on the first day of the annual Mortgage Banking 

Association convention. The event brought together over 
100 leaders in the mortgage, technology and service 

fields who are interested in being part of trans-
forming consumer mortgage lending into a more 

communicative, robust, borrower friendly and 
reliable industry. Part of the session included a 

panel discussion by senior mortgage lead-
ers who targeted the various pieces of the 

mortgage puzzle. The focus was on how in 
the end, all the pieces would fit together 

completely as well as what needs to 
change to achieve this goal. Below 
we provide you with the issues and 

ideas that became very thematic 
in the discussions.

First comes thought; then organization of that thought, into ideas and 
plans; then transformation of those plans into reality. The beginning, 

as you will observe, is in your imagination, said Napoleon Hill.

By Barbara Perino and Rebecca Walzak

Transforming 
The Mortgage Business
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At the end of the discussions, it was 
evident that the link between data in-
tegrity and connecting people is vital 
for success in today’s world. It is im-
portant to that when we say “people” 
it is not limited to individual lenders 
but includes borrowers, regulators, 
servicers and vendors as well as any 
other companies and/or individuals 
with an interest in the on-going suc-
cess of mortgage lending.  

The first piece of the puzzle dis-
cussed was mobile technology, which 
is becoming very mainstream in global 
business initiatives. While currently in 
its infantile stage, it is being embraced 
among Generation X and Generation 
Y borrowers, leaders and employees. 
This segment of society wants easy 
access to technology, at the click of 
a button or a swish of a finger. Auto-
mation is convenient and expected. 
Streamlining processes helps the bor-
rowers manage the stress of making 
one of the biggest decisions in their 
lives in buying or refinancing their 
homes. Mobile technology also offers 
the convenience of remote capabilities 
so if you have to complete a transac-
tion while you are on a vacation, away 
from home. When you think about it, 
you can do everything by clicking a 
button or swishing a finger.  

Another value of mobile technol-
ogy is the ability to speed up the lend-
ing process because it has now been 
streamlined. Generation Y especially 
will be driving the decisions to use 
mobile technology. They expect this 
to be a part of doing business with 
them. It will be up to the companies 
supplying these technologies to make 
sure clear communication is in place, 
the importance of interaction is not 
forgotten and most importantly, that 
good data is provided.

Another discussion point was the 
need for the reemergence of a robust 
secondary market. In order to draw 
investors back into the market the 
importance of credit quality loans and 
reliable data is vital. It is no surprise 
to anyone that the data reliability and 
adherence to underwriting guidelines 
was one of the root causes of the 
failure of many of the securitizations 
that were used as investment vehicles 

during the boom years. To overcome 
the fear that this problem will reoccur, 
lenders and securitization firms have 

to address the concerns by ensuring 
transparent data and valid testing of 
the loans underlying any securitiza-
tion. What form this will take in terms 
of establishing underwriting quality 
as well as providing the transparency 
needed is yet to be determined. The 
role or existence of the GSEs was 
discussed. Questions 
that need answering 
are “Who is the alter-
native?” “Will Fan-
nie Mae and Freddie 
Mac be dissolved or 
merged?” Everyone 
agreed that inves-
tors in the Secondary 
Market need to come 
back.

Another piece of 
the puzzle is apprais-
als/valuations. New 
compliance and new 
rules are in place and impacting lend-
ers and investors. Opportunities are 
showing up for companies to partner 
for compliance purposes. The impor-
tance of flexibility was brought up and 
new requirements are in place now 

regarding uploading files to the GSEs 
directly. The biggest need for change 
in this space is to convince people to 
embrace and use XML formatting and 
get away from PDF files and Excel 
spreadsheets.

The need for good leadership was 
seen as the top issue that needed to be 
addressed. Leaders are going to have 
to consider consumer needs going for-
ward and balance this with continuing 
to make a profit. They have to listen 
more and even take some time to do 
some self-reflecting on how to be a 
better leader. Thought leadership will 
become more pronounced so under-
standing the importance of this and 
figuring out how to embrace it will also 
be important.  One suggestion for those 
in a leadership position was to start at 
the grass roots level of their companies 
to fully comprehend what is expected 
of them by their staff and shareholders 
alike. They also have to understand the 
importance of self-regulating because 
of the prominence of the CFPB and the 
rulings of Dodd-Frank. 

The consumer is now in the fore-
front of lending decisions being made. 
There are tremendous opportunities 
in the areas of consumer education 
as this is what is expected according 
to the government. Lenders are going 
to have to figure out how to make the 
lending process more inclusive for the 
consumer. This is very much a grey 

area now but also an area of opportu-
nity for many companies.

The CFPB was the big elephant in 
the room. These new regulators are 
looking at the mortgage industry in 
every area and are expecting systems, 

At the end of 
the discussions, 
it was evident 
that the link 
between data 
integrity and 
connecting 
people is vital 
for success in 
today’s world.
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processes and clear communication 
to be in place. A question to be asked 
and thought about by every company 
in the mortgage industry is “What do 
we need as a company to be in com-
pliance going forward?” Between 
the CFPB and Dodd-Frank, new 
and revised regulations are affecting 
documentation and the impact of the 
lending process. A big focus will be 
on analyzing data, the need to have 
compliant mechanisms in place that 
communicates the data and a clearer 
path of communication across the 
industry with companies and people 
working together as an industry shar-
ing the data.

Another piece of the puzzle is in-
novation, a buzzword of this century. 
Education opportunities are abun-
dant for helping mortgage people 
to embrace technology to do away 
with using Excel spreadsheets and 
re-designing systems. Any model or 
program will have to be scalable and 
the companies will need to figure out 
a way to be more open and embrace 
decentralization of processes.

While the initial discussion on data 
was focused mainly on the origina-
tion process, data is also critical to 
servicers. The ability for servicers to 
make good decisions is a byproduct of 
good data. Special Servicing is very 
prominent within the industry today 
and because of this, data has to be 
transparent and useful if this process 
is going to work properly. Another 
facet of good accurate data in servic-
ing is the need that stakeholders and 
vendors share. Not only do they need 
to evaluate and participate in the ser-
vicing process, but they now need to 
help entities in the realignment incen-
tives and assist in the execution of 
their plans to keep competitive. 

As you can see the puzzle pieces are 
all important and need to be addressed 
and improved upon to fit together; and 
not just be digested during the event 
discussions and then fall through the 
cracks never to be discussed until 

the next meeting. The dialogue must 
continue. The key leaders of this 
magazine, leaders in the room and the 
authors of this article are going to start 
discussions and strategize on a plan 
to help move the needle of change 
on a continuous basis. The goal is 
to keep all participants ENGAGED 
in the discussions started, even after 

the ENGAGE Event is over. A com-
ment made by a successful mortgage 
professional who attended ENGAGE 
was first to say how great these ses-
sions are but what typically happens 
is “things fall through the cracks” and 
nothing is done about ideas that are 
brought up.  This is not going to hap-
pen this time. Say tuned … ❖

Another discussion point was the need for the 
reemergence of a robust secondary market.

About the Author
Barbara Perino is a Certified Professional Co-Active Coach 
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Want To Grow  
Your Business?

PROGRESS in Lending Association has several opportunities that might meet  
your unique needs. Give us a call and we’ll move the industry forward together.

Call us at:
203.529.3131



Brought To You By PROGRESS in Lending

Over 100 lending executives gathered to talk 
about the future of our space. The discussion 
was both lively and informative. Check it out:

Brought To You By PROGRESS in Lending
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