Studies show
mortgage lenders still
have a way to goin
adopting Internet
technologies in their
production and
servicing operations.
Lenders see
investments in
technology as a
means to cut costs
and boost customer
sarvice.Yet the
imdusery will need to
rebuild its back-end
processes to adapt to
Internet time and
get any real payback
from technology.
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The bUSiHESS Shlft toconstamer-driven sales channels and

products and the operational design changes caused by the emerg:

ing e-commerce world have begun to have their impact on the
mortgage banking industry. Use of the Internet, Web-based infor-
mation technology (1), database systems and digital communica:
tions technology will transform the traditional mortgage process.
The process will be remade into one that adapts more quickly to
market changes, operates at a lower cost and responds faster to cus-
tomer needs and demands.

The Internet has helped create a more sophisticated borrower
who has unlimited access to linancial information and more choice
in providers and products than ever before. Customers will view
tinancial products—including morigages—as commodities as long
as there is only one way to truly differentiate such products, i.e., by
interest rates. Consumers have become impatient with companies
that lack convenience, access to dynamic/innovative products and

the ability to execute quicker transactions,
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While the competition was already Inbense for mmorigdge
products, the changes caused by the Trternit and relatd
technologies ereate aneven more dhalbraging snviron:
mment—one inwhich the cuswonser 1ells the lender whit they
warilanid doesn 't ask what the tender s fooffer This new
customer-owaed world will chal-
lemge the hasic underpinnings ol an
imtlustry that has piimarily heen

investor- o lender-focmsed. The very
Bobloding o interactive Welr site for

anling origination will ot pay for fandamentals

itself unless additional changes sre

e ot tender s opaaaning sl of how »

ture, Successful companies that will

increase thelr marker share and sei morigage is

ITRinS indrease gt the sime tire will
rieedl b e-endhle T thely entive way of
doing frosiness,

The very fundamentals of how g
minrigape i creabed oday will need 1o
change, For example, chapges will be
meeded s thiy the codt 5ot least hall
ol trday's cost; There are more cus-
togmized products with better rates; the time To approve, Chise
anh ebediver o Joan shirinks 1o less tha twio weeks: and the e
tomier service Tevels mprove dransidically, To inaprove costonmes
service, i bender will requine better arcess to Gl dnatysis of
custormier beluvioral and aperational performiince dala

The transition to the new s-business model will require
Feickiers $o lvest in integrating Web techrology soflware ani
hardware with their Yegacy lending and servicing systimmns,
Whike Binbding the necessary e-compelencies; imortgare com
paries st malnkam or vedice lJl.'lHr.’ltiHI1d| ERpEnSes sty
corrpetiie and funid Iwhlmlm_.w.

Thie beick-office platform needs 1o be eamgineored so it
i savEs TROBEY, TdTases Tevorte potential dnd begins ta
offer & fast and effictent workHow For creating the foan
Wiorklow technology, risk-based pricing engine s
capability and smart decisioning systems will b niecossiry
foi the eenginesred mortgage corpary o proyide e tier cos
pemer service, nimble markel responses to coniumer
demands and faster delivery, all wt g Jower operiting cost b
proifince such & loan:

Ax traditional corporations devbop thede Intermet channed
and Web-eniabled production operation strategies, they st
instibare concrete meastires of oot profitdhidity, cost svings
obtained and pavback on investmnient. Bisic questions thit
bl b amswered snclude: How guicky shiould 1 be brans-
tinmiry; T the new ebusiness model T Whiat custorier and rev
eoie growth tites should 1 expects Wi shoold Fespect to
brrégk even

Whethetr o company's ohijcitive is 1o reduce costs,
immprrove service fevels or both, dotermiaing and then fracking
key performance measures 14 Critichl o siecess

EPMOG Consulting's Consumer Lending Team dnd the
annual MORTECH techrology sutviy fecemly shared the
results of their most recent {fune THQg | oL gage nlm:lf..
MORTECH ug, to evalnate techrology sirategies and thei
impact o the morigage industny s overall-profitability

created today
will need Lo

change,

B e R s

EPMOGs annual martgage prodisction and sefvicing siudies
SR and Wioe S e sl P O e AR e ih
as profitabiling revenne, cost and praduciiviigrhar allow
coifpanies to evaluate themselves againg fndosry pesrs and
neasiire inte el irprovsrend brom vear o venr The anmng-
al MORTECH stify focuses ooy current stritegic dasiims with
regard -t morigage technalogy as wall i expected renids:
Rerviiw ol stinchy resubs yiedds & widie saruryof Hihdingsa
foir ol wihich ari smmarmeed T i article:

IT investment objectives

Finamcial servicos oo pamies;: ingeneral; have comnmiitied 1
spentding millinns of dollies o divelop ecomimins capabil:
rizs: CoveT g a range of objectives, Marigagps bankers alsa
have Fociised thelr sperding on e commerse amd improving
technilogpy nveral i According. o the st rofont MORTECH
study, MONTECH: 95 thers appein o be teo: main objisctives
fior their technodogy cxponditomes (e Ui G When dsked
whiat motivation undérlisy their technology speniing pro
grams; g7 porcent of MORTECH gy fespondenis citid
impsroniTg customer service, whilis 24 peroent of thiy fipon
deniyias o whols esponded that cotting cost s their prings
Iy e,

Loan volume ig & pritoary determinaif of the bene it
leneclers expect frome their fechmoligy imeestmens Alsovom
pacid withy the industryat larpe, §2.3 pereent of Lges femdirs
with origimation vodumee of $i-Bithon or morear focuysed 'on
rediciing costs rathes thanappying teehibomy investrment 1o
enbiance gustimer sErvice,

Wilnisthier thig: cus ot ks ot o lemdes o the Taternet ar
pracets  loan officer st thie Iocal sof s shog: his o hee expec
tatbonis raparding fevel ol service ave the same, Cusiompirs
W i A timie Speid o completing the ransaction
anid rehiabadery cald ar i rersoreahie cose T hiey alanwant more
custoTEed prodacts and pricing that D thidyindiv idiial sit
vt Hased i KPMG Moo veslts, thie tiie o originate
thitough the traditiens] motigage tetail channel takes any
wliere: Irom gocto 66 dave for & purchass mortgage and o0
govilimvs to refinance: By comparizon, KPMG dopocts dhat an
Pretermer mrgage ofgination will {ake 48 to 72 hiours fora
prirchiade morigage and less than 5o minotes for i nefindnge

Speel of vall tes ponae and complefenss are ki imlic
fiars aik o custoimers ineasure soovice: ovels ancthe sivicing

Figure | Motivation to Invest in Technolagy
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stce, KPMEG s MorSerinchodes dans 1o measure the pigerber ol
calls sl responsé tme for both operatorasalstad i videe
response-dnit YR calls; Based o MorSery results frdm
Pecember vgas tlirough June 199, neorming cali-tocinitial
bk tasvie aveTames G b0 g st for operatorassisted cally,
comypared with-an average of 96w o seebnds for VR calfs

[l driternet, hinwever, akes Tesponss e dod cistomer
sRTVieE by o e level: Webrenabling technologies imiprose
siirvice: iy offering the customer self2ervion oppor finitivs,
Eribe et cusloames Servi 1 "“]'ultii'l“:‘ |JT|::"-"!|:I.|."' Cligtinmers wit h.
||||:|H1"|I |||.|‘|.'|.|||||."l:l|'$. ACEEEE LG rl.‘;l.:|-1 i account !.'ll:?hl il‘lﬂh.
omharded level of research-while they aregnding and the
ahility o I.'t‘:*.-'upl:Hll:l viv ingirivies through keyword: segrches
withomt borman intervention. Constigiers Teel foore fn-control
of thaels ll:l.lulg:lgq' Aot and PO BV I S |_|1,=|:|_.:'r
becatse ey don’t hive towait,

Type of technology investment
When measuring recareing technology expendd per foar,
KPMG stady resilis bncicite iowlde range-
lowe-ol 3o per doan to-a Sagh ot sqy g per- o { Foe bisth pro
chuction and servicing): Figure 2 shiows avierage TT expemnse per
bas, Thir Ermers of techimology deployed by varioms compa-
nies differs wihdely as-will: Many companies e installed o
ave: itpstalling mew driginntboe systens Wi expect such con
F‘:l.il'lil:'ri 1 :hlﬂgil'l i read e the bersel s of mecent T invesinents
b Y ol annn Howevier, T EOMpatiies thicit-Faik 1o
riedesign thie current process arownd and i sopport of mew
terclunisdogy may ot s thie benetits as quicklyocat ali,

Ao there are profouid differandes in uidinesy Sirategies
arrosd thie lending commurdty, there is go wimnimeus dioloe
of 4 single technisdogy that is miost-crucial th budiness success,

Trovimy w vepioried

According ty MORETECH gg, regpondents indicated thay
browaer-based technoligy 18 sedn ad moreortical 1o Foan
procuction nepds. Wark flowenabled appheations are seen
s necessary by orieinaiors and sébvicing mranigers alike {see
Figure 3}

Ao interesTing dichotory orors wieet desessing. the per-
celved immpact ol data mining - TRate mining is deen a3 &0
Easegrtial e |'|||r:-|-e1ﬁ1_.' by welie e TRy BerviCing maiGgers a=
boan production mafspers, scoordnng o MORTECH 0g, There
is ahaer o positive cortelation betwsen cost vatbmg and data
mnininyg, whiere dota mining @ perceived a5 a winy of avoiding

wingts: et thinycoooir Por example peedheting Wirhi-oons
b definguencies before fhey enier the openstional pipeline
and-anticipating payvoeff {avelding processing costs by
imgriving Tetention:

Wihile:dlata mitniceg-is Sedn a8 usetul o producing mgw:ne-
enies through cross-selling costavoidancs seems i more
corppe g frason toe ipvest in data-nindag thols A infovinal
survey af lenders condiocted by KPMG Supports o tesilio
of MORTECH go KPRMG has found that although mirigaes
bienkes pddee sipnifonnt vl on e Chsbuivir rid it bt higy
anl casiemerdsta, magl e} YRR T iy i Wik EaiHtain
extims e customer dukabosey anil place o Jow valbe oo e
g ansthen )ty obiain shoh: data;

Wit the mdustry s Fachsing a
great deal on custoner retention; the

actilal siccess Fates are niot that good; - oale the
Beskpertormerzwill captire between iod
i percent and o pereent of the:Toins ndwatey is
paying ofE-frome thelr servicing portho: p
Hoswhile sverage porforaers ane in acusing n
th(" rﬂ]‘lgl" I:If B4 Fll'.'fl:'l"'!“ Ry 3 F”"I.-[.L"ﬂ‘. ar dt.,] on
To-madimize profitabelityand gam Bre
rrarke share comipanies will need 1o

F COSLDImET

i.tl:tpl'm.'t' thetr ||||-::||.-:|h|:tru|ir|g - currEnt
ariif ||-n|-e'|:|||..|] copdtio e S Meart i
biankang comipamies will veeed o inves)
erscree incthe data thie ditasmi ring todls
ared the wse of amilysisintaking steps
te wetal A deepen the value of g
R R TS EY T

VW skpect call centers b increise in
FmpoTtance, a5 this wechnology -a kivy
companent foran - nternet sirstegy
MORTECH goresalesandicate thal
appronimately soopercent of traditional miortgage companies
biaveimplemented, budgeted orplanadd tooinstall oy
tpgrade call conters: Mozt call centers B vmdenn fliged
b thiey -die often set up 1o accomimodiis omly the Fine.
Uil bivsiness Bne that nvested o the call centérd and o
it frenerate revene {see Bigaie o Ao example i that oniy
at pereent of nontreditional Tosns are originited sEing acal
eaIbeT, O i Average of ¢ percont of all origindtions dob
thiresingh call coniters:

relention, the
actual success
railes are noi

that good,
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[reupioiving costamier servioe levels and the customier expis
rience involves: infegrating the call center with fonls Tike Wb
broweser sereens; scripting aod costomer data resdy foruse,
Wity Tully integrated with these tools; the chstnmir servics
representative s equipped Do perform multple funetions,
such as respording by inquiries, mak
ing collection calls and: crossselling
other prioductz, The technology
emploved by callcenters and the
proscesses developed avoimid thisa will
b akey detenmiinant of suocess

To dane,

the impact of

Internet use still in tts infancy ltl.'ll.l.l;ll.l;ll}"
MORTECH go results midicabe the Tater
net s ncreastaghy beoomming integrated has Hol

i fenders” r111:'||-.i|'|g arhet dhyetr b
nesses - Admost half of lenders e
impalermented the Interner ino thdy come
bipsinesses, docording. o MORTECH gg
{sed Figure 5 KPMGs MarPro stidy
P fiimé 1ogg showed: that the per-
coritage of Internet arigination ranged
fromm: 1 percent o -yo percentof total constimersdirect channe
production | MorPro-deftoes the consaimer-divect channel as
loans originated. thirough o telemarketing operation; the ot
et ora-cofporiate relocation: program). Anather indicatos - that
abtermative channels are minor contributors, ba=zed bn
MORTECH resulis: Interint lodn aprplications resubted ao0 g per
centof ongimation volurmsep Thee probleny s that nseol the Inter-
ned Temins quite shallo: Shighthy Jess thon B of the. bericders
have implemented a Web site us of June §a, 1909, scoonding 1o
MOXTHCH wg. Altheugzh this i signifieant poogostiom of the
e ing commrmuTity it has not grown o thie past conple vears,
The Internet can be an effective tool for redocing incre
mental operating cos s However, the challenge is-that lenidirs
have vet o use Webehasid technology toits full potedtish Foi
instance; the desper into the foan production prooess we
prabe, the meee appication of Web-based technnlogy falls off
precipitously. Although neardy o leader ot of - thio-has b
Wby site, omby e b six lenders can take & loan application
throwgh (heir Webs site; aecording to MORTECH g Further,
the companies that do have Webosites ave generally nm
incorporated Webs browser uzage throughoot the organization
and espicially in othir chanmels: Ths Web hrowser conld
pasily be put'into the hands of loan oflicers; gk branch
prrsonnel and call center representitives: This inattention
indicates a lack of matarity in the bse of the Internet and
forfeiture of its potential benefit wothe morgee industog
Based an KPMG studies From December 1998 and Jone
g, traditional morigige companies wse he Titernet pre-
dominantly 1o distribute information: Althiough some tradi
il companies have the capabilities tocpregualify borrow-
s, process: ndn applications aod communicate Joan sats
ehrouigh the Tatermet; this segmunt sHill represents 2 minority
Some of the miswecinline mortgege companios seent 1o hiave
i compstitive. dvantage as they hirke focisied on deveraging
techinology o provide basingss functionality such ax rate
guotes, product information, soline appiication; online
approvals. and credit reporting. KPMG has found that the

beren clearly

evident.

bst inoclass” el dending comipanied Encorprorane s high
chigrrices o technodony expertipe marketingand: itegreticd
provesswarktlow management The online: conpanies
ey various siEategic e e dromy morigage velerral and
AT G e Wy prodaetior striegy ates for wholesale broker,
correspondent-and divect ta the chnsuner,

Direct cost por loan shows steady decline

Chcie Wb hased technology 1 fully fplemented with the
appropriate changes (o the cormmgany = operatng procedin,
i iinrigage cornpany can defiver prodiects aied- services at a
wery how oost {iirect -cost o produce ol spoo-spo0 per o]
witthbetter costommer service: Eenders that plancand develop
prracesses aroind this new techmobogy will b abicaid of ihose
companies That simply sl technobogy arownd this curren
traditional processes - this b absd whene the frgost compao
nemt Gl sivings veciars Conpanies withstrong Web sites b
a teaditional:beaking ek office sill e poor parformers
becamise od their tnabi iy toorespond tothe custemer and
aperate gt a significanty reduied st basis,

MWithen servicing operations direct cost per | dan shoalkd
b pirpgtestd @it beds thin: 295 per doan; while intronging cross
sell revemoe and- increasing customer service Jovels.

T ehate, the: ngusct ol fechnalogy has not-been dearly-#vi-
et Erhgrnation costs Rave ncresed and decocasod depending
ool bk comtine borarge Wetwom s oo and 3,000
{re Fignare 6 Toovogg, the treditiol retadd doan orgination

Figure 4 Uge of Call Cantars
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COBL 15 53,00 P losnny weith g pireent st ribetabis o branch
origivation costs: g 35 percent o kek-offics [processing o
closingt-cosrs; seoording o KPMG findings,

A b comivibartos o redhacing oot has been the implke-
mentation of saromsted undepwriting spstenis fAUS) andthe
asnie e poocess clanges Busod on KNG MorPro resules,
it oy b ALS increased the officienoy, consrsteney. and
spesind of the underwoiting fmction bcirakse s impooed
the overalb origination process: Toral tndeowriiing vies
wke hmost one-third lower o thase companies that use
ALFS o mage than b percent of the foams they underwrite
{me Figure: 71 Inoaddition, total back-office. productivity wis
xo perient greatin for thise comphanics that reported usage
gresder than o percent, This improved productivite con
trebatedd W g2 porcent improvement in tofal back-office
virsts gt doan s ol Jine 1ge;

Contribiting to the mpact ol ALS is thi Eengrheof tine i his
been deployed, with 35 percent ol partici pantain MarFro
reportig implementation ol AUS prioe (e vgoy The semain
ing 55 perient hivie been asing this fechnolbosy thons b
g7 -atid: ool MORTECH gy vesult sugpont thisconcluzion,
indieating thial sioce Priddie Mad intoodaced: Loan Prospec
b, Berechitr s Fivve ot automated wndeewriting o oore tich:
nabogy (sie Figure 5] We anthors estinats that by year-end
oo, o pitrcart of Fendivrs will bieesing A5 Tnstallatioom: of
ALS vl have growm by more than 250 percent sinoe g, The
cost savings from - ALUS hive restdted in-alimost ankversal wese of

these Systerns-— primarily those svatems develuped by the L
ernmnent sponsorsd enerprites {GEEs)

Muosr b the changes in technnlopy within: the mertghgpe
:\-L":i"'ri:ft]'lg drea have Bedn-investmenis made mvore B LI’"I:"'FJ
pace with necded chinges; hiowever these techiobogy
chiinges haveccmnsed hihe change i direct cost o service
over dhie past Hive yiars according to: KEMOG dive Direa
cots ave oo ddw i fro approsimately s 1o o per
lodn i a g to S35 10 560 perloan inoioogfses Bigite )
Thet servicing business contimees o e bilois dnbensive, with
perantine costE epredenting Betwesn g5 percent and ho per
cental total divect costa: Although technology has cortaindy
cotridsebed Stocthee abilite ta scalé secvicing operationg the
atlvicot of ontsmircing hesv FEE (Taltime squivalent) areas
Uik wseromardimbnes bratioe has - alsobeen a ke driver of this
slatishie, Lin averago; Morsene parbcepants fsumecyed: froin
10 0 June agggservicd approximately v oo toans per
iireck B0 with bt perfoimers serviciog apotn oo loans
pier BT E Losking back o g loans serviced per direct FTE
avieriged oo {see Figise o)

Thie weonimies of scalis that are achievable theougli Wit
enirbding technologies will be significior bicaise the durrent
:ii!!".-'jl.‘ilu.; Freeshrmess v b e o fvews Basiriess maided Serviceps
will b L'nnligun--rl flillr*n.*nl]g.- B Febcus Tiod s ome s I T
meids==hoth the borrowers wac thie amistoe The kel ofous
e sery e will fmiprove e o résalt of Waving moredata
abont e costomer, midre astomaied ki Servicing functions

Figure & Production Direct Expense and
Volume Tremds
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Pidoe imcpuiry aned fewer handoffs in the process than currenily
axisl,

Specifically, Web-enabled technologies can interfaoy with
legaoy aystema while also providing bettor aser interfaces
{Web brosvser soreens, better toggde capalalities. et ), more cus
torrer and investor dati scoessible st the customer. service rep-
resentative’s (CARs] “click,” and workflow capabifities thas
allever multiple processes iooccwr shmwlaneoushy: Thise com
paries that are focused on eservicing heyonid the sirple Wb
based customer inquiry are on the leading edge of making the
messary desmatic changes to the processes aiid vechnologies
for the customier service, defanlt management, investor tepiort
irl.!.{ anid vendor interfsee areas of 1he servicing Fisiniess.

For example, in the collections ara, eservicing will albvmw
For lower operating expense and increased operating -
clencies through the following

B Fomail, at s.o1 per item ve cost of better processing/
prostagE, At L.50;

B fnferiel promise to pay,at o5 v, threeandeite collec-
Loy COpkact, Ot 53

® Internet online paymment, 3t %25 ve. threeming e golle
o comtadt, at 7+ { Western Undon Cuick Collect, PhomePay or
aimilar service);

® Figh hit rate for Intermet-based users/instant m|:k53g§;|][_:;

B Loower-risk wsers self-select payment options and self-
cure; sl

Fout to fivie T ries per loan, per year (see Figure 11),

A large retail network is the most relled-upon channeal
Adthiough lessders are expamding their vse of elecivonis chan
srels ol product distribution, move lenders rely oneguaniided
branch networks  grow their businesses, MORTECH o
results indicate thar 35.2 percentob lenders oy their core
origination stratery is tooexpand thé mumber of. prisduction
o tices they-opérate:. Nimety. percent more benders fooas on
production through physical distrilaiion than will rely on s
Intiriet over the next 12 months {see Figure 12).

b PG MorPro gy and Morfro 98 support the MORTECH
oip restelts indicating that an estimated F2 percomt of progic-
Fiom stemys From the traditional retail channel: Fooaddition
aecrding e MORTECH ¢4, more than half of a1l mortgme
conpanies cite branch expansion as & Key-origination. stote
gy for the next 12 months: (Janesry o December 2000} An
interesting corollary from the MORTECH oo rescarch is that
there:are ng statistically significant differences betwesn the
attitueles of bege lenders wward branch expansion and that of
sl lenders. The importace of physionl distribotion las
vt Ao dininish incthe face of electronic albernatives tithe
minils of many moertgrge exeonives

EPMO Morfra sesults indicate that Jenders tenid to fivor
ome channel of production aver another. That is; the majority

® Nedium high-risk users can be segmented Tor appeopri Figure 1 Custamer lnguiry Cost per Loan
ate trgatiment, v, Customer Inguiries per Loan
A Webrenabled call center can reduce overall call volune
[prowiding better answers and more data at the fivst poing of $12.00 siaus
inguiny), provide sutomaterd written responses via an Toter $10,004 .
net site or e-mail vehicles, and maximire inbound vs, out
bound atls. In addition blackage rates {busy signials) and $8.004
anmndonmaent rates []1.1:5H LpEs weill alsn b lovwer since & sl 34,00 :
st of custoamers will ose the seifservice Web capability 1o I
got answers o their questions. §4.004
According to Morsery results, the costomer Inguiey drea $3.00
00
represents almost 2o percent of total direct costs alone, anid ;
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i T . . The } F verbal Ca Biho Avarape o ATERIE INguiTen  Abie Rearige
! LLLLL e ntErnet e g EELLETUEHET. O weTkik I_”"ll'“l“' 5 per lRadgiries fiei® Levaih par. Loas Iegiicien pat’ Lain
opetattr average about Fo per day. In terms of cost, KPMG
haz found that costomer inquiry cost averages between sz FOURCE: KFHG MoaToace FTume
and s3 per-inguiry. This figure is based on an average of
Figure 10 Direct Productivity Figure 12 Expanding Loan Production
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of lenders repirted that more than by perent of foial trig:
inations develop trom & single channiél sourde However,
wide variations in cost per loan indicate that nuany Coampie
migs arg not positioned e makimiee their preferred chianmnel
of arigination.

Distribution channel itse s another aspect ol thie busi:
ness that corfekities dehth with shee: More tan 8 percent af
lendiers are predominateiy fetailoriginatorsg Rivge lendiss
ars heavily |:||'|.'|lr."i!|l:|1:l'|| o w e s sl Sorreds of grrodioet {see
Figure 14}

Lemickers poodlucing more than s bilon annaally obiamn
approximately so percenbol theén volume rom wholesale,
Clearly; Large lendevs enjoy more slgnilicant operating
econonnes than dosmalles derlers, Aside o the specialized
lahey and sysiems required W manage wholésale bisinesses,
ligrgre beralers achieve commileralde advantage wher pricing thisn
secyrities of sedling to the secondary inarkel:
redniforee the farge lender nae ol wholessle charets,

Thsse drtnormes

Herwiwver, higher Tees and potots dnd - fower tosts in the
whodesale bissiness doonot necessarihy laad foohigher profits,
Although the brokerywholésale channel represimts Towes
fixed costs boi the morigage banker {ree Figuve 1) e also
have less conteod e producton, and, inpenods of declining
yolkrre, morkgee companies iy Lnd themselves paying
higher broker fees, Fees. paid 1o brokers répresent the Jargest

Figure 13 Wholesale Production Increxses
with Landor Size
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Figure 14 Direct Cose per Loan by Channal
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expense agzociatod with thies chavnel,

anndd thiey can guibekly erode any profii |__‘|"'|}. br
readired:

MNomatterwhat the origination HEASHrimg
sornce retat Growhalesale there is 8
clear opporiunity oo depliov Welrbriws BRCCCES
er.capabilities that wilk help take Sppls P I:Igh
cathoss or in the purchase of Toang
EPIG s et wiosking with |'|1|~r||~:.|:r_:| tangible
shevebop the Web browser capabitbity for
deployient io lxan officers; bink benchmarks
brarch pevsnnnel o Brakorferiespon
déenteustomers that sl lsignsficanily will vou

enkinde e loar brigiaation aidfor par

ehiae process; ERSGTE YOOr

Solutions for a new business moadel Dh]tl’ll'l'l'!
'l"..-i'lll erabling the morigage Business, L heln;
sperci el thie Back-of oy formpionents,

will create clepr opparEumities fo mel,

e e relorns Ty :|H||Mi1||_-; re T difuid

redhivcing Costs The futors busimess

rrwcede] will offer Baeter sates, better sorioe pnd nivodle resprans
o5 to-consamer demands st o fower opecaticnal cost

Koy saccoess factors Tor e future pcliade:

B Pochndlopy mianagement;

W Tenforrnation manaEe e

W ustngeeer parvien mod e arid

m Breaksday process changes,

Whether a campany. s objectbve i te reduce Cos1s;
improve customer . service or both; determamag and then
tracking ey perlornrance mspsnesis ool 1 sioces Chirly
by moveasaringg miccoss thioigh-tingikble Senchmarks will i
BT O phjecTives i bed g e

Comnpanies will alao ied 10 Better uniderstand their s
fomiers” behaviors andwhat bosiness solntians fprobably
Beyrrnd Tasic mirrtgage servicing efforis) they can provide tha
vl T e as vl added: The Websenablingof oo
beguaiey sisteing will atlow for data o be extracted o suwored,
anlyed and vsed for decisions aboutaew prodicsservives,
Withaet o combined data reposiory coneerming custimeE,
thie srampany. will have litde chance of cross-seling: any other
piraduct and will thevely forgo new reveioes spgoriunities

Continuing o operate wpder the radienal basiness
avponide] will heave comrpanies sith notditind buasines process
e T TS P s e custorier servive eflar e amd Tirrle o no
chance of enhamcing shareholder revacns, Pheindastry lead
ers ol e fitume will b these diat capatalize on available tech
ninliwgeiy il aire willing o change fiidamietal business con
cppts, prokucts aimd procedees e
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