WHERE DOES
THE INDUSTRY
GO FROM HERE?
Molly Dowdy of appraisal technology provider a la
mode reflects on current industry change and looks
ahead to how our industry can thrive into the future.

W

e at PROGRESS in Lending Association are proud to announce
that Molly Dowdy of a la mode,
inc. has joined the PROGRESS
in Lending Executive Team as Chief Marketing
Officer. PROGRESS listens to the industry. One
way that we do that is by calling on true industry
innovators to volunteer their time, in addition
to keeping their day job, and join our executive
team. We can all benefit from listening to each
other more often.
Molly is a true industry innovator. She is a
leader in the appraisal space and plays a vital role
in ensuring the success of a la mode, a leading
provider of technology and web solutions for
lenders, AMCs, appraisers, agents, and inspectors. But beyond that, she is a creative thinker
that is genuinely concerned about the mortgage
space. You might ask: Why did Molly accept our
invitation to join our ranks? And where does she
see our industry going in the future? She answers
these and other pressing questions right now:

Executive Interview

Q: Why have you chosen to become
more involved with PROGRESS in Lending personally and what do you think
PROGRESS can do for the industry?

Industry
Predictions

MOLLY DOWDY: I wanted to be involved with PROGRESS because
we’ve gained so much as a company
from participating in the group, and
I’ve also gained so much personally.
Our participation in PROGRESS has
resulted in several great opportunities for Mercury Network, and I’ve
learned a tremendous amount from
the industry experts I’ve met. I was
honored to be asked, and I will gladly
contribute in any way I can as CMO.
I first got involved with PROGRESS as an advertiser. That went
very well, and we started sponsoring
events, reaching out to other members, and participating in panel discussions. It quickly became clear that
PROGRESS is different than other
communities. The focus of the people
I’ve met in PROGRESS is to actively
seek collaboration and innovation.
Some great relationships started here
that have led to new clients and new
projects. That’s worth it right there.
So, PROGRESS has already had an
impact on our industry, and that will
continue as innovation and technology become more and more critical to
profitable lending. We all have unique
problems, but there are so many common challenges we all face and this is
an excellent place to hear how others
in the industry have approached and
solved the same issues. Save money
with their wisdom – I have.
In my experience, when you participate in PROGRESS, you can expect to
get objective, expert opinions from
industry peers who have solved an
issue you’re working on, or who can
at least steer you away from making
mistakes that affect productivity. I’m
the type of person who loves walking
into a conference room with the feeling
that there’s a lot to learn. In that sense,
PROGRESS is a great community.
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Q: How do you think the industry at
large can use PROGRESS?
MOLLY DOWDY: The daily electronic

Molly Dowdy thinks:
With new regulations and
investor requirements, the
most successful lenders will
be leveraging more technology
and Web-based software to
manage various processes.
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Lenders will be looking
for more collaboration
and integrations between
technology products for more
efficient production.

3

Successful
technology
companies in our industry
will focus more on user
experience
and
interface
design.

newsletter is highly targeted to those
involved in mortgage technology, so
it’s critical reading for anyone dealing
with technology, operations, and organizational efficiency. It’s definitely
a daily read. There was just an article about the PROGRESS website’s
new Lender’s Digital Marketplace
recently. In my view, this new marketplace is a huge benefit for lenders and
technology professionals. It compiles
tech solutions in categories and then
presents options so we can easily
compare apples to apples. All of us
have researched a particular tech solution segment and had to compile the
pros and cons of each solution manually, and the Digital Marketplace can
help you do that much faster. And it’s
growing so quickly. It should be the
starting point for anyone looking for
tech solutions, ranging from business
services to compliance and appraisal
solutions. It saves time, straight up.
Q: How have you seen the mortgage
industry change over the last couple
of years?
MOLLY DOWDY: The changes have
been dramatic, but one of the most
relevant changes to PROGRESS is the
industry’s demand for collaboration.

That demand makes collaboration
through PROGRESS really essential.
People have realized that technology
changes quickly and their solutions
need to connect with each other for
the best operational advantages.
Given the wide scope of lending operations, there won’t be one answer
to all their technology needs. It’s absolutely essential that tech providers
build modern software and services
that integrate very easily with other
services. Companies that collaborate
and integrate well will continue to
expand, while others will lose market
share because it’s clear the industry
wants choices and integrated operations. PROGRESS serves up both.
Another one of the changes I’ve
seen that really means a lot to me is
the focus on our software users’ experience inside a product. How does
it look and feel? Is it easy to use?
Years ago, user experience wasn’t as
important because software wasn’t as
omnipresent as it is now. Mortgage
tech companies were being compared
with their direct competitors in terms
of user experience (LOS vs. LOS).
But that has changed dramatically.
Now, our target audiences’ lives are
inundated with beautifully designed
software like iTunes, Netflix, RedBox, Amazon, and most of the mobile
apps everyone uses. So, while we’re
not competing with iTunes for appraisal management software market
share, your software better be as credible and as elegant as the software
your customers use every day. That’s
a tall order, but I’ve definitely seen
an awakening lately in the mortgage
technology industry that has companies placing a much higher priority on
a great user experience, and it’s paid
off. I’m thrilled about that and hope
to share a lot of my experiences with
PROGRESS.
Another change in the industry is
the incredible speed of change itself,
and I think PROGRESS can play a
critical role here, too. Between new,
unclear regulations, market-driven
challenges, and technology advancements, having a community of people
to share experiences with is invaluable. With collaboration, we don’t all

have to make the same expensive mistakes. And together, we’ll navigate and
help establish industry norms.
Q: Your professional focus is appraisal
management software systems. Do
you see a difference between vendor
management technology and AMCs?
How are they different?
MOLLY DOWDY: With new regulations
and state-by-state appraisal board requirements, there has been some confusion about the differences between
an AMC and a technology provider.
An Appraisal Management Company
(AMC) is a company hired by a lender
to manage all of their appraisal process. They handle reviews, payments,
appraiser panel maintenance and review, and more. Vendor management
technology is a software tool used by
AMCs or lenders to do their jobs more
effectively, in accordance with their
own business requirements. Along
with other software that AMCs and
lenders use, like Microsoft Outlook,
Excel or market analytics software,
vendor management technology is a
tool lenders or AMCs can use to boost
efficiency and improve compliance.
Powerful software makes doing complex tasks much easier.

tasks. The same benefits can also be
had from streamlining other processes
like appraisal vendor management and
appraisal quality control.
Currently, every lender and AMC
has a different way of handling appraisal management and appraisal
quality control. Many of the lenders
and AMCs I talk with are increasingly
concerned with compliance and reputational risks, and “going it alone” is unnecessarily risky, especially when you
have the experience and collaboration
of PROGRESS. We know the CFPB

Q: Many AMCs use your software. How
has technology changed in the appraisal management space over the past few
years?
MOLLY DOWDY: Since 2009 and the
HVCC, AMCs have either grown very
quickly, or they’ve closed their doors.
Most of the nation’s AMCs rely upon
us for software, so we’ve seen first
hand their volumes and market shares
grow very quickly. The success stories
have been AMCs that prioritize appraisal quality and service expertise,

User Experience

How a person feels while using
your software and interacting
with your company.

Q: How can AMCs and lenders leverage
technology for lowering risk?
MOLLY DOWDY: There are many ways
to use technology to lower risk, but I
think one of the most important ways
applies to all aspects of the lending
and the appraisal management process.
You should be leveraging technology to develop consistent, transparent,
compliant workflow processes for your
organization. That’s where technology
can really make an impact right now
and put you ahead of market changes
and imminent exams.
Some processes, like those standardized by the main LOS platforms,
have been considered prime targets
for technology solutions for years because they directly impact production.
Technology providers responded and
have evolved quickly because every
organization wants to streamline LO

Everything leaves an impression.
and FDIC are requiring the implementation of documented processes for
those tasks, so a consistent, systematic
QC operation is an excellent way to
leverage technology.

so the market is really driving technology solutions that help AMCs deliver
that quality and expertise, and perhaps
equally important, technology solutions that document the AMC’s due

diligence. AMCs have felt increasing
pressure over the last several years,
so conducting consistent, transparent
quality control due diligence and then
also documenting and memorializing
that process to prove it later is a critical differentiator between one AMC
and the next.
Q: What does the future hold for vendor
management technology?
MOLLY DOWDY: Since lenders are
increasingly held responsible for the
actions of service providers, I think
we’ll see more emphasis on vendor
performance and quality control.
Transparency will become essential.
Vendor management platforms have
always been able to connect two parties to conduct a transaction, and now
I think they’ll evolve to contain more
tools for lenders and AMCs to use for
quality control of the service provided.
Vendor management technology that
focuses on just connecting two parties most efficiently will miss the boat
without following up with integrated
quality control tools and systems.
It’s true that quality control has been
a factor with some vendor management
tools pre-2007, but we’ve got to critically assess their efficacy in light of the
defaults and buyback rates we’ve seen
since. Using the same processes for
quality control today that obviously
didn’t work in 2006 is foolish.
With all the remaining regulatory
uncertainty, lenders and AMCs will
still want to stick with technology
providers that are industry leaders so
they’ve got some peace of mind they’re
using best practices that are widely
used by several other organizations in
the industry. Now isn’t the time to take
risks with inexperienced providers. I
think established, reputable, innovative technology companies will thrive
in this environment if they have solid
quality control tools integrated into
their vendor management platforms.
Q: What innovation will be most critical to handle the constantly changing
regulations?
MOLLY DOWDY: When the one constant

is change, your process is where you
need to look. If your organization has
an efficient workflow with a documented process – no matter the task
– you can quickly adapt to changing
regulations and even changing market
challenges. Smart institutions can easily get ahead of the curve and perform
far more competitively than others in
a quickly changing environment if
they’re fast, flexible, and agile. That’s
the key.
Instead of desperately trying to
keep up with the new guidelines, you
can work smarter by implementing
processes that give you agility and
flexibility when you need it. Your
ability to quickly adapt to change can
be a competitive strength instead of
a common weakness. But to do that
correctly, it’s your system that truly
matters. Smart, consistent, efficient
infrastructure enables institutions to
effectively thread the needle of welldocumented quality control, while
also maintaining strict compliance.
A solid workflow process helps them
hire and train new employees quickly,
too. Think about it this way: Instead
of retraining staff every time there’s
a regulation change and hoping they
paid attention, if you have good workflow software in place, you can just
change software settings.
Q: Where do you see the industry in the
next five years?
MOLLY DOWDY: I think technology
companies, lenders, and AMCs will
continue to innovate creative solutions that really take advantage of big
data to perform analytics like we’ve
never seen before. Data standardization projects like MISMO XML have
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paved the way for those changes and
we’ll continue to see the expansion of
data portals like the GSEs’ Uniform
Collateral Data Portal (UCDP). Those
technologies will have a tremendous
impact on lowering risk and helping
lenders make very profitable lending
decisions now and in the future.
As I mentioned earlier, I’m obsessed with user experience. I’ve
already seen progress in the industry,
and I think software companies will
really start to aggressively pursue better user experiences in their products.
As particular software features are so
easily copied and commoditized, user
experience will play a much bigger
role as a critical marketing differentiator when lenders and AMCs choose
software applications. It may be the
key differentiator.
Overall, I think the industry has
already weeded out most of those
less concerned with quality, and that
trend will only continue. As consumer
confidence in the real estate market
continues to grow, regulations keep
changing, and regional markets continue making strong comebacks, the
highest quality “best practice” processes will separate the great companies from the rest.
With the collaboration opportunities available through PROGRESS,
there’s no reason we can’t see the next
trends coming. We’ll be adapting and
adjusting our workflow and customer
experience as the market demands.
Everyone involved from the lender,
AMC, software creators and systems
engineers will be improving their
game to compete with the next adjustment in market demands. Participating in the PROGRESS community
can keep us all ahead. ❖

Molly Dowdy is the Executive Vice President of Marketing
for a la mode, the leading provider of technology and
web solutions for lenders, AMCs, appraisers, agents, and
inspectors. Molly has more than 15 years of experience
in marketing to this industry, with specialized knowledge
of marketing technology-based products and services.
a la mode has twice received PROGRESS in Lending’s
prestigious Innovations Award, the group’s top honor, for
its work in 2011 and 2012.

