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Streamline Your 
Mortgage Office
Originate loans up to 7 days faster and provide 
borrowers with a world-class lending experience 
by integrating Floify’s leading end-to-end mortgage 
point-of-sale system into your origination workflow.

Visit floify.com/demo to schedule a demo and learn 
how Floify can help improve your lending operation.
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A New Take On Home Equity

F irstClose, a provider of technology solutions for home equity lenders nationwide, 
announced the addition of its new and improved platform, FirstClose ONE.
FirstClose ONE is a comprehensive platform designed to give lenders access to all 

the tools they need to be successful in home equity lending, in one place. 
FirstClose ONE combines property and borrower data intelligence, consolidated 
vendor management, and a suite of rich UX/UI features to ensure that lenders are 
streamlining their loan fulfillment process in order to maximize profits. 
    The platform includes game changing automation like SMART Select, which uses 
intelligence logic to automatically select the title vendor with the best service, best price 
and best turn-time for each financial institution’s unique lending footprint. Features like 
this that make intelligent decisions for lenders are what sets the platform apart.
    FirstClose ONE includes a rich and smooth user interface, seamless user experience, 
one-screen navigation, live production reports, and custom workflow management tools 
with the same quality of service FirstClose users have come to expect. Being accessible via 
a web app and the leading loan origination systems, lenders can operate more efficiently 
anytime, anywhere.
    “We’ve been working on this initiative for the past year and it’s great to finally see it all 
come together” said Tedd Smith, CEO and co-founder of FirstClose. “Our product team 
has done a tremendous job of listening to our lenders and creating a platform that’s truly 
designed for their needs.  We are confident with this great technology that lenders can be 
more efficient and productive with FirstClose ONE.”  v
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INNOVATIVE  
EXPERTISE  
THAT DRIVES  
PROFITABILITY.

A must read for every executive in the 
mortgage industry. Packed with insightful 
information for the real estate finance 
marketplace.”
-Jonathan Corr CEO and President of Ellie Mae, Inc.

“

Jim Deitch interviewed over 100 CEOs, this book develops a methodology 
to identify financial services that are ripe for innovation and discusses 
how innovative thinking can be used as a disruptive weapon to attack 
and create effective new fintech models in today’s lending environment. 

The insights that were used to develop this book has allowed us to 
work with numerous lenders. Contact us now to discuss these 

insights and how they could enhance your profitability. 

Call (855)-374-8862 and schedule a time.



I n terms of the secondary market, a mortgage loan is essentially made up of two separate parts, the loan asset and the servicing 
asset – which may be split up, packaged, and sold separately. The largest of the two pieces is the loan asset, which is cashflow of 
the loan itself, including most of the interest paid. The smaller piece is the servicing asset, which is part of the interest rate that is 

separated out in order to pay the servicer that acts as the monthly payment collector. The servicing asset, or servicing “strip”, is usually 0.25% 
on conventional loans and 0.19% to 0.565% on GNMA loans. There is an entire industry built around the servicing strip, which lenders can 
choose to sell or retain.  
    Servicing is valued by examining the present value of the cashflows associated with the servicing strip and adjusting those by the probabilities of 
prepayment and/or delinquency/default. This combination of simple financial accounting with relatively complex probability modeling, forecasts, 
and simulations, allows for a reliable valuation of very uncertain assets. This value moves with changes to the underlying assets, such as partial 
prepayments or delinquencies, as well as changes in the market. 
    The two primary risks to the servicing asset are prepayment risk and default risk. Prepayment risk is the risk that the loan pays off sooner than 
initially expected. Default risk is the possibility that the loan stops paying for some other reason. In general, prepayment risk dominates, being 
substantially more pervasive than default risk. However, default risk also presents substantial costs to the servicer (collections, advances, recovery, 
foreclosure, liquidation, etc.). Further, the magnitude of these risks fluctuates by credit worthiness. For instance, borrowers with good credit are even 
more likely to prepay (refinance or purchase another property), while those with poor credit are more likely to default as refinancing or purchasing 
another home may not be realistic possibilities.
    In our current rate environment, the borrower on a loan originated only one year ago, will, in many cases, see substantial savings when refinancing 
at today’s rates. If the borrower does opt for a new loan, you also want to know the probability of recapture . Finally, it is important to recognize the 
costs associated with servicing delinquent loans, such as advances, increased collections, foreclosure/legal fees, etc. These factors can have a 
substantial impact on the profitability of servicers.
    Below, we show how values changed over the last six quarters by note rate, holding other factors fixed.
   Bear in mind that rates plummeted in the second half of 2019. Low note rate loans (e.g. 4.5%) have higher and more stable value because the 
prepayment risk is mitigated. However, borrowers paying higher note rates (e.g. 4.75%) are more likely to be “in the money” for a rate/term 
refinance, substantially increasing prepayment risk.
    The servicing strip is a significant piece of the loan and its profitability, but all of this is often an afterthought. Careful consideration is necessary 
to avoid losing a lot of money if retaining servicing or buying servicing rights. However, there can be substantial profit in retaining servicing 
whether it will be serviced in-house or a sub-servicer is utilized. Having a strong servicing business connected to your origination channel can help 
steady the ship when the economy dips and origination volume dries up.    v

MArket Pulse

The Impact of Rate Movement and 
Loan Characteristics on Servicing Value
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I n today’s fast paced mortgage environment 
with ever-changing rates, fluctuating 
volumes, heightened competition, margin 

pressure and introduction of disruptive 
technology, lenders are continually challenged to 
maximize profitability.  The speed at which 
lending decisions need to be made continues to 
accelerate if lenders want to remain competitive 
and sustainable for the long run.  This speed 
highlights the importance of data and more 
importantly, the ease at which data is accessible 
and usable to make informed business decisions.
    Historically data access has been challenging.  
The typical LOS has fifteen to twenty five 
thousand data fields.  Lenders are hard pressed to 
easily access this crucial lending data -- trying to 
pull the appropriate fields from their LOS and 
other systems.
     “Our industry mostly relies on static historical 
data. The residential loan application is a picture 
in time, not a video of a consumer’s journey up to 
the moment of truth: financing a new home. The 
same type of data is involved in the loan servicing 
space. It’s a snapshot of prepayments and non-
performing loans, not necessarily identifying the 
patterns and the financial journey of a borrower 
making mortgage payments each month. I think 
the key data elements such as trending data; 
demographics and predictive analytics will 
provide information that is disruptive to the 
mortgage industry” Maylin Casanueva, COO of 
Teraverde is quoted as saying in Disruptive 
Fintech: The Coming Wave of innovation in 
Financial Services with Thought Leadership 
Provided by CEOs.
    Many lenders are reporting record volume 
months.  What do many lenders do in this 
situation?  They begin to hire more underwriters, 
loan officers, closers, to meet volume demands.  
This works short term, but is there a better way?
    So, what are lenders to do?  Accessing a 
lender’s data effectively creates a major    

competitive advantage. The key is not just in 
the technology but also in partnering with an 
expert that can help lenders learn how to 
apply technology, data and best practices to 
solve today’s most challenging lending issues.
    When lenders turn to an industry expert 
to show them best practices on how to easily 
access their lending data for up-scaling while 
fully utilizing their technology, they will be 
able to increase profits. The guide can show 
them solutions on how to better optimize and 
easily access their loan origination data while 
allowing them to keep the data in one 
powerful system. 
    Thousands of lenders have turned to Ellie 
Mae for their mortgage technology needs.  
They have selected the leading cloud-based 
platform and now, through a partnership with 
Teraverde, can maximize their investment.  
This dynamic partnership allows lenders to 
easily access the key data elements from over 
twenty-five thousands data fields within 
Encompass. Teraverde has the unique 
combination of mortgage banking experience, 
highly skilled technical resources, and 
Encompass domain expertise to help a lender 
develop profit intelligence.
    The seasoned Teraverde industry 
executives have seen and worked through 
major challenges in the mortgage lending and 
banking industries. Our executives first began 
working with Ellie Mae in 1995 and have 
used Encompass from its inception in 2006. 
Our experience, in-depth understanding of 
lenders’ Encompass needs, and innovative 
expertise allows us to accurately identify the 
appropriate methodology the first time, 
maximizing the Encompass investment.
    We partner with lenders to provide 
industry insights and best practices that 
impact the bottom line. Teraverde has worked 
with over 300 mortgage lenders and banks to 

Recovery Tips
Data: Make It Your Friend
The right collaboration of technology can gain access to critical 
lending data and visually define the important data for 
executives to make data driven decisions. 

By  Mauricio Valverde
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identify and strategically 
leverage their new technology 
and operational processes, 
combined with our innovative 
expertise and profit 
intelligence platform to drive 
ROI.
    The combination of Ellie Mae’s 
Data Connect and Teraverde’s 
Coheus Profit Intelligence 
platform allows lenders to easily 
access critical lending data.  
Encompass Data Connect 
provides lenders secure access to 
their cloud-based, encrypted data 
at any time and from anywhere. 
This enables lenders to maximize 
the utility of their existing 
reporting, business intelligence, 
and visualization tools to gain 
actionable data insights, expand 
competitive advantage, and 
innovate faster.
>>Access all Encompass loan data 
fields in near real-time without 
impacting Encompass performance
>>Audit multiple loans simultaneously without 
restrictions
>>Get 3 years of historical data right out of the 
box
>>Reduce manual efforts with automatic database 
schema updates synced with changes in 
Encompass
>>Maximize existing business intelligence tools 
using structured data provided by Data Connect
    Teraverde’s Coheus Profit Intelligence is the 
first solution of its kind that absorbs all data 
sources and provides analyzed visual data of the 
entire lenders organization in near real time 
including; Encompass data fields, Secondary 
Marketing Data, Accounting and General Ledger 
Data, Servicing Data, QC- Pre Funding and Post 
Funding Data, and Data Warehouse. This allows 
the lender to take this actionable intelligence and 
make swift business decisions to gain a 
competitive advantage in the marketplace. The 
ability to identify and eliminate performance 
problems, waste, and revenue leakage is crucial, 
especially in today's challenging lending 
environment. 
    By having this profit intelligence solution 
absorb all the data sources, lenders are able to 

Lenders must consider technology 
solutions along with experts that can 
help lenders in the mortgage 
industry. 

access Encompass data near real time with a full 
overview of their lending operation. With a few 
clicks they can dig into their data all the way to the 
loan level. With the power of the solution and 
partnership lenders can now easily identify revenue 
leakage. Lenders can now identify the most 
profitable team based on profits by Product, Branch, 
Loan Officer and Underwriter. The solution 
provides a heat map, demonstrating all branches in 
the entire country and illustrates which ones are 
driving the most revenue. 
    Ellie Mae and Teraverde have partnered to 
provide lenders the ability to tap into the true 
potential of data and do more with the data insights. 
Teraverde, Ellie Mae’s Pro Elite Partner, are 
working together to provide lenders the most 
efficient transition to Encompass. Lenders must 
consider technology solutions along with experts 
that can help lenders in the mortgage industry.   v

Mauricio Valverde is Senior Sales Administrator of Teraverde. Mauricio is currently an associate at Teraverde working on 
the front of Sales and Marketing. He is the Teraverde representative for the relationship between Ellie Mae and Company’s 
transforming to Encompass and/or Coheus. Mauricio works with the Teraverde executive team to create more awareness 
of Teraverde’s’ expertise and technology solutions that drives lender profitability. 
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The mortgage market is treacherous. 
One false move could put it all at risk.  

Companies that want to succeed in today’s regulatory 
environment need proven expertise in quality control and 
operational risk management. 

That’s why dozens of the industry’s leading lenders, 
servicers and third-party service providers rely on Walzak 
Consulting’s extensive experience to help elevate quality, 
ensure compliance, increase profits and reduce costs.  

Gain regulator-ready compliance. Exceed investor 
expectations for quality control. Attain sleek, lean 
performance levels. Achieve blue-ribbon consumer 
satisfaction. 

Find out why the mortgage industry’s top companies trust 
Walzak Consulting for ensuring quality and compliance. 

Make the call that will 

make the difference.
561.459.7070   

RJBWalzak.com   

Becky@RJBWalzak.com

EXPERIENCE
You Can TRUST



T he summer of 2019 closed with a bang 
for mortgage lenders thanks to a sharp 
spike in refinance volume. In fact, the 

Mortgage Bankers Association’s Senior Vice 
President and Chief Economist Mike Fratantoni 
reported, “The 30-year fixed rate mortgage fell 
to its lowest level since November 2016, and 
the drop resulted in an almost 12 percent 
increase in refinance application volume, 
bringing the index to a reading over 2,000 – its 
highest over the same time period.” Fratantoni 
cited the Federal Reserve cutting rates and trade 
tensions with China as contributing factors. 
    Talk about incredible news for the mortgage 
industry. However, for loan officers, manually 
sorting through thousands of borrower records 
to see who qualified for these lower rates likely 
proves to be a daunting task. It is also safe to 
assume that some qualified leads fell through 
the cracks and weren’t contacted due to the 
time constraints of sifting through customer 
information. 
    Utilizing an automated borrower intelligence 
system during the boom led to a far greater 
opportunity for mortgage lenders. Thanks to 
technology that performs on-going monitoring 
of leads, customers, and past customers, and 
provides real-time notifications, loan officers 
using automated borrower intelligence didn’t 
need to waste time checking in on leads who 
aren’t ready or are still unqualified. 

Automated Borrower Intelligence Defined 
and Applied
Strategies surrounding the use of customer 
intelligence data have been in practice for well 
over a decade in other industries. However, as 
with most things technology-related, the 
mortgage industry is behind the adoption curve.
Automated borrower intelligence keeps loan 
officers informed when a pertinent event 
occurs, such as a change in credit score, 
qualification for a lower rate, or loan-impacting

Your Voice
Work Smarter, Not Harder 
To remain viable in a saturated market, lenders must 
leverage automation to not only attract top talent, but 
to also improve borrower loyalty and retention. 

By Alex Kutsishin
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life events—with no manual labor 
required. Notifications are delivered 
directly to the loan officer and 
tasks are created to initiate 
appropriate follow-up actions based 
on the status of the lead, ensuring 
loan officers stay front and center 
with their customers through all 
stages of the customer life cycle.
    For example, a borrower that lists 
his or her home for sale, 
improves their FICO score, or 
undergoes a divorce, becomes eligible 
for a specific loan product. The 
loan officer is notified by the 
system of that change and can 
then reach-out to the borrower with 
timely, relevant information. Essentially, 
the use of automated borrower 
intelligence technology plugs potential 
gaps in the customer journey, helps 
loan officers communicate with their 
customers at appropriate touchpoints, 
and ensures that no opportunities 
are missed. 

Are You in the Top 40%?
According to STRATMOR Group’s 
Originator Census Study, “The top 
40 percent of originators account 
for more than 80 percent of total 
volume, a measure which has not 
changed by more than one percent 
in any given year. That means 
that 60 percent of an average 
lender’s sales force produces only 
17 percent of total volume. The 
bottom 60 percent close less than 
one-half of one loan monthly.” 
    This statistic is a perfect example 
of why utilizing an automated 
borrower intelligence system is not 
only a competitive necessity, but an 
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absolute absolute business imperative 
for mortgage lenders to increase 
volume. And clearly, based on the 
information from STRATMOR Group, 
a large percentage of the lenders 
need to help with loan volume.
    As we roll into the last quarter 
of 2019 and look to the start 
of 2020, it’s essential for mortgage 
originators to think about how they 
plan to keep loan volumes up. 
Does it make sense to triple 
marketing budgets? Rely more heavily 
on realtor referrals? No, it absolutely 
does not. 

You’re Living on a Farm: The 
Smart Lender Approach
Let’s take a moment to think 
about your database as a farm and 
your loan officers as farmers. If 
as a farmer you work your land, 
harvest your crops, and retain seeds 
for the following year, you have 
become self-sustaining. Further, if you 
utilize machinery to harvest, you 
become more efficient and are thus 
able to yield more crops in less 
time. 
    Smart lenders are becoming experts 
at “farming” their database to make 
sure that when business slows down 
and the cost of producing one 
new good opportunity triples or 
quadruples, they have a steady 
stream of business coming from their 
own database. Smart lenders know 
that their database produces the most 
profitable deals, happier customers, and 
ultimately referrals. Incidentally, referrals 
are the least expensive source of 
new business.
    Fortunately, automated borrower 
intelligence systems are now available 
to help mortgage lenders properly 
farm their databases. Using automated 
borrower intelligence technology, mortgage 
lenders are notified the moment an 
unqualified lead becomes eligible, or 
when existing borrowers qualify for 
better interest rates or new loans. 

Essentially, turning databases into an 
evergreen resource of leads. 
Similar to farmers cultivating their 
land to support future crop cycles, 
mortgage lenders need to realize that 
their database is one of their 
greatest assets. However, for that 
resource to provide ongoing leads, 
technology needs to be utilized to 
address several gaping holes in the 
lending system:
>>Awareness of when an unqualified 
lead becomes qualified.  
>>Eliminating the need for previously 
ineligible borrowers to repeatedly undergo 
the loan application process.
>>A means to notify existing 
borrowers when they qualify for a 
better interest rate.
    Spurred by low mortgage rates, 
the current competitive landscape 
for mortgage lenders is intense. 
To remain viable, lenders must 
leverage automation to not only 
attract top talent, but to also 
improve borrower loyalty and 
retention.  Previously, monitoring the 
client database has been a 
manual and labor-intensive process. v

Alex Kutsishin is Co-Founder, CEO and Chief ROI Booster at Sales Boomerang. He is an innovator and entrepreneur. 
Sales Boomerang offers the first fully automated Borrower Intelligence software that tells lenders when a prospect or past 
customer is ready for a loan. In just 23 months they have discovered over $10.4B in missed loan volume for more than 40 
of the top lenders in the industry and they are on track to double in size by the end of this year. Alex has been named 40 
under 40 by NMP Magazine and Sales Boomerang has won top tech 2019 by Banking CIO Magazine. 
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Automated borrower intelligence 
provides lenders with an avenue to 

build relationships, increase 
revenue and keep customers 

coming back.
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ATTOM Data Solutions released its Q3 2019 
U.S. Home Sales Report, which shows that 
single-family homes and condos sold for a 

median price of $270,000 in the third quarter, up 
2.9 percent from the previous quarter and up 8.3 
percent from a year ago — reaching a new high. 
Meanwhile, the report shows that homeowners 
who sold in the third quarter earned a median 
profit that ticked up to a post-recession high of 
34.5 percent, up from 34.4 percent in Q2 2019 
and 34.3 percent from Q3 2018.
    Average homeownership tenure hit a new high 
of 8.19 years, up 3 percent from last quarter and 
up 3 percent from Q3 2018. Homeownership 
tenure averaged 4.20 years nationwide between 

Q1 2000 and Q3 2007, prior to the Great Recession.
    “The seven-year U.S. housing boom is back in 
high gear. After a series of relatively small price 
increase quarters, home prices saw quite the uptick, 
seller profits rose and the problem of distressed 
sales continued to fade, helping to make the third 
quarter the strongest in four years,” said Todd Teta, 
chief product officer at ATTOM Data Solutions. 
“That all happened as mortgage rates sank back to 
near-historic lows, which clearly powered the 
market upward along with stock market surges and 
a continued strong economy. There had been signs 
before the latest surge of a cooling market, but they 
seem to have diminished, at least for now.” 
    Median home prices increased year-over-year in 
148 of the 155 metro areas analyzed in the report 
(95 percent) in the third quarter of 2019, led by 
Lansing, MI (25.1 percent increase); Green Bay, 
WI (18.1 percent increase); Johnson City, TN (16.7 
percent increase); Hickory-Lenoir-Morganton, NC 

  

(13.7 percent increase) and Spokane, WA (13.5 
percent increase).
    Metro areas with at least 1 million people that 
saw the greatest annual home price appreciation in 
the third quarter of 2019 included Philadelphia, PA 
(12.3 percent increase); Jacksonville, FL (10.8 
percent increase); Detroit, MI (10.6 percent 
increase); Salt Lake City, UT (9.8 percent increase) 
and Milwaukee, WI (9.8 percent increase).
    Only three major metros saw annual price drops: 
Kansas City, MO-KS (9.4 percent decrease); San 
Jose, CA (3.3 percent decrease) and Hartford, CT 
(0.3 percent decrease). 
    Median home prices in 122 of the 155 metro 
areas analyzed in the report (79 percent) were 

above pre-recession peaks in the third quarter of 
2019, led by Kennewick, WA (99 percent 
above); Greeley, CO (89 percent above); 
Shreveport, LA (84 percent above); Denver, CO 
(79 percent above) and Nashville, TN (75 
percent above).
    Metro areas other than Denver and Nashville 
with at least 1 million people and Q3 2019 median 
home prices at least 50 percent above pre-recession 
levels included Dallas-Fort Worth, TX (73 percent 
above); Austin, TX (73 percent above); San 
Antonio, TX (62 percent above); Houston, TX (55 
percent above) and Oklahoma City, OK (52 percent 
above). 
  U.S. homeowners who sold in the third 
quarter of 2019 realized an average home price 
gain since purchase of $68,686, up from an 
average gain of $66,995 in Q2 2019 and also 
up from an average gain of $63,750 in Q3 
2018. v

Process Improvement
Median Home Prices Are Jumping 
Homeowners who sold in the third quarter earned a median profit that ticked 
up to a post-recession high of 34.5 percent, up from 34.4 percent in Q2 2019.

By Tony Garritano

The seven-year U.S. housing boom is back 
in high gear. After a series of relatively small price increase 

quarters, home prices saw quite the uptick.
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Who you become in the next 2 to 5 
years is going to be directly related 
to the people that you associate with. 

If you associate with lazy people, average people, 
people that believe in mediocrity, more than 
likely that's where you're going to end up in the 
next 2 to 5 years. 
    According to Colin Powell, "The Power of 
Association is too real: The less you associate 
with some people, the more your life will 
improve. Any time you tolerate mediocrity in 
others, it increases your mediocrity. An important 
attribute in successful people is their impatience 
with negative thinking and negative acting 
people. As you grow, your associates will 
change. Some of your friends will not want you 
to go on. They will want you to stay where they 
are. Friends that don't help you climb will want 
you to crawl. Your friends will stretch your 
vision or choke your dream. Those that don't 
increase you will eventually decrease you." 
     He went on to state, "Don't follow anyone 
who is not going anywhere. With some people 
you spend an evening: with others, you invest it. 
Be careful where you stop to inquire for 
directions along the road of life. Wise is the 
person who fortifies his life with the right 
friendships. If you run with wolves, you will 
learn how to howl, but if you associate with 
eagles, you will learn how to soar to great 
heights.
     "A mirror reflects a man's face, but what he is 
really like is shown by the kind of friends he 
chooses."
     So, the people you associate with are critical 
to helping you accomplish what your goals are 
moving forward, whether that's in fitness, 
whether that's career goals. 
    The Power of Association is going to have an 
incredible impact on where you go. So, let's talk 
about four ways that you can associate with and 
accomplish what you're trying to accomplish 
these days.

Business Strategies
Driving The Power Of Association
The Power of Association can make a massive difference in who you will become. 
Let's go out there and connect as we move the industry forward together.

By Michael Hammond

    Number 1 is the books you read, 
the blogs you're reading, and the 
periodicals that you're reading. People 
state, "I want to associate with key 
executives and leaders, but I don't 
know John Maxwell, Jon Gordon or 
Andy Andrews. I don't know those 
people, so how am I ever going to 
associate with them?"  Read their 
books.
   I've read every book that John 

Maxwell has ever written, so I could 
probably finish some of his sentences. 
So, there's a sense of me 
understanding how he's thinking, how 
he would approach things, and I can 
apply that to my life. If that person 
has something that I want and I can 
learn from them, great things can 
happen.
    Number 2 is podcasting, which is 
enormous now, and there are several 
great podcasts out there that you can 
listen to.  There are great podcasts 
like "A Minute with Maxwell" by 
John Maxwell, or "Optimized +1" by 
Brian Johnson.  It is one of my 
favorites, which I listen to every day. 
He provides philosopher notes and 
other great insights that are quick, 
easy to digest information, but 
something that I can learn and grow 
from him every day. I enjoy "The 
Garyvee Audio Experience," and the 
list goes on an on.
    There are also several excellent 
industry podcasts. The first place I 
would start is the Industry Syndicate 
(http://industrysyndicate.com): which hosts 
great podcast such as "The Voice of 
Social Sales" by Chelsea Peitz, or 
"Mortgage X" with the incredible 
Christine Beckwith and Jason Frazer, or 
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Mortgage Marketing Expert" with Phil 
Treadwell, and "Lykken on Lending" by 
Dave Lykken.  These podcasts and many 
others are another way that you can 
associate with people even if you don't know 
them directly.

   Number 3 would be through social 
media. Whether it's through LinkedIn, whether 
it's through Instagram, whether it's Twitter, 
you can start interacting with individuals that 
maybe you've never met before. A great 
example of this for me, especially over the 
last few months has been on LinkedIn.   
I've had the fantastic opportunity to meet 
and interact with people like Kevin Peranio 
at PRMG,  Raquel Borras of Main Street 
Home Loans, Sue Woodard of Total Expert, 
Laila Khan of Guidance Residential, Ginger 
Bell of Edumarketer and Josh Pitts of Shred 
Media to name a few. 

   People that maybe I haven't personally 
met, but now I'm starting to develop a 
relationship with and get to understand, "How 
they think? How they approach things? What 
are some tips I can learn from them? What 
are a few tips that I can pass on to them?" 
so it's very, very engaging, and compelling.

   Number 4 would be events, 
conferences, trade shows.  It can be any 
type of event that is going to help bring 

 

out the best in you. For instance, I attend 
a men's prayer breakfast every Wednesday 
from 6:00 to 7:00 AM at Our Lady of 
Good Counsel. It helps me grow in my 
faith and meet like-minded men.  We now 
have over 250 men show up every 
Wednesday. There's high power in that and 
what it does is that it challenges me to be 
the best version of myself. 
    There are industry events that are incredible to 
attend.  Some of these include the Housing Wire 
engage event, which was fantastic. It had a great 
lineup of speakers, and I made several new 
connections, which shared tips and insights that I've 
been able to implement.  The NEXT conference by 
Molly Dowdy and Jeri Yoshida, is doing some 
fantastic things for women that are changing the 
face of the industry. 
    The Digital Mortgage conference by Source 
Media allows tech companies the opportunity to 
present the latest and greatest in tech innovation. 
The Vision Summit by the amazing Christine 
Beckwith,  I was humbled and honored to have the 
opportunity to be presenting at that event on the 
Media Mogul panel.   The summit shared incredible 
tips, techniques, but more importantly, people got 
the chance to network and meet. 
     That's what the power of association is all about, 
and it's about building lasting relationships, it's 
networking, its sharing ideas, and concepts. v

Michael Hammond is chief strategy officer at PROGRESS in Lending Association and the founder and president of 
NexLevel Advisors. NexLevel provides solutions in business development, strategic selling, marketing, public 
relations and social media. He can be reached at mhammond@nexleveladvisors.com.
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That's what the power of association is all about, and it's about 
building lasting relationships, it's networking, its sharing ideas.
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    A well-known Chinese 
proverb states, “Any road will 
take you there if you don’t know 
where you are going.” Because 
we are at the very beginning of a 
new type of process, knowing 
where you want to go is actually 
very complicated.  Without the 
structure provided by “the way 
we always do it”, senior 
executives struggle with this 
new combination of machines 
and humans and what it will 
ultimately look like.  Adopters 
of this business approach find 
that they are imagining 
innovative ways to make 
processes faster, individualize 
products and increase 
profitability.     
    Once a company determines 
that implementing AI is the right 
choice, they must first create the 
vision of where they want to go.  
In other words, can a process 
that is performed by a series of 
steps, each occurring before the 
next, be transformed so that all 
steps occur at the same time, or 
data needs limited by what is 
expected for the customer. It 
might be the ability to increase 
profitability or the opportunity 
to expand acceptable loan 
products.  It might be a risk 
management program that 
reduces defaults by identifying 
the earliest possible performance 
indicators.  Or maybe it is to 
become a one-stop consumer 
lending company that includes, 
not just mortgages, but all types 
of consumer loans such as 
student loans, auto loans, marine 
loans or whatever any type of 
lending needed by your 
customer.   
    Whatever the vision, 
implementing AI means senior 
management has the opportunity 
to adapt all aspects of the 
product and/or service and 

develop their own concepts 
about how it will work, what the 
process flow will be, what 
sources must or can be included 
and how the collection and 
integration of this data will be 
utilized.   Most importantly it 
does require personnel with the 
ability to envision a new way of 
doing things be deeply 
embedded in its development.  
    Because AI uses an infinite 
number of data sources, once the 
vision is set it is critical to 
identify those that are critical to 
your process.  Today the 
industry databases, such as 
servicing results, are held tightly 
by those producing them.  In 
addition, sharing of information 
is under attack from individual 
privacy perspective.  In 
combination, these issues make 
it difficult to obtain all the data 
needed.  Furthermore, there are 
data sets available, but the 
realization that this data is 
beneficial may not have 
occurred.  As a result, the more 
database accessibility the better.  
    The implementation process 
itself requires that implementers 
must re-think work.  What work 
actually has to be done and by 
what means?  With the 
technology collecting data, 
comparing datasets, calculating 
figures, reviewing documents, 
what is left to do?  Other 
processes that exist today have 
to be considered as well.  How 
much of the ancillary and post-
close functions can be done 
completely with AI programs 
and what will still require 
human contributions.  Quality 
Control will no longer require 
separate processes as AI can 
conduct this review while the 
loan is being originated.  
Servicing functions must be 
evaluated in the same manner.  

Are their multiple functions 
within a servicing operation that 
can be completed 
simultaneously without input 
from staff?  Will default 
management require additional 
call center staff or will AI 
provide chat box conversations 
that answer questions and take 
requests?   
    Ideas such as how staff will 
interact with consumers or with 
applicants needs to be explored 
and a determination made as to 
when this contact is made.  Will 
the process include loan officers 
actually interacting with these 
individuals before any data 
collection is begun or will 
contact be made after a 
preliminary decision has been 
made?  Will better service be 
provided if all consumers are 
routed to a call center when 
complex issues and unique 
questions require individualized 
attention by human staff? 
    Determining what actual tasks 
need to be conducted by humans 
and who will do that work is 
another critical part of the 
implementation process.  As has 
been stated many times over, 
people are not going away.  In 
this “adaptative process”, 
humans and machines each have 
roles to play that use the best 
source of completing the task.   

Tasks to be completed by 
humans are those that conduct 
machine training so that the less 
complex tasks can be done by 
machines.  This function is most 
critical since without this 
training the technology does not 
work.  As part of this training 
effort, humans must ensure that 
the tasks machines are trained to 
do remains current and that the 
knowledge based used in any 
task is current.  Explaining items 
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and results that must be used in 
completion of these AI tasks is 
also part of the human 
requirements as well.   
    The complexity of the 
underlying pieces of the process 
must also be addressed.  For 
example, pricing.  The 
numerous items that play into 
how a loan is priced can be 
programmed but explaining it to 
a confused consumer is the job 
of a human.  Call centers with 
personnel that have a 
comprehensive understanding of 
the entirety of consumer lending 
will prove most valuable in 
these centers.  These along with 
such technology as Chat Box 
and Skype will bolster a 
company’s service level 
significantly.   
    One of the most critical new 
roles is that of analyst.  While 
AI will find random patterns, 
analyze results and provide 
access to numerous databases, 
the results produced by this 
technology requires humans to 
utilize these results to judge 
various attributes and outcomes.  
These results from such analysis 
of performance results based on 
all types of attributes.  Humans 
will also be needed to determine 
if the resulting information is 
beneficial to the organization, 
needs to be improved or should 
result in how the technology 
does its work.  Other analyses 
may be devoted to identifying 
the need to expand the attributes 
that until now have not been 
incorporated into the 
underwriting decision.  Human 
analysts will also help determine 
in the development of company 
growth.   
    Risk management is also a 
unit within the organization that 
does not go away with the 
implementation of AI and its 

associated processes.  This unit 
must be part of the vision and 
process of any organization 
associated with lending.  These 
individuals must be able to use 
the data analyzed by AI 
technology and make 
judgements on the areas of risk 
and its probability of causing 
harm to the company whether it 
be performance, legal, financial 
or any other risks that they 
handle today.   
    Once this new process has 
been created those individuals 
involved require training.  Those 
that will assume the function of 
training these machines, must 
first be taught how it is done.  
This can begin as soon as a 
determination is made that AI 
will be a vital part of the 
company’s vision.   
    Other training programs 
include a comprehensive study 
of how the industry functions 
and who and how each function 
interacts to produce the end 
result.  Today, because of the 
bifurcation of production and 
servicing, many staff understand 
only one piece of the entire 
process.  Since the complexity 
of this process is confusing to 
consumers, an individual who 
handles communication with 
applicants, consumers and 
current customers, must be able 
to address anything that comes  

their way.  
    For those individuals who are 
charged with addressing issues 
that are more complex than the 
program is trained to handle, 
there must be training on what 
they are or are not supposed to 
do.  This also includes an 
escalation program and feedback 
to programmers on handling 
future issues.  One area that is 
critical for this staff is 
addressing problems that 
concern regulatory requirements 
and controls.   
At the end of the day, 
implementing any AI program 
will be one of trial and error.  
With the transition of the 
processes used today into a 
program with new processes, 
changing job functions that are 
vital to a new vision of 
consumer lending, it is most 
likely that problems and issues 
will occur.  Those managing this 
implementation will hopefully 
have identified the most 
egregious roadblocks prior to 
beginning the project.  However, 
when others appear, successful 
managers will have to “think 
outside the box” to solve them.  
How much support is driven 
from senior management will be 
a key factor in determining 
whether the move into the future 
of lending will meet the vision 
and determine its success.   v 
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    Year-end reporting and 
property tax payments make 
up the lion share of that 
work, so preparation should 
start by late summer or early 
fall to ensure that customer 
expectations are met and to 
avoid those difficult calls 
after the first of the year 
when customers are 
preparing their income taxes. 
Approximately 40% of tax 
payments normally fall into 
the fourth quarter processing 
window. This includes 
payments to tax agencies 
with due dates in the current 
year, as well as those with tax 
due dates extending into the 
early part of the following 
calendar year. Nearly all 
servicers seek to satisfy 
customers who want to 
ensure an income tax 
deduction for the payment of 
their property taxes when the 
current year’s bill is due early 
into the following year. 
These are commonly referred 
to as “early year-end” or 
“false year-end” states or 
agencies. 
    Several factors weigh into 
the decision to pay tax bills 
earlier than an agency’s due 
date to secure 1098 reporting 
and the resulting eligibility 
for an income tax deduction 
for the payment of property 
taxes.  These include the 
potential customer demand 
for those payments, 
customary payments in the 
industry and the preference of 
the agency to receive 
payments early from 
mortgage servicers. 
    The most customer-
satisfying approach is to 
ensure continuity year after 
year. Interruption of the 
timing of payments from one 

year to the next will cause 
customer frustration and calls 
to customer service if a 
customer experiences a year 
without an eligible deduction, 
even if they have a year with 
two eligible deductions. To 
avoid this negative customer 
experience, the best practice 
is to select states or agencies 
where early payment is 
customary, and the historical 
demand has been presented to 
justify payment of all 
customer bills in those areas 
year after year. States with 
early year-end payments 
include Michigan, 
Mississippi, Nevada, North 
Carolina, Alabama, North 
Dakota, New York, 
Louisiana, South Carolina, 
Tennessee, Texas, Wisconsin 
and Connecticut. Timing of 
payments to agencies in these 
states can vary from lender to 
lender. Bills for some of 
these customary agencies are 
released in the fall but some 
can be released into the 
month December, which of 
adds some challenges for 
servicers faced with a short 
window to procure the bills 
and ensure disbursement by 
Dec. 31. 
    Wisconsin has state-wide 
requirements for customers 
where they are entitled to 
select payment options. Two 
of these options require the 
bills to be disbursed in 
December. Customers can 
elect to have their escrow 
funds for taxes paid directly 
to them by December 18 each 
year or elect to have their 
funds paid directly to the tax 
offices by Dec. 31. The third 
option requires the bills to be 
paid by the statutory date in 
January. Some servicers elect 

to minimize any customer 
concerns in Wisconsin by 
verifying the selected option 
by mail earlier each calendar 
year. 
    In addition to Wisconsin, 
some states and agencies 
require mass payers to remit 
payment before year-end. 
Most notably North Carolina 
and Alabama have such 
requirements.  
    Complications can occur if 
the loan boarding process is 
not aligned with servicing. If 
your business originates new 
loans, the servicing group 
should partner with the 
various origination channels 
as much as possible to ensure 
that the practice of 
determining when a bill will 
be paid at closing or not paid 
aligns with the servicing 
unit’s year-end payment 
practices. If an originator 
fails to ensure the payment of 
a bill at closing that is 
customarily paid by the 
servicer at year-end, the 
customer may miss out on a 
deduction for their property 
taxes during the year they 
closed on the loan. This will 
result in two deductions the 
following year. They may 
also face hardship if they pay 
a bill at closing that the 
servicer typically pays in the 
early part of the year. In this 
case, the customer would 
qualify for a deduction for 
the tax paid at closing but 
miss out on a deduction for 
the entire following year. For 
example, let’s say a customer 
in the state of Connecticut is 
closing on their loan on Dec. 
20, 2019. To be helpful and 
to secure a 2019 deduction 
for property taxes, the title 
company elects to collect and 
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pay the tax bill due Feb. 1, 
2020, at closing. This 
servicer does not treat 
Connecticut agencies as early 
year-end payment agencies 
and therefore will not pay 
another tax bill until Feb. 1, 
2021. This customer will then 
not have a qualifying 
deduction for the 2020 tax 
year.   
    Servicing acquisitions also 
create complications for year-
end tax payments. There is a 
strong likelihood that the 
retiring servicer’s selection of 
states to be paid early at year-
end does not align perfectly 
with those of the acquiring 
servicer. To avoid negative 
customer reaction, servicers 
must be cautious about their 
loan boarding approach for 
loans in these states and 
agencies. Due diligence and 
servicing transfer instructions 
always need to identify the 
states and affected loans 
where discrepancies exist 
from one servicer to another. 
Like the new loan origination 
example, variances from 
transferring to purchasing 
servicer can lead to 
customers who will lose a 
year of eligibility for 
deduction and/or a year with 
two eligible deductions.   
    A consumer’s monthly 
mortgage payments will 
change if the scheduled date 
to pay taxes changes from 
year to year. Where a 
discrepancy exists, early 
communication to those 
affected customers will alert 
them proactively to the 
change and possibly prevent 
angry calls to customer 
service. It’s a good practice 
to send letters, notices or 
alerts where possible to 

customers both at the time of 
a service transfer and prior to 
the new escrow analysis. 
Running a new escrow 
analysis at the time of 
transfer can minimize the 
effect on the customer’s 
escrow account and reduce 
the risk of escrow shortages 
and advances.   
    A related issue for 
customer service and escrow 
departments to face is related 
to what is and is not 
deductible. First and 
foremost, customers should 
be directed to their tax 
professionals for expert 
advice on filing their income 
tax returns. However, a 
correct 1098 report will 
minimize customer confusion 
and difficult calls.   
    Generally, the servicing 
system should be set to 
ensure that the produced 
1098 does not include bills 
paid from escrow by the tax 
department that are not 
eligible for deductions. 
Because the payment of bills 
other than ad valorem real 
estate taxes is commonly paid 
from escrow as tax bills, 
servicers must ensure that 
such bills are not reported as 
taxes on the 1098 form sent 
to customers. Per the Internal 
Revenue Service (IRS) 
Publication 17, state and 
local real estate taxes along 
with a tenant’s share of real 
estate taxes paid by a 
cooperative housing 
corporation are deductible.  

Taxes for local benefits, such 
as assessments for streets, 
sidewalks, water mains, 
sewer lines, public parking 
facilities and similar 
improvements are not 
deductible. In addition, 
itemized charges for services 
cannot be reported as 
deductible on the 1098 form. 
This includes items that are a 
unit fee for the delivery of a 
service, such as a usage fee 
per gallon for water usage, 
periodic fees for residential 
services, including trash 
collection or flat fees charged 
by a municipality for needed 
maintenance. These are not 
eligible for deduction even if 
they are paid directly to the 
tax authority. Homeowner 
association bills, which are 
often paid from a customer’s 
escrow account, should also 
not be included as a tax on 
the 1098. Under IRS 
guidelines, these fees are not 
eligible for deduction. 
    A final critical step is to 
ensure that taxes intended to 
be eligible for deduction be 
disbursed from the escrow 
account in that calendar year. 
This ensures that 1098 
reporting, which is relied on 
for validation by the IRS, 
reflects a payment made in 
the appropriate tax year. 
    Done properly, the 
reduction of customer 
complaints as a result of this 
work can make for a very 
happy New Year for 
mortgage servicers.    v 
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    Today, the loan lifecycle 
seems like a losing game of 
Tetris. As much as lenders 
and technology service 
providers want to ensure a 
smooth loan experience, 
keeping up with the demands 
for compliance with new 
regulations or risking stiff 
penalties in the post-Dodd 
Frank era has resulted in 
lenders and providers simply 
doing whatever it takes to 
keep the production lines 
moving, or playing catch-up, 
while not necessarily filling 
all the gaps.     
 
How We Got Here 
Understandably, lenders and 
providers have not had much 
of a choice. After the 2008 
crash, mortgage lenders 
needed to begin rebuilding 
trust with borrowers and 
society by ensuring 
compliance with new 
regulations like the Ability-
to-Repay/Qualified Mortgage 
(ATR/QM) rule and the 
TILA-RESPA (TRID) rule, 
followed by TRID 2.0. Many 
lenders quickly selected and 
implemented compliance 
technology, which required 
updates each time a 
regulation was introduced or 
changed.  
    However, ensuring 
regulatory compliance wasn’t 
enough. Lenders also needed 
to rebrand themselves as 
consumer-friendly. This 
required technology that 
could improve the borrower 
experience on the front end, 
such as a customer 
relationship management 
(CRM) system to connect 
with current borrowers and 
build relationships with 
prospects. They also 
implemented point-of-sale 
(POS) systems to enable 
prospective borrowers to 
complete an application, 

verify their assets and 
employment, and pre-qualify 
for a mortgage—all online. 
Now, lenders are navigating 
the muddy waters of e-
notary, e-closing and eNotes.  
    With all of the focus on the 
regulatory compliance and 
customer experience, little 
was done about the processes 
in the middle—the loan 
origination software (LOS). 
Trying to maintain an 
efficient workflow became 
even more challenging as all 
of the disparate technologies 
were attached to the LOS, 
and in many cases, created a 
less than ideal workflow, 
escalated errors and drove 
repetitive rechecks/rework 
throughout the loan process.  
    As a result, origination 
costs have skyrocketed over 
the past 10 years. According 
to the Mortgage Bankers 
Association's latest Quarterly 
Mortgage Bankers 
Performance Report, the cost 
to originate a mortgage 
reached a high of $9,299 per 
loan in the first quarter of 
2019, up nearly 300 percent 
from $2,345 per loan in 2009. 
Technology itself represents 
approximately four percent of 
that cost. However, this 
number fails to factor in the 
time and money spent on 
researching, implementing 
and regularly updating said 
technology. 
 
Cloud-Based Imposters 
and How to Spot Them 
If you think the technology 
behind your LOS is new just 
because it claims to be in “the 
cloud”, think again. Most of 
the LOS platforms on the 
market today are using the 
same foundation of server-
based software with form-
driven workflows that were 
developed more than 20 years 
ago, while simultaneously 

claiming to operate in “the 
cloud”. Don’t be fooled by 
these imposters.  
    For a LOS to truly be 
cloud-based, it should use a 
cloud computing service such 
as Microsoft Azure or 
Amazon Web Services for 
building, testing, deploying 
and managing the system. 
Regulatory changes and 
updates are made swiftly and 
easily—enhancement 
releases typically average an 
hour or less per release—with 
no software installations or 
computer downloads 
necessary. A truly cloud-
based LOS is device 
independent for convenient 
access from any web-
connected device and 
provides users with the 
advantage of consistent 
uptime. In fact, one of the 
most reliable cloud-based 
LOSs on the market even 
offers its users an uptime 
guarantee. 
    Now that you know what a 
legitimate cloud-based 
system is, ask yourself: Is my 
LOS provider truly cloud-
based, or a cloud-based 
imposter? If you’re 
maintaining a server, dealing 
with software installations on 
your laptop, or if you cannot 
access the system on a tablet 
or mobile device, then the 
system is not truly cloud-
based. 
 
Data-Driven 
Configurabili ty Is  the 
Future,  Customization 
Was the Way of the Past 
Another benefit of newer 
LOSs is the ability to easily 
configure the platform to 
conform to each lender’s 
workflows, roles, 
organizational structure, 
compliance controls, business 
channel and unique needs. It 
should be noted that, 
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although many people use the 
terms interchangeably, being 
configurable is completely 
different from being 
customizable. Your LOS 
should give you the freedom 
to focus on your business, not 
maintaining technology.  
    A configurable LOS is 
designed from the ground up 
to enable maximum 
flexibility so each lender can 
use the system to run their 
mortgage business the way 
that benefits them the most 
without expensive upfront 
customization costs and the 
headaches of ongoing system 
revisions and maintenance to 
keep it up-to-date. Should a 
need arise in the future to 
make changes to roles within 
your mortgage operations or 
your organizational structure, 
such as a new branch 
acquisition or a company 
merger, the system 
configuration can easily be 
modified to pull the new 
entities together.   
    The other advantage of a 
configurable system is that 
these modifications can be 
made without external 
software developers or 
retaining a large, internal IT 
department.  
    In a customizable system, 
code has been written to 
perform a task, if something 
changes, the code needs to be 
changed. That code change 
usually has unintended 
consequences downstream 
and something breaks. Think 
about the URLA 
implementation and what the 
administrators of customized 
systems are facing. There is 
an entirely new data set that 
needs to be implemented, if 
there is extensive custom 
code written into an LOS, 
there could be long 
development times required 

and unanticipated problems 
to be fixed. 
    When you take the data-
driven, configurable LOS and 
combine it with the newer 
and more robust APIs that are 
evolving, you have a very 
powerful combination. These 
APIs have developed from 
simple, one-way data 
transfers to enabling more 
secure, more complex, two-
way data transactions. If a 
lender, for example, needs to 
get pricing for a particular 
loan file, they can simply 
click a button to connect with 
their product and pricing 
engine (PPE). This pushes 
the loan parameters to their 
PPE and, based upon those 
loan parameters, the PPE 
pushes program and pricing 
options back into the LOS. 
The lender can select one of 
those programs and lock it in 
real time. With robust APIs, 
“a lender is no longer 
constrained by what a single 
vendor—most notably the 
LOS—has to offer because 
they can now use APIs to 
incorporate their best-in-
breed capability into their 
platform,” according to 
STRATMOR Group’s 
Andrew Weiss.   

The LOS of the Future  
As you can see, the majority 
of LOSs in the market today 
have not been able to keep 
pace with software design  

and technology 
advancements due to 
regulatory requirements and 
mandatory updates and this 
problem will only become 
more prevalent in the future. 
The ultimate goal is to 
leverage automation to 
ensure accuracy, eliminate 
redundant activities and 
speed processes while 
minimizing or eliminating 
human errors within a loan 
file as it is being processed or 
manufactured within the LOS 
and then provided to the 
secondary market. Ideally, 
once the borrower data comes 
from the POS, it 
automatically flows into the 
PPE and an automated 
underwriting system (AUS), 
to the auditing technology, 
and then ultimately to the 
document generation 
technology for the closing 
package. Of course, 
processors, loan officers and 
underwriters will still have 
important roles to play, but, 
because the process would be 
more intuitive, they would 
touch the file less, which will 
help streamline processes, 
increase efficiencies and 
reduce costs, all while 
improving the borrower 
experience. The talk of a 
digital mortgage that can 
close in 10 days has been 
around a long time, however 
it is truly closer than you can 
imagine now.   v 
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Presenting The

Award Winners  

A luminary is defined as “a person who inspires or influences others.” And that type of person 
is exactly who PROGRESS in Lending is honoring here. Right now the market is filled with 
uncertainty. But a true Lending Luminary will better handle and navigate constantly 
fluctuating market conditions.  These mortgage bankers, lenders, servicers, technology 
executives, consultants, etc. help their companies and this industry thrive.  In exchange 

for their tireless effort, we at PROGRESS in Lending are launching our first ever Lending 
Luminary Award.  These executives deserve to be recognized for their industry vision 
and leadership. Here are the award winners:





PAUL ANSELMO
CEO 
Evolve Mortgage Services

Paul built Evolve in a way 
that reflects his mission of 
changing how loans are 
bought and sold across all 
stages of the lending 
lifecycle. Over the last 12 
months, the company has 
grown dramatically, and 
Evolve has had 6 straight 
record months, exceeding 
the firm's 2018 numbers by 
July of this year, and 2018 
was a previous record for 
Evolve. He leads by 
example and never alters 
his message or beliefs in 
how the company can 
improve mortgage 
originations, closings, and 
the secondary market. 
Evolve has made strategic 
decisions and some 
acquisitions in the last year 
that have put the company 
in a unique position to 
capitalize on market 
fluctuations. For example, 
when conventional volume 
declined, Paul anticipated 
this and Evolve adjusted to 
offer new programs. 

KEN BARTZ
Chief Visionary Officer 
and Co-Founder
Monster Lead Group

Ken's decision to invest 
millions purchasing and 
then mining the entire U.S. 
residential mortgage 
databases was a bold move 
that has separated him 
from every other marketing 
company serving the 
industry. He then doubled 
down, adding a full time 
team of data scientists, 
analysts, programmers, 
developers and engineers 
to build customized 
algorithms that removed 
the many limitations of 
Black Knight and 
CoreLogic's simple query 
system and transformed 
that data into five years’ 
worth of behaviors and 
details now accessible and 
rank-able by Monster's 
technologies to reveal 
micro trends, buyer 
readiness models and 
opportunities within govy 
and conventional markets 
that his clients can exploit 
for a competitive edge, and 
drive far higher revenue.

CHRISTINE BECKWITH 
President & CEO
20/20 Vision Your Success 
Coaching & Consulting

Christine has been the 
senior executive leader of 
sales organizations, lastly 
AnnieMac Home Mortgage 
where she oversaw both the 
sales & the technical 
aspects of many financial 
tech platforms including 
but not exclusive to the 
CRM, Pont-of-Sale and  
other Educational 
technology platforms used 
for training.
   She is at the cutting edge 
of all things fintech in this 
industry, speaking and 
writing for the leaders who 
are also developing, 
promoting and managing 
new fintech.  Christine 
served on the Progress in 
Lending Fintech advisory 
in Washington DC and of 
course she is on the cutting 
edge of Social Media where 
Christine serves as an 
industry expert and has 
spoken this year for Gary 
Vaynerchuk, the MBA and 
Housing Wire on these 
topics. 

  



LISA BINKLEY 
Senior Vice President 
National Credit-reporting 
System, Inc. (NCS)

As Senior Vice President 
at National Credit-
reporting System, Inc. 
(NCS), Lisa Binkley is 
leading the change for the 
mortgage industry to 
create standards that 
address 100% of a 
borrower's employment, 
income, and asset 
attributes. In the last 12 
months, Lisa has 
spearheaded some 
cornerstone initiatives and 
best practice procedures 
that supplement the current 
digital footprint of our 
lending environment for 
borrowers that; 1) do not 
receive W2 income, 2) are 
unwilling to allow a lender 
access to their bank 
accounts, and/or 3) have 
employers who do not 
report to a third-party 
repository. Lisa is 
promoting a cascading tool 
that will allow all 
consumer's employment 
and income to be serviced 
in today's digital market. 

AMY BRANDT
President & CEO
Docutech

Amy Brandt is a highly 
accomplished entrepreneur 
and senior executive with a 
track record of over 20 
years of success within the 
mortgage, software, tech, 
aerospace and financial 
services industries. Since 
joining the Docutech team 
in May 2017, Amy has 
driven the company’s 
strategic vision and leads 
its growth initiatives by 
adding new products, 
entering new market 
segments and seeking 
strategic acquisitions. She 
also provides leadership to 
all aspects of daily 
operations, including 
product development, 
sales, partner integrations, 
and customer satisfaction.
As president and CEO, 
Brandt spearheaded 
Docutech’s continued 
growth, playing an 
instrumental role in many 
areas, including the 
expansion of its operations 
into an Arizona office.

KELSEY T. BROWN
Chief Strategy Officer & 
EVP
WebMax

With 10-plus years of 
experience in mortgage and 
real estate technology, 
Kelsey works towards 
lowering lenders' 
origination costs through 
digital point-of-sale 
applications and benefits 
the mortgage industry with 
engaging modern websites. 
in the last twelve months, 
he has worked diligently 
towards developing, 
communicating, executing, 
and sustaining strategic 
inititiatives. For example, 
not only has he become the 
point of contact for all 
clients, but he has also 
spearheaded a new solution, 
to ultimately drive new 
leads to their website and 
point-of-sale through social 
media and automated 
messaging. He recognizes 
that the current millennial 
homebuyer, who is taking 
over the industry, literally 
lives on social media. He 
wants to help lenders reach 
these borrowers.



CARMINE 
CACCIAVILANI  
President & Founder 
Blue Sage Solutions

Carmine Cacciavillani is 
revolutionizing the LOS 
market with the Blue Sage 
Digital Lending Platform, 
a cloud-based origination 
technology that is used by 
all parties involved in the 
mortgage process, 
including borrowers. But 
it’s only been during the 
past 12 months that 
Carmine’s company has 
emerged as a breakout star 
amid a heavily entrenched 
LOS market. In fact, it was 
one year ago that Prime 
Lending, a $14.5 billion 
nationwide mortgage 
lender, left its previous 
LOS vendor – one of the 
industry’s oldest and 
largest – to adopt the Blue 
Sage platform. Since then, 
other organizations have 
followed suit, including 
Member First Mortgage, a 
Credit Union Service 
Organization (CUSO) that 
provides technology to 
more than 200 credit 
unions nationwide.  

JACKIE CLARK
VP of Quality Control
Planet Home Lending

Jackie Clark, CFCS, Vice 
President of Quality 
Control for Planet Home 
Lending, is the architect of 
a data-driven, profit-
preserving quality control 
(QC) program. The 
program analyzes fraud and 
quality defect patterns, 
underwriting lapses, and 
risks in origination 
practices and procedures to 
determine where true 
financial, operational and 
compliance risk resides. 
Clark believes it’s 
important to build 
partnerships with 
operations and sales. She 
maintains a transparent, 
seamless pre-funding 
process, which allows QC 
to support Planet’s closing 
date commitments. Clark is 
constantly re-evaluating her 
program to incorporate 
changing trends, cost 
efficiencies and to improve 
early fraud detection. In 
2019, Clark’s program 
findings inspired change.

To cope with constantly 
fluctuating market 
conditions, Clark makes 
loan quality sample and 
program adjustments. 
When volume is high, her 
QC team expands its scope 
and practice to cover all 
investor requirements. 
When volume drops, the 
team redirects its resources 
to launch proactive fraud 
and quality initiatives 
anticipating that fraud and 
misrepresentation attempts 
will increase when loan 
volume declines.

JONATHAN CORR 
President & CEO
Ellie Mae

As President and CEO of 
the leading cloud-based 
platform provider for the 
mortgage finance industry, 
Jonathan Corr is a 
prominent figure, 
spearheading technological 
innovation in a historically 
analog industry. Over the 
past 12 months under 
Jonathan’s direction, Ellie 
Mae made significant strides 
that moved the residential 
mortgage industry forward, 
increasing revenue totals 
year-over-year from $417 
million in 2017, to 
approximately $500 million 
in 2018. By navigating the 
company through an 
acquisition by Thoma Bravo 
in April 2019, Jonathan 
opened up new 
opportunities for Ellie Mae 
to achieve its mission of 
automating everything 
automatable for the 
residential mortgage 
industry and providing a 
true digital mortgage 
solution for the industry.       



SANJEEV DAHIWADKAR 
Chairman & Founder 
IndiSoft

Historically Sanjeev has 
developed collaborative 
technology platforms for 
both mortgage servicing 
and mortgage originations, 
Quality Assurance and  
Quality Control. Through 
its branded solution HLP 
the technology makes it 
possible for several new 
programs to enable the 
expansion of home 
ownership to underserved 
markets.and low-to-
moderate-income 
borrowers. How is this 
possible? These groups 
have been enabled by its 
flexible multistakeholder 
platform.
   In the end, transforming 
the various IndiSoft 
platforms to a digital 
model, and continuously 
integrating new 
applications  to streamline 
the affordable housing 
originations process will 
ensure future success 
according to Sanjeev.

JAMES DEITCH
Co-Founder & CEO 
Teraverde

James Deitch has spent the 
last 25 years combining his 
mortgage banking and 
technology expertise to help 
address some of the 
mortgage industry’s most 
pressing pain points, which 
include: financial stability, 
Cybersecurity, 
technological 
transformation, digital 
lending, and lender 
profitability, which led him 
to create Coheus. More 
importantly, in the last 
twelve months alone, he has 
guided enhancements to 
Coheus and Coheus 
Connector, achieved Elite 
Pro Consulting Partner 
status with Ellie Mae, and 
partnered with Ellie Mae on 
Data Connect to provide 
numerous mortgage lenders 
a solution to visualize all 
their data so they can more 
effectively navigate profits 
from enterprise to loan 
level. He is dedicated to 
improving  lending.

fluctuating market 
conditions, Clark makes 
loan quality sample and 
program adjustments. 
When volume is high, her 
QC team expands its scope 
and practice to cover all 
investor requirements. 
When volume drops, the 
team redirects its resources 
to launch proactive fraud 
and quality initiatives 
anticipating that fraud and 
misrepresentation attempts 
will increase when loan 
volume declines.

MOLLY DOWDY 
Co-Founder
NEXT Mortgage Events

As the co-founder of NEXT 
Mortgage Events, Molly 
Dowdy has provided a 
platform with two summits 
for women executives in the 
mortgage industry over the 
past 12 months. At these 
summits, high-ranking 
women execs meet to share 
competitive intel on lending 
technology that translates to 
faster implementation times, 
higher customer engagement 
and faster closings. At 
NEXT events, women 
executives collaborate on 
time-saving solutions, 
compliance issues, risk 
mitigation and many of the 
challenges every lending 
business faces. The 
collaboration and intel 
sharing has given those 
execs and the companies 
they represent a competitive 
edge in the market. Molly 
believes that no matter what 
the market is doing, there are 
technological and process 
improvements to be had.



MICHAEL HAMMOND 
President & Founder 
NexLevel Advisors

Many executives focus 
solely on bringing success 
to their individual 
company, which Michael 
Hammond has done at 
NexLevel Advisors, he 
now dedicates himself 
exclusively to helping 
other businesses achieve 
extraordinary levels of 
success. Hammond helped 
NexLevel Advisors clients 
win more than 38 industry 
awards including clients 
being published more than 
115 times in leading 
industry publications, 
securing more than 20 
speaking engagements, 
significantly increasing 
sales volumes and helping 
grow their social media 
presence and engagement 
by more than 200% in the 
last 12 months alone. 
Hammond is only one of 
60 individuals to earn the 
prestigious Certified 
Mortgage Technologist 
designation.

MATT HANSEN
Founder & CEO 
SimpleNexus

Matt Hansen is the 
mastermind founder and 
developer of SimpleNexus, 
the wildly popular, mobile-
first lending platform that 
brings loan officers, 
borrowers and realtors 
together to seamlessly 
collaborate on home 
purchases from any device. 
In 2014 while the bulk of 
the mortgage industry was 
transitioning paper-based 
operations to desktops, 
Matt was already designing 
enjoyable lending apps to 
engage lending parties on 
the devices they’re most 
intimately connected to: 
phones. Now, just five 
years later, more loan 
officers (LOs) use 
SimpleNexus than any 
other mortgage point-of-
sale platform. Under his 
leadership, the firm is 
clocking record loan 
application submissions 
and growing at an 
unprecedented rate. 

HASSAN RASHID 
Chief Revenue Officer
Tavant

Hassan has led the 
incubation, realization, 
revenue generation and 
business development for 
some marquee logos in the 
Fintech industry after having 
cut his teeth at Freddie Mac 
where he was part of the 
team that developed Loan 
Prospector. He was 
instrumental in leading 
engineering, business and 
sales teams at Realtor.com, 
Dorado and then brought his 
experience and expertise to 
Tavant. Hassan has been at 
the helm of sales and 
business leadership at Tavant 
for more than 10 years. He 
has created and governs the 
eco-system of growth for the 
company’s Fintech business. 
In the last 12 months, 
Hassan has successfully led 
Tavant’s positioning as a 
business solutions and 
products company that 
solves the most complex 
lender and borrower 
challenges.



MARIKO HODGKINSON 
Director of Customer 
Success 
Floify

Mariko is a passionate, 
customer-centric leader, 
who implements a 360°
comprehensive approach 
for leading Floify in the 
mortgage software 
industry. She believes it's 
paramount to earn the 
trust of our clients, as well 
as understand their ever 
changing hurdles and 
goals, so we can work in 
close lockstep together. 
There's a difference 
between a vendor and a 
partner, and Mariko 
without fail knows we 
must be partners with our 
clients to continue long 
term client relationships. 
Mariko orchestrates and 
executes trainings, face-
to-face meetings regularly 
with customers, daily 
communication to foster 
continual account growth, 
strategic initiatives, and 
cooperatively creates new 
features and inspiration 
with Product/Engineering.

DANIEL JACOBS 
Founder & Managing 
Director
TruLoan Mortgage

Matt As a leader of 
branches nationwide, 
Daniel traveled the country 
to help the sales force 
focus on best practices and 
Realtor education, 
resulting in a 48% increase 
of same branch sales year 
over year, while 
simultaneously increasing 
the company's purchase 
money market share. In 
mid-2019 Daniel and two 
of his long-time associates 
formed a new venture 
called TruLoan Mortgage. 
Why did they do this? 
They wanted to create an 
elevated mortgage 
experience that leverages 
consistent best practices 
for efficiency and a 
lending experience to love. 
Daniel believes firmly that 
the future of mortgage 
lending will depend on 
utilizing technology to 
enhance relationships 
rather than replace them, 
on a holistic experience.

ALEX KUTSISHIN  
Co-Founder, CEO and Chief 
ROI Booster
Sales Boomerang

Alex Kutsishin is Co-
Founder, CEO and Chief 
ROI Booster with Sales 
Boomerang, a provider of 
tracking and notification 
software designed to help 
lenders identify prospects 
who are ideal candidates for 
loans. This year alone Alex 
has guided Sales Boomerang 
in helping its clients generate 
over 3 billion in originations 
from the Sales Boomerang 
automated Borrower 
Intelligence and Retention 
notification system.  Under 
Alex's leadership Sales 
Boomerang has tripled its 
number of enterprise 
accounts this year alone.  He 
has also worked to integrate 
with all leading CRM 
solutions. "No Borrower Left 
Behind" is our mission, said 
Alex. The idea came from 
hearing all the horror stories 
of borrowers who were 
turned down or simply 
couldn't qualify for a loan 
when they initially applied.



RUTH LEE
EVP 
Take Three Technologies

As a noted thought leader, 
Ruth's unique leadership 
offers Take Three 
Technologies insight into 
both the current market 
and what lies on the next 
horizon. "It doesn't take a 
crystal ball, rather critical 
self-assessment in a 
period of change, which, 
for the mortgage industry, 
is constant. Ask why you 
are doing what you are 
doing, what incoming 
changes are impacting the 
efficacy of your process 
or product, and whether 
you enage in self-limiting 
behavior." 
    Following Ruth's very 
simple ethos, solve the 
problem, provide 
efficiency, and empower 
the user, the company's 
flagship product, 
TrueRuleTool, has grown 
over 40% in less then a 
quarter. "Fintechs often 
try to solve everything, 
but that isn't productive."

BRIAN D. LYNCH 
President
Advantage Systems, Inc.

Twelve months ago, 
volumes were down, 
margins were being 
squeezed and profitability 
was a challenge. Over 
those twelve months rates 
came down, volumes went 
up and margins have 
improved. Brian Lynch, 
President of Advantage 
Systems, leads by working 
hard, and Advantage 
Systems focuses heavily 
on client support and on 
new product development. 
Last year reinforced what 
the company already knew 
- that they need to help 
their clients save money. 
Since the company’s 
inception Advantage 
Systems has focused on 
providing functionality 
that makes a difference. 
This year, Advantage 
Systems has started rolling 
out the second phase of the 
next generation of its 
industry leading AMB 
software, version 7. 

JANE MASON   
CEO 
Clarifire

As the founder and CEO of 
Clarifire, Jane was the 
brainchild behind the 
development of 
CLARIFIRE®, an 
application that uses 
intelligent business rules to 
automatically distribute 
work, critical information 
and documents to users for 
action. CLARIFIRE includes 
a robust underwriting engine 
that has all investor, GSE 
and government workouts, 
including disasters, coupled 
with workflow that 
standardizes and adds 
transparencies. The 
technology can also easily 
share data with existing 
technologies. Over the past 
year, Jane and her team have 
managed to take several 
steps ahead of the market by 
paying close attention to 
industry operational 
impediments, understanding 
where and how technology 
falls short in addressing 
housing industry issues. 



BILL MITCHELL
VP of Mortgage Business 
Development 
Origence

With a focus on Digital 
Mortgages, the industry 
can be a complex puzzle 
in terms of getting a 
consistent, systematic 
technological 
infrastructure in place. 
There are so many 
entities that need to come 
together for a digital 
closing to work. Bill 
directed and expanded 
eO's national mortgage 
partner network including 
(industry-leading LOS, 
Doc Prep, MERS, Title & 
Settlement, eNotary and 
eRecording providers) 
and managed industry 
affairs, strategy and 
indirect revenue 
opportunities for eO's 
Mortgage LOB while 
serving on industry 
committees for MBA, 
ESRA and ALTA Digital 
Mortgage Taskforce. 
These key integrations 
will enable many players 
embrace digital lending.

STEVE OZONIAN 
President & CEO
Williston Financial Group.

While Ozonian previously 
held executive positions at 
Chicago Title & Trust, 
Coldwell Banker, 
Prudential Real Estate, 
realtor.com, Bank of 
America and Re/Max and 
also served on the boards 
of LendingTree, Global 
Mobility Solutions, Realty 
Mogul and RealtyTrac, he 
is far from slowing down. 
This year, Ozonian and his 
team launched 
DecisionPoint, which 
speeds up the mortgage 
lending process by 
providing lenders with an 
immediate title clearance 
decision. The 
DecisionPoint platform 
uses a proprietary 
algorithm that delivers a 
full, detailed pre-title 
report nearly instantly, 
alerting lenders whether 
the loan is “clean,” or 
needs some curative 
measure that will take 
longer to rectify.  

JASON REGALBUTO  
CEO & CTO 
OpenClose

Working closely with the 
OpenClose management and 
technical teams, Jason 
helped spearhead a 
technology undertaking to 
offer its own POS digital 
mortgage technology, 
integrating it tightly with 
their consumer direct portal, 
ConsumerAssist.  Officially 
introduced in 2019, it 
enabled OpenClose to offer 
an end-to-end digital 
mortgage solution starting at 
the POS with key functions 
like 1003 capture, VOE, 
VOI, VOA, and tax returns 
--- with instant validation. 
Credit is then pulled and the 
loan seamlessly and swiftly 
moves to underwriting for 
automated decisioning 
within OpenClose’s 
LenderAssist LOS.  Jason 
was instrumental in this 
major technology and 
business decision to 
penetrate the digital space, 
which has disrupted the 
existing POS space.  



LEORA RUZIN
VP of Secondary 
Marketing 
Guaranteed Rate

Over the last year, Leora 
has been instrumental in 
bringing on new 
investors and products to 
the Guaranteed Rate 
Companies, and 
continues to find new and 
efficient ways to bring 
new products to the 
market. Her vast 
knowledge and expertise 
in specialty products, 
such as Non-QM, have 
helped to keep 
Guaranteed Rate at the 
forefront of product 
development. Leora 
brings over 12 years of 
experience in secondary 
and capital markets to the 
industry, and is well-
known for her passion in 
developing better and 
safer ways of helping 
everyone achieve the 
American Dream of 
homeownership. Leora 
continues to be involved 
with MBA, through her 
volunteer efforts.

LISA SCHREIBER 
SVP, Non-QM 
NewRez LLC

In her current role at 
NewRez where she is the 
leader for Non-QM 
Lending, Lisa is 
responsible for production, 
client management, and 
profitability, working with 
operations and the 
corporate team to ensure 
overall success of this line 
across the organization. 
Notable recent 
accomplishments include 
externally launching 
NonQM AUS 
LoanScorecard to bring the 
NonQM loan decision 
closer to POS, Ellie Mae’s 
Investor Connect to allow 
clients more efficient loan 
delivery, and LoanNex to 
enable a broader set of 
clients access to NewRez’s 
products, all in support of 
an aggressive growth 
strategy. Through these 
strategies and assembling a 
strong team, the 
correspondent division, 
which Lisa led, has grown .

TEDD SMITH  
Co-Founder & CEO 
FirstClose

Tedd Smith, Co-founder 
and CEO of FirstClose, has 
led the team at FirstClose to 
provide robust technology 
to the settlement services 
aspect of the mortgage and 
consumer lending industry. 
Over the past year, Smith 
has played an integral part 
of the rollouts of products 
like SmartSelect and 
EquityIQ. SmartSelect is an 
AI like product offering that 
eliminates lenders’ title 
vendor selection headaches 
by handling vendor due 
diligence, but ultimately 
auto-selects the best title 
vendor on each individual 
loan based on turn-time, 
quality, price, geographic 
coverage, and service levels, 
while providing vital data 
and statistics to the lender in 
real time.  Smith and the 
team at FirstClose also 
introduced EquityIQ, the 
only home equity lead 
generation tool on the 
market.



PATRICK F. STONE 
Founder & Executive 
Chairman 
Williston Financial Group

Stone is a leader in the 
mortgage industry, with 
several decades of 
experience, notably 
serving for eight years at 
Fidelity National 
Financial as president, 
chief operating officer 
and director. Stone is 
currently overseeing the 
Williston Financial 
Group family of 
companies, as they 
transform the mortgage 
lending process. Stone 
has led WFG to become 
a leader in national title 
reporting services, 
becoming one of only six 
national underwriters, in 
less than 9 years; a 
record. Earlier this year, 
Stone oversaw the launch 
of WFG’s DecisionPoint, 
an automated title 
decisioning system. 
Lenders will know 
instantly the application-
to-close time, and any 
curative steps needed. 

JOHN WALSH 
CEO 
LERETA, LLC

In 2017 LERETA released 
Total Tax System (TTS).  
TTS was a complete re-
write of the technology 
that runs LERETA's 
outsource tax business.  
Over the last two years 
LERETA has released 
three new versions of this 
solution, with a fourth 
scheduled for release 
shortly.  TTS has been 
meaningful to the industry 
in three ways. First, TTS is 
the first significant new 
technology innovation in 
the tax service business in 
years.  Second, TTS has 
allowed LERETA to 
significantly raise the bar 
for outsource tax service.  
Since its release, LERETA 
has met 99.7% of customer 
SLA’s for all customers.  
LERETA has not missed a 
SLA for any customer in 
over 5 months.  Last, TTS 
provides customers real-
time, complete visibility 
into LERETA's tax service.   

KIM WEAVER  
Director, Product Delivery, 
Financial & Risk 
Management Solutions 
Fiserv
With over 14,000 clients 
including banks, credit 
unions and financial 
services providers such as 
independent mortgage 
bankers and brokers, Fiserv 
supports mortgage lending 
in multiple ways. Kim 
works within Fiserv and 
with its many partners to 
provide the mortgage 
industry with capabilities 
for increasing production, 
reducing the cost of 
origination and loan 
acquisition, and providing a 
better borrower experience. 
Over the past year Kim has 
managed the expansion of 
Fiserv’s digital mortgage 
transformation suite, which 
provides functionality to 
increase efficiency 
throughout the origination 
cycle including more 
effective workflow with the 
lender’s customers and 
business partners. Kim uses 
her 25 years of experience  
to support Fiserv.





Q: Describe how you first got into 
mortgage lending?

DAVE SIMS: In late 2012 my wife and 
I moved to Colorado. We needed some 
short-term financing to get into a home 
and after that we wanted to refinance to 
get into a more permanent loan. As I was 
going through the refinance process I 
realized that there had to be a better way. 
That was the impetus for getting into 
Floify and mortgage lending. 

Q: How has the mortgage industry 
changed since you first entered the 
space?

DAVE SIMS: The one consistent thing 
is that loan officers want to provide a 
great experience. It used to be about 
FaceTime, but now it is much more 
efficient. I talked to a top producer and 
told him about a mobile way to get the 
1003 and he told me that he just sends the 
borrower to the Floify portal. 

Q: As you see it, what does having a 
fully-automated mortgage business 
really mean and why should lenders 
embrace this process?

DAVE SIMS: At the heart of it 
everything is about staying competitive. 
By being more automated, mortgage 
professionals can stay focused on the 
more meaningful tasks. It means allowing 
top producers like the one I met yesterday 
that is pushing up to 500 deals a year be 
who they are. You never put away the 
human touch, but you have to automate 
to deal with that volume.

Q: Floify believes that “good 
communication is fundamental to a 
positive borrowing experience.” How 
does Floify’s technology help lenders 
accomplish this goal?

DAVE SIMS: Communication is a 
fundamental piece of the mortgage 
process. We have really focused on 
customized automation. The customer 
should focus on a high level of 
production and we track things like loan 
status and keep everyone informed about 
those more mundane tasks.

Q: Specifically, you say that you offer a 

“Best-in-Class Digital 1003.” What 
does that mean for lenders using 
your technology? 

DAVE SIMS: There are many 
different 1003 options. We have 2 key 
differentiators. First we have an elegant 
interface so the borrower competes the 
whole 1003. The second differentiator 
is helping the borrower complete the 
application after the 1003. For example, 
they can upload docs on the weekend, 
which keeps them more invested in the 
process and the loan officer.

Q: Also, how can lenders increase 
operational efficiency and maintain 
loan file integrity using Floify?

DAVE SIMS: Floify has a lot of 
functions that automate tasks that slow 
the process. For example we chase 
missing documents from borrowers. We 
also update everyone about the status of 
the loan. We also automate 
communication so everyone is 
informed. We also convert jpgs to pdfs 
because loan officers have to work in 
pdfs.

Q: Borrowers and agents are 
increasingly preferring mobile 
methods of communication and 
engagement. How is Floify making 
this possible?

DAVE SIMS: Everybody is on their 
phone these days. With us we are 
always sending out text messages with 
updates. Borrowers can also interact 
with the loan file on their phone. If you 
need to generate a preapproval letter for 
example, you can do that with your    

phone using our technology. 
Everything we do can be accessed on 
your mobile device.

Q: What’s next for Floify as a 
company?

DAVE SIMS: We want to bring 
back structured text and tasks to help 
lenders attract top producers. I want 
to make a more efficient work 
environment so a top producer 
doesn’t need an army of helpers that 
stops him or her from producing. We 
will continue to talk with top 
producers to help tem evolve and 
stay top producers.

The one consistent thing is 
that loan officers want to 
provide a great experience. 
It used to be about 
FaceTime, but now it is 
much more efficient. I 
talked to a top producer 
and told him about a 
mobile way to get the 
1003 and he told me that 
he just sends the borrower 
to the Floify portal. 

Q: Speaking about broader 
industry trends, there’s a lot of 
talk about the digital mortgage. 
What’s your take on what 
constitutes a digital mortgage and 
what it will take to get broader 
adoption?

DAVE SIMS: Fundamentally the 
digital mortgage means continuous 
evolution. If you get off paper you 
can argue that’s a digital mortgage, 
but we want to continue to identify 
the problems that our top producers 
face and solve those issues even if 
they are off paper. We want our top 
producers to stay top producers in a 
very competitive market.  v

Industry Predictions
Dave Sims thinks:

Hybrid Electronic Closings are 
coming.

Our industry will embrace the 
Latino Community more 
comprehensively.

The disclosure desk experience 
for borrowers will be fully 
embedded in the point-of-sale..  

1.

2.

3.



 In today’s mortgage market, lenders 
and vendors alike are faced with 
constantly changing rules, refi 
fluctuation, foreclosures, negative 
equity, defaults, loan modifications, 
and rising rates. They are inundated 
with regulatory changes and 
compliance updates. To make the 
challenge even greater, many lenders 
and vendors are forced to do more 
with less. 

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

Be a part of the solution. 
Sponsor Now! 
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3 A Better Way
Famed industry researcher 

Jeff Lebowitz asserts that there 
is a better way to get 
new technology to 
market.

4 Subprime Today
Scott Kersnar looks back at 

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

5 QC Done Right
Industry consultant Rebecca 

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

6 The Big Idea
James Comtois points out 

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

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

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

9 The Death of PR
Michael Hammond of 

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

10 New
Competition

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

11 Choose Wisely
Asher Lohman of 

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

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

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

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

INSIDE TODAY’S LENDING INSIGHT

today’s

Housing Finance:  
The Next 100 Years? 
BY PHIL HALL

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

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

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

My Stance:Long 
Live Both GSEs

BY LEW SICHELMAN

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

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

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

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

Technology Is 
Not Enough
BY TONY GARRITANO

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

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

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

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

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

Furthermore, in the 2013 Bankers As Buyers 
Survey, a collection of research, observations 
and articles about what technology, solutions and 
services U.S. bankers will buy in 2013 prepared 
by the William Mills Agency, Jeanne Capachin, 
former research vice president for IDC Financial 
Insights, provided more 
insight into the spending 
habits of banks this year.   
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    Unfortunately, the brash new 
startups that are entering the 
lending scene are not thinking 
that way. For them, online and 
connected are already a given, 
the bare necessities. For them, 
‘Digital’ is a means to 
‘Disruption.’ You have surely 
come across some of the more 
famous ones among these 
upstarts, right? 
    Are you familiar with 
‘Kabbage,’ the lending platform 
that offers nearly instant loans to 
small businesses, based on 
creative, alternative data - like 
the number of UPS packages 
sent or received by the 
industry?  Or ‘Tala,’ which 
approves microloans for 

borrowers from underserved 
economies who lack credit 
history by crunching out myriad 
data points ranging from 
financial transactions to mobile 
games played? And what about 
the aptly named ‘Upstart,’ which 
uses data such as education, 
employment history, and 
whether applicants know their 
credit score to underwrite and 
price loans? Upstart’s 
algorithms are supposedly so 
well-trained that they now 
approve 47 percent of loans with 
zero human intervention and yet 
manage to have one of the 
lowest default rates in the 
industry. 

Get digital  already. 
Going digital is no longer the 
endgame. It just places you at 
the start-line for the sprint 
towards innovation and 
disruption. Therefore, if what 
you have is a long-term, multi-

year digital roadmap, you have 
lost the race even before you 
have started. You need to go 
digital right now—within 
weeks—so that you can compete 
on level terms and give yourself 
a chance to race with (and fend-
off) these new-age disruptors. 
    If you are a bank or a lender 
with HELOC offerings, product 
suites can help you do just that. 
It offers a ready-to-use toolbox 
of services, integrations and 
interfaces that propel you 
instantly to a fully digital-ready 
enterprise within weeks. Do not 
waste your time and energy on 
determining how to get digital. 
Tavant has that covered; you can 
now focus your precious 

resources on figuring out how 
you will unleash the power of 
digital for innovation, disruption 
and market leadership. 
    Customers don’t need to be 
wowed. They’re incredibly 
busy. They just desire a 
streamlined experience, at any 
given moment with quick and 
seamless resolution. Needless to 
say, they are looking for an 
easy, personalized, connected 
and consistent experience. The 
value of focusing on your 
customers’ journey can’t be 
understated. Done correctly, it 
helps make your marketing feel 
more like matchmaking and 
builds a lasting relationship 
between your customers and 
your product. 
    As the old adage goes if you 
don’t understand the customer 
journey and evaluate how, why, 
when and where customers are 
interacting with your brand, you 
cannot influence them. This 

holds true with today’s digital 
customers; ultimately, you will 
fail miserably to meet their 
evolving needs. Thanks to 
digital and social media, the 
customer’s intolerance to brands 
that get their engagement 
strategies wrong is growing 
significantly. 
    Digital age customers expect 
hyper-personalized user 
experiences when they interact 
with a particular brand, 
including high-value 
communication across multiple 
channels and devices. 
Customers are now much more 
savvy, more agile, more 
independent and more complex 
in terms of what they look for to 

help make their purchasing 
decisions and their behaviors are 
increasingly inconsistent and 
harder to predict – in contrast, 
the marketer’s traditional 
approach to defining their target 
audience, planning and 
executing campaigns is 
struggling to keep up. A 
consumer’s real, personal 
journey of self-improvement is 
constant throughout that 
individual’s life. The need to 
understand the customer journey 
through your product and 
service experience has been 
widely heralded as a 
fundamental component of 
marketing for years. Those 
companies who fail to unravel 
the mystery behind the customer 
journey cannot strengthen their 
bond with their customers. 
    However,  the actual term 
customer journey is  
broken. This sounds cliché, but 
the complexity of customer 

Customers don’t need to be wowed. They’re incredibly busy. They just desire a 
streamlined experience, at any given moment with quick and seamless resolution. 
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journeys coupled with multiple 
broken, disconnected channel 
partner networks is impeding 
organizations from delivering 
personalized customer 
experiences. 
    In today’s data-rich world, the 
customer journey is undeniably 
too high level, too generic, and 
too prescriptive. It’s incomplete, 
rarely actionable and hence i t  
is  said to be broken. The 
focus of tomorrow’s marketer, 
therefore, needs to be less linear, 
segment focused and personal. 
Delivering a seamless 
experience at every phase of the 
customer lifecycle can bolster a 
brand’s relationship with its 
audience and it requires an 

ample amount of data and a 
thorough understanding of the 
customer journey. 
    While its fashionable to focus 
on a digital customer journey, 
and indeed the last 48 months 
have seen significant investment 
in digital and self-service 
options, the mortgage industry is 
unique in terms of customers 
requiring a balanced, and 
appropriate, combination of the 
digital and human experience. 
Providing mortgage loan 
originators with digital tools that 
drive higher touch with higher 
efficiencies could change the 
customer journey: building a 
high-touch experience without 
being intrusive, with the high-
tech environment when 
consumers demand it.   

Dynamic Capacity 
Management 
Technology spending in the 
fintech industry has put pressure 

on even the biggest banks to 
compete with the likes of J.P. 
Morgan’s commitment to spend 
$10.8 billion on technology in 
2018. The SunTrust, BB&T 
merger created the sixth biggest 
U.S. bank and was driven 
largely by the need to compete 
on technology.  
    A recent study by the Federal 
Reserve Bank of New York has 
found that the market share of 
fintech lenders jumped nearly 6 
percent in recent years. 
Mortgages offered by fintech 
lenders close about 20 percent 
faster than others. Additionally, 
the default rates for loans issued 
by fintech companies are 38 
percent lower for purchase loans 

and 29 percent lower for 
refinances. 
    These lenders also appear to 
alleviate capacity constraints 
during periods of high mortgage 
demand. The mortgage market 
isn’t helping productivity, 
swinging as it has quite 
dramatically in the last six 
quarters. This last year and half 
has been a wild ride – interest 
rates increased and as these rates 
go up refi opportunities go 
down, and in a lot of ways so 
does the purchase market. That 
market alone has seen a total 
swing of negative 41 percent in 
the past six quarters. These 
switches require organizations to 
rapidly move focus from one 
channel to another, necessitating 
a complete recalibration of 
services, which puts a 
tremendous amount of pressure 
on operations. Managing huge 
workflow swings and 
recalibrating skills and 

operations to anticipate for 25 to 
40 percent market swings is a 
hard problem for which to solve. 
    Dramatic market swings 
require dynamic capacity 
management.  And in this vein, 
automation, and even more so 
AI, are key. Being in a position 
of agility and flexibility with the 
ability to very quickly move 
from one market to another is a 
very difficult position. A lot of 
the time, the folks working these 
shifts are in a “manufacturing” 
state of mind: working the same 
function to produce the same 
result over and over again. 
Encouraging these folks to shift 
can be a challenge.  
    While the lending industry 

has shown a lot of excitement 
about AI, actual adoption is low 
– less than 1 out of 4 lenders
have even experimented with
AI. Robotic process automation
has reached slightly higher
levels but is also at its nascent
experimentation stage. Both AI
and automation require some
basic plumbing: open
architectures supporting
standards, driven data APIs
combined with an engineering
approach to assemble processes
and data across diverse systems.

Changing the Customer 
Journey 
Integration among disparate 
systems can unify the mortgage 
loan originator experience. This 
single pane of glass system is a 
critical driver towards LO 
efficiency. Well-integrated 
systems that present a single 
view of customers and processes 
can help resolve both the  

Digital age customers expect hyper-personalized user experiences when they 
interact with a particular brand, including high-value communication. 
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efficiency of loan originators 
and the experience for 
customers. An average loan 
originator operates across at 
least three different systems, 
often moving data or waiting for 
data to be moved within CRM 
systems, product or pricing 
platforms, LO POS and LOS. 
This is without counting the 
productivity systems and 
company portals, IVR systems, 
and company portals for 
financial, HR etc.  
    Nine in 10 lenders do not 
have personalized mortgage loan 
originator driven marketing 
activities. In addition to this, 
five out of 10 lenders do not 
execute a closing call by the LO 
– this singular exclusion results
in a 50 percent drop in the
“willingness to do business
again” indicator.
    Lenders tend to take a loan-
centric view of their ecosystem 
which percolates into the way 
different departments steward 
the loan process. Because of 
this, lenders can miss out on 
stewardship of the customer 
experience. It is possible to 
influence consumer behavior 
through a well-engineered 
journey that keeps the focus on 
that consumer. This requires  

integrated communication 
interfaces between systems to 
share status, data and messages, 
as well as intelligent automation 
that reduces the orchestration 
required as control moves 
between the different channels 
that exist.   
    Indeed, a well-integrated 
solution would need to support 
multiple channel models with 
multiple broader financial 
services LOBs: at least two to 
three major departments with 
different outlooks towards the 
process they operate would need 
to be supported. Any solution 
must have the flexibility to 
support integrations to diverse 
systems, both internally and  

externally, throughout the 
customer lifecycle. A scalable, 
performant, and secure method 
that makes it easy to deploy, 
manage, maintain and tweak for 
variations in the customer 
process. 

The Human Element 
The human element must be 
combined with a sophisticated 
digital experience delivered at 
the right time, with insightful 
and engaging components. 
Lenders can change the 
customer journey with high-
touch and high-tech while 
reducing the sales and marketing 
costs that drive the largest part 
of origination costs.   v 

Customers are now much more savvy, more agile, more independent and more 
complex in terms of what they look for to help make their purchasing decisions 

and their behaviors are increasingly inconsistent and harder to predict – in contrast, 
the marketer’s traditional approach to defining their target audience, planning and 
executing campaigns is struggling to keep up. A consumer’s real, personal journey 

of self-improvement is constant throughout that individual’s life.
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Multi-Channel End-to-En LOS that Flexes & 
Scales with Your Unique Business Process.

561.693.1952
info@openclose.com | www.openclose.comBusiness channels: Retail, Wholesale, Correspondent, Consumer

THE BENEFITS

• 100% Browser-Based

• Multi-Channel

• Workflow-Driven

• Automated Compliance

• Scalable & Flexible

• Easy-to-Use

• Quick Implementation

• Cost Effective

One vendor. One code. One solution.
from Open to Close.



opti rnalblue
® 

Industry-Leading, end-to-end secondary marketing automation. 

(844) 465-1002 I sales@optimalblue.com I www.optimalblue.com
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