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CAN MORTGAGE LENDERS STAY 
COMPETITIVE WITH BETTER 
PROCESS AND TECHNOLOGY?
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MORTGAGE LENDING 
IS AT A CROSSROADS. 

Leveraging digital technologies like omni-channel customer acquisition analytics 
is a key differentiator against the competition

Opportunities for lenders to create value are 
now focused on the quality of the customer 
experience. In today’s omni-channel 
environment, where borrowers want the option 
to digitally self-service and have access to 
support staff, that experience must be seamless. 

With Genpact research forecasting that 70% of 
all customer transactions will occur outside of 
the branch by 2020, lenders need a well-defined 
roadmap that relies on a granular understanding 
of their operations. This needs to include people, 
process, and technology in order to address 
analytics, operational, and technology gaps. 

Solutions that can deliver the  
biggest returns

• Standardizing scalable solutions that embed 
granular analytics throughout operations

• Building cost-effective channel-agnostic 
services

• Integrating omni-channel contact centers  
that minimize ongoing investment in  
legacy systems and migrate transactions  
to more efficient channels without  
unsettling customers

 

 

What are the key benefits?

For mortgage lenders, using a well-designed 
omni-channel system, integrated across 
the front, middle, and back office, promotes 
customer satisfaction by improving first contact 
resolution by 15–20%, and reducing average 
resolution time by 30–40%. This type of system 
can reduce human interventions by 20% and 
operating costs by 10–15%, allowing mortgage 
lenders to allocate more resources towards 
growing the business.

An example...

CUSTOMER SATISFACTION DRIVES MARKET 
SHARE FOR MORTGAGE LENDERS

A lender wanted to launch an online customer interface and provide 
differentiated service for its premium customers.

The solution encompassed migrating to a new CRM platform, establishing 
chat and social media support, and cross-training associates from simple 
to complex processes across different channels. This resulted in a 20% 
reduction in calls, 37% reduction in average handle time, and first-call 
resolution rates improved to 69%.

By 2025, banks could lose 20% of their mortgage profits.* 
With a volatile market and changing lender landscape, 

mortgage lenders must balance the need to capitalize on 
growth opportunities against cost and risk. 

By driving transformation efforts through a combination of Lean 
principles, agile development practices, and advanced process-centric 

digital technologies, mortgage lenders can transform their operations to 
become more nimble, efficient, and ultimately, more competitive.

*The Fight for the Customer: McKinsey Global Banking Annual Review 2015
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Reimagining a leaner, more flexible middle and back office that supports  
end customer engagement 

As smaller lenders and new fintech-powered 
platforms enter the market, larger mortgage 
lenders are focusing on securing business 
from their existing clients – even at the risk  
of sacrificing margins by inefficiently  
growing operations. 

While the competition for mortgage sales 
and operations talent is relentless, new 
tools and operating models that focus on 
experimentation and quick feedback loops to 
rapidly reach “minimum viable solutions”  
can help to streamline operations during  
times of growth, reduce fixed costs and 
preserve margins. 

Solutions that can deliver the  
biggest returns

• Automating and standardizing middle and 
back office processes increases scalability of 
the overall business and reduces costs

• Global delivery models that decouple 
sales from fulfilment functions boost sales 
productivity and operational capacity

• Sharing capacity and operational risk with 
third–party service providers using outcome 
based commercial models and cross-skilled 
staff, increases efficiency and improves margins

What are the key benefits?

Process and technology standardization can 
reduce operating costs by more than 30% for 
mortgage lenders, allowing them to price more 
competitively and expand market share. With 
shared volume and capacity models, operations 
can stretch to handle up to 50% more volume 
at peak times. 

ORIGINATION OPERATIONS ARE KEY TO IMPROVING 
CLIENT ENGAGEMENT AND PROFITABILITY 

An example...

A large US mortgage lender wanted to improve sales productivity and 
effectiveness in an evolving SAFE licensing environment. The goal was to 
increase call-to-application ratios, call quality and the customer experience.

A revised training program, modified call quality scoring model, and the 
addition of multiple onshore and offshore call centers improved customer 
interactions and increased coverage. These changes, along with the 
decoupling of the sales process by adding call center reps to pre-screen calls, 
ultimately led to a 37.5% increase in the call-to-application ratio. In addition, 
customer retention rates improved significantly, while portfolio runoff and 
costs decreased.

Designing technology-powered solutions requires more than just IT savvy

Mortgage lenders continually grapple with how 
to change their operations while running them. 
The best loan origination system implemented 
on broken or inefficient processes will fail to 
maximize flexibility, scalability and compliance, 
and deliver a poor return on investment. Deep IT 
knowledge in the absence of domain experience 
will not aid mortgage lenders struggling with 
legacy system interoperability or an inability to 
manage strategic and operational change. 

A technology first approach to transformational 
programs inevitably leads to a misalignment  
of digital and analytical initiatives with business 
outcomes across the front, middle and  
back office.

Solutions that can deliver the  
biggest returns

• Operational diagnostics illuminate 
interdependencies across the front, middle 
and back office 

• Aligning strategy, goals and interventions 
makes transformation programs more effective 

• Engineering feedback loops between 
origination activities and their outcomes 
creates smarter operations

• Focusing on both process and technology 
maximizes the return on digital investments

 

 

 

What are the key benefits?

The right combination of innovative analytics 
and modern technology can drive down costs, 
accelerate processes, improve customer 
satisfaction, and lead to a 3.5x increase in loan 
origination throughput without increasing the 
operational footprint. For instance, by applying 
analytics to prior pipeline performance, lenders 
can speed up workflows by immediately routing 
mortgage applications to the right personnel. 
They can also automatically validate third-party 
services, such as compliance and fraud checks. 

An example...

DIGITALLY ENABLED TRANSFORMATION PROGRAMS 
MUST ALIGN WITH BUSINESS OUTCOMES

A large mortgage lender was funding 1.4 loans per employee using a 
paper-based process on a legacy platform with over a dozen disparate 
systems. The firm wanted to increase productivity and move to a 
completely paperless process. 

Using a business process management solution that deployed incremental 
improvements to existing processes and technology, the client quickly 
converted to a paperless process and more than tripled production rates  
to 4.4 loans per employee within in the first year.
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A mortgage lender wanted to reduce turnaround time and 
increase productivity without hurting processing accuracy. 
The firm improved its training programs and developed skills 
assessments for all voice processes. 

Subject matter experts were brought in to enhance training, provide pipeline management, and 
handle escalations within the operating teams while other people-related improvements, such as 
using behavioral questions during hiring, were implemented across the operating model. In addition, 
new software improved network configuration adaptability and voice-recording technology was 
added to improve transparency and accountability. 

The overall solution implementation reduced the median origination turnaround time from 70 to 40 
days, and the per-person productivity increased by 70%. The result was a reduction in origination 
turnaround time by 43% and an increase in capacity. This led to $136.8 million in additional revenue 
and $13.4 million in additional profit.

IN ACTION: IMPROVED  
TURNAROUND TIME PRODUCES 
$136.8M IN EXTRA REVENUE  FOR  
A MORTGAGE LENDER

Genpact’s Lean Digital◊approach provides a  
framework to make digital transformations work –  
from nimble experiments, to industrialization of enterprise 
processes and delivery of business outcomes, at scale.  
Our mortgage services team combines deep domain expertise 
with innovative technology, process optimization, intelligent 
analytics, and strong compliance to help our clients grow their 
business, manage risks, and control cost. 
We work with the world’s leading lenders to maximize the return on their existing 
technology investment, while rapidly adding incremental value. Our integrated,  
end-to-end or component-based solutions cover sales, processing, underwriting, 
closing and funding, and servicing functions.

Our Mortgage Services team spans across Europe, 
Australia and the USA – where we are an MBA member 
and licensed lender in 50 states, fully SAFE compliant and 
FDCPA ready and compliant.

For more information on Genpact and our experience in the 
mortgage services sector, visit:  
genpact.com/home/industries/banking-financial-
services/retail-banking/mortgage-services 



Genpact (NYSE: G) stands for “generating business impact”. We are a global leader in digitally-powered business process management and services. We architect the Lean DigitalSM 
enterprise through our patented Smart Enterprise Processes (SEP◊) framework that reimagines our clients’ operating models end-to-end, including the middle and back offices. This 
creates Intelligent OperationsSM that we help design, transform, and run. The impact on our clients is a high return on transformation investments through growth, efficiency, and 
business agility. For two decades, first as a General Electric division and later as an independent company, we have been passionately serving our clients. Today, we generate impact 
for a few hundred strategic clients, including approximately one-fifth of the Fortune Global 500, and have grown to over 70,000 people in 25 countries, with key offices in New York 
City. The resulting business process and industry domain expertise and experience running complex operations are a unique heritage and focus that help us drive the best choices 
across technology, analytics, and organizational design. For additional information, visit www.genpact.com. Follow Genpact on Twitter, Facebook, LinkedIn, and YouTube.
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