
Process Improvement

A s the mortgage industry shifts to a pur-
chase lending environment that is more 
regulated, lenders have to have a broader 

view. It’s impossible to compete if you’re just 
looking at a piece of the process. You have to look 
at the whole process and devise clear strategies to 
cut cost, increase efficiency and offer a better bor-
rower experience, all at the same time.

“First, you need to make sure that there is an 
easier disclosure process. Some people are still 
doing paper disclosures. There are portals out 
there where the borrower can sign in and you get 
all the borrower’s info without them having to 
provide it,” noted Josh Friend, founder and CEO 
of InSellerate.

“If we make the process easy, everyone wins. 
You need to give the borrower an easier way to 
see what they qualify for and a better process after 

they start the process. A lot of first time homebuy-
ers don’t realize that they can buy a home and that 
it’s better for them vs. renting,” Friend pointed 
out.

InSellerate provides sales management solu-
tions to help sales teams contact, manage and 
convert leads. The system is fully integrated with 
leading online lead providers, inbound calls, web 
forms, etc. The InSellerate Sales Automation 
System enables lenders to deliver the virtual hand-
shake to leads and improve the customer acquisi-
tion process. 

“If you think about it, our costs turn out to be 
the borrower’s cost. So how do we lower those 
costs? Consumers are paying an additional $1,200 
a loan because of compliance,” said Friend. 
“Lenders also need to be more efficient when it 
comes to marketing and prospecting. You need to 
make a customer for life. 

“Looking ahead, regulation will be a large 
theme over the next 18 months because people are 

still getting over TRID. People have interpreted 
TRID, but we still need clarity about what the 
regulation means and what compliance means. If 
you look at large lenders like Quicken, how did 
they get there? They were able to gobble a lot 
of marketshare in a short period of time because 
they understand technology and they are always 
advancing. If you want to succeed, you have to 
think big picture.”

So, how do lenders start to think more about 
the whole process vs. just fixing individual 
pain points? “Clear communication is a given. 
Borrowers want more discussion upfront and 
more mobile communication,” answered Wade 
Hamby, National Director of Sales and Marketing 
of Stonehill Group. “Education is important. If 
you look at the market, first-time homebuyers are 
35% today, but they are usually 40%. But lenders 

that do it right like Quicken are doing better then 
40%. We need to do financial literacy to get bor-
rowers in the market, as well.”

Wade Hamby has more than 25 years of 
executive experience in mortgage lending, 
outsourcing and quality control. He oversees 
The StoneHill Group’s nationwide sales and 
marketing activities and is responsible for 
expanding use of the company’s solutions in 
the mortgage industry. A past recipient of the 
Mortgage Bankers Association of Florida’s 
Brown L. Whatley Award for his contributions 
to the Florida mortgage industry, Wade has held 
leadership roles at AmeriCU Mortgage, Triad 
Guaranty and Hovde Financial. He is the former 
president of AboutYourMortgage.com LLC, a 
web-based mortgage services provider.

“As we move forward, we need to have less 
touch points. Technology has to be pursued,” 
Hamby continued. “We are also seeing commis-
sioned loan officers going away. There is always a 
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place for commissioned LOs, but 
we need other models, as well. 
We also have to train new people 
to want to be good LOs. We need 
new people and new ideas com-
ing into the space.”

In addition to attracting 
younger staff, lenders also need 
to attract younger borrowers. 
“Lenders need to focus their 
technology on what works 
with millennials,” noted Jeff 
Bradford, Founder and CEO of 
Bradford Technologies, Inc. “It’s 
all mobile and iPad-enabled. 
Quicken’s rocket mortgage was a 
great start. There are ways for the 
borrower to upload everything to 
a lender through an easy-to-use 
mobile app. The lenders have to 
become more like Home Depot 
in a way so they can enable the 
consumer to do it yourself. It’s an 
exciting time.”

Jeff Bradford is a renowned 
expert in appraisal analytics and accuracy in col-
lateral valuations, and the mastermind behind 
computer-aided appraising, the most far-reaching 
and significant advance in the appraisal segment 
in decades. He frequently presents and speaks at 
industry events, on topics that include technology, 
valuation processes and valuation standards. He is a 
strong proponent of open industry standards and was 
one of the chief architects of the MISMO Appraisal 
XML standard.

“There is a lot of opportunity,” explained 
Bradford. “When I was buying a home a long time 
ago, I remember being shocked that I could buy a 
home with the money I was paying to rent. If you 
can get that information to everyone you would see 
a spike in homeownership.” 

And smart lenders get the big picture. “Simply 
put, the way our parent’s got their loan isn’t the way 
you would get a loan today. You have to clearly set 
expectations upfront. You need to do process engi-
neering because anything else will leave you vulner-
able at closing,” said Jim Hopkins, Regional Vice 

President of Envoy Mortgage’s 
Central Region.

“We at Envoy Mortgage, are 
focusing on the rising number 
of Hispanic homebuyers. It used 
to be that you had to have 20% 
downpayment, then we went into 
the Wild, Wild West times and 
you didn’t need any money down, 
and today people assume they 
have to have 20% again. So, we 
have to educate the borrower. We 
also have to overcome the barri-
ers like language and education.”

Jim Hopkins is a graduate of 
the University of Texas and has 
been with Envoy Mortgage since 
2001. While at Envoy Jim has 
been heavily involved in the stra-
tegic development of sales strate-
gies and recruiting. Jim is skilled 
in Mortgage Banking, Mortgage 
lending, loan origination and 
holds a CMB Designation from 
the MBA. He has held a variety 

of positions at Envoy and is currently the Regional 
Vice President of Envoy’s Central Region. Jim is a 
part of the Mortgage Bankers Association, Houston 
Association of Realtors and the Texas Mortgage 
Bankers Association (TBMA).

“From a lender standpoint, a lender’s cost be-
comes the consumer’s cost. The cost of producing 
a loan is close to $6,000. A lot of that is because 
of the regulatory burden, but there is only so much 
you can do about that,” Hopkins said. “If you want 
to have a meaningful reduction in cost you have to 
have an ironclad, streamlined process. The penalties 
are significant. You can focus on the micro level and 
automate this or that, but the biggest burden is the 
regulatory burden.”

The strongest of lenders will adopt more and more 
technology to gain a competitive advantage through-
out the rest of 2016 and into 2017. “The story going 
forward is going to be about how quickly you can 
adapt. The old guys that can’t adapt will become the 
dinosaurs and they won’t be able to do the business 
that they are used to doing,” Hopkins concluded. v

Pr
oc

es
s 

Im
pr

ov
em

en
t

Tony Garritano is chairman and founder at PROGRESS in Lending Association. As a speaker Tony has 
worked hard to inform executives about how technology should be a tool used to further business 
objectives. For over 10 years he has worked as a journalist, researcher and speaker in the mortgage 
technology space. Starting this association was the next step for someone like Tony, who has dedicated 
his career to providing mortgage executives with the information needed to make informed technology 
decisions. He can be reached via e-mail at tony@progressinlending.com.

If you want to 
have a meaningful 
reduction in cost 
you have to  
have an ironclad, 
streamlined 
process.


