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Overview
When a potential buyer walks through a newly built 
home, they see the crown molding, the arched hallways, 
the pillars, open floorplan, color combinations and they 
marvel. But anyone who has ever worked on a home, 
or lived in a newly built neighborhood or even watched 
as their own home was built knows each house starts 
the same way – the wires and tubes are run through the 
area, and the concrete is poured. The house would never 
stand without its foundation. And everything needs to be 
perfect. So how can we optimize the mortgage process to 
make it match the perfection of these new homes?

The digital mortgage loan process has come a long way 
over the past few years, and the next step for mortgage 
originators is a zero-defect loan. Much of the technology 
developments have been focused on the front-facing 
side of digital mortgages. However, with the rise in data, 

artificial intelligence and machine learning, technology 
companies now have the tools they need to transform 
the back end of the originations process. In fact, some 
lenders are even using Big Data1 to combat mortgage 
fraud by using data mining from sources such as social 
media, bank records and publicly available databases.

The concept of zero-defects is challenging to achieve, 
and even Fannie Mae does not evaluate lenders by a 
zero-defect-rate standard. Instead, Fannie Mae expects 
lenders to set defect rate targets as reasonably low 
as possible based on formal cost-benefit analysis and 
demonstrate to Fannie Mae how they are managing loan 
quality to meet their established target. But with the rise 
of technology companies helping mortgage originators, 
lenders can get one step closer to that zero-defect loan 
without compromising time or profits.

1 TheMReport.com, “Big Data: Changing the Mortgage Business,” May 2019.

https://themreport.com/daily-dose/05-07-2019/big-data-changing-the-mortgage-business
https://themreport.com/daily-dose/05-07-2019/big-data-changing-the-mortgage-business
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The State of the 
Digital Mortgage

49 Average days to 
close a home loan

The state of the digital mortgage today varies significantly 
depending on the company processing the loan, and 
how much it has invested into its technology. The industry 
average time to close a home loan averaged 49 days in 
June, according to Ellie Mae’s latest Origination Insight 
report. 

Some companies boast much faster turn times. Some 
lenders claim they can close loans in less than 20 days. 
Certainly, with the right technology, quicker response 
times can become an industry standard, instead of an 
outlier. That’s because as technology adoption continues 
to advance efficiencies, turn times decrease. 

Over the past few years, more companies have focused 
on building up their databases for greater leverage when 
moving into the digital realm.

The acquisition and handling of big data feeds AI and 
machine learning platforms. This tech can then be used 
to personalize loan products, save time by eliminating 
tedious data entry and create faster closing times with 

fewer errors. In the quest for a fully digital mortgage, 
can we also envision a zero-defect loan? Is such a thing 
possible? The answer to both is “yes.”

To create a digital mortgage, different mortgage lenders 
choose various paths. For example, some lenders create 
their own digital lending platform. But this option can 
quickly become outdated due to several factors such 
as regulations, ongoing maintenance costs, resource 
requirements and evolving consumer expectations.

Another path that many mortgage lenders choose is a 
third-party solution that they customize to their needs to 
transform their digital mortgage experience. For instance, 
National Mortgage Insurance tapped Zia Consulting 
to architect a solution that uses Ephesoft’s intelligent 
document processing platform and Alfresco’s Content 
and Process Services to implement and automate its 
loans and underwriting documents, which has resulted 
in substantial improvements in pre-processing and batch 
processing times.

https://www.icemortgagetechnology.com/about/news-reports/press-releases/ice-mortgage-technology-s-latest-origination-insight-report-shows-purchases-eclipse-refinances-for-first-time-in-18-months
https://www.icemortgagetechnology.com/about/news-reports/press-releases/ice-mortgage-technology-s-latest-origination-insight-report-shows-purchases-eclipse-refinances-for-first-time-in-18-months
https://ephesoft.com/success-stories/national-mortgage-insurance/https://ephesoft.com/success-stories/national-mortgage-insurance/
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700%
Increase in employee 
productivity

Today, by using AI-powered technologies like 
intelligent document processing (IDP), data-driven 
lenders are reporting results such as a 50% 
decrease in manual classification and verification 
of data, a massive 700% increase in employee 
productivity while having endless opportunities for 
configuration and customization.

“National MI faced the multifaceted challenges of 
entering a highly competitive industry as a new 
entrant, introducing new business models, building 
all systems, processes and procedures from scratch 
— and all in a very short period of time,” Eric Low, 
National Mortgage Insurance vice president eBusiness 
and software development, said of his experience 
with Ephesoft. “To be successful, we require strong 
technology partners, willing to go the extra mile and 
form strong strategic alliances for the long haul.”

Through a digital mortgage
platform, some lenders can:

Close mortgage 
loans in less than 

three weeks

Connect automatically 
to consumer accounts 
to eliminate the need 

for consumers to upload 
documentation

Close the loan 
without ever meeting 

a loan officer in 
person or going to a 

title company

In fact, some 
companies are even 
experimenting with 
starting the mortgage 
process2 through voice 
technology such as 
Amazon’s Alexa.
The possibilities for 
today’s digital mortgage 
are endless and limited 
only by the resources 
mortgage lenders are 
willing to invest.

2 American Banker, “Alexa, get me a mortgage.”

1 2 3

https://www.americanbanker.com/news/alexa-get-me-a-mortgage
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How to Get
Closer to Consumer 
Expectations

37%

Millennial
Homebuyers

Homebuyers today are 
getting younger,
with Millennials recently becoming 
the largest population of those 
looking to buy a home. Since 
2014, Millennials have made up 
the largest share of homebuyers, 
according to a National Association 
of Realtors report.3 Millennial buyers 
22 to 30 years (younger Millennials) 
and buyers 31 to 40 years (older 
Millennials) continue to make up 
the largest share of home buyers at 
37%: Older Millennials made up 23% 
and younger Millennials made up 
14% of the share of home buyers.

This younger generation 
of homebuyers has higher 
expectations of mortgage lenders. 
Used to technology where they can 
order a pizza, search automatically 
for coupons to bring the price down 
and then watch via GPS as the 
delivery driver brings it right to their 
door – expectations for all-digital 
mortgages are evolving.

The younger generations expect 
more transparency, quicker turn 
times, increased communication 
and an easier automated process. 
“Waiting to get a home appraisal 
for 2 months doesn’t meet the 
customer’s expectations that 
they are used to,” explained Paul 
Centopani, Editor at National News 
Mortgage.4

3 National Association of Realtors, “Home Buyers and Sellers Generational Trends.”
4 National Mortgage News webinar, “Winning Strategies for Transforming Mortgage Processes with Automation.” September 2021.

https://www.nar.realtor/research-and-statistics/research-reports/home-buyer-and-seller-generational-trends
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90%

Faster time
to close

One way to start 
meeting customer 
expectations is to 
transform and access 
your data through 
intelligent document 
processing – the first step in 
any digital transformation document-
centric initiative. Customers using 
IDP have reported up to 90% 
faster time to close and higher 
customer satisfaction rates. They 
also reported reduced processing 
times for closing documents from 
15 to five minutes per loan and cut 
classification processing time from 
45 minutes per loan to under five 
minutes. Through these workflow 
improvements, users saw a return 
on investment as early as five 
months after using the technology.

But success in mortgages isn’t all 
about improving the AI and the data. 
Interestingly, Millennials do not want 
a completely digital process and 
still value the human touch when 
it comes to making the biggest 
purchase of their lives. 

The National Association of Realtors 
claims that 90% of home buyers 
aged 37 and younger go through a 
real estate agent, and many of them 
say they need help understanding 
the home buying process. 
Mortgages are complex, and one 
size does not fit all. Millennials, as 
immersed as they are in technology, 
still value the human interaction that 
loan officers provide when it comes 
to navigating the mortgage process.

As homebuying customer service 
becomes more high touch, real 
estate agents and loan officers will 
need to be readily available for their 
clients, and not overly immersed in 
the more mundane tasks, such as 
manually gathering documentation 
for underwriting.

However, technology can even 
solve this obstacle. Technology 
can provide transparency, opening 
the door for consumers to ask 
questions about their loan, and 
provide an easy-to-use platform 
to communicate with multiple 
members of the home buying 
process.
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Use Data to
Minimize Defects

The mortgage industry’s current goal is a zero-defect 
loan. The key to unlocking this next step comes through 
accessing data. For accessing that data, intelligent 
document processing is often the first step in these digital 
transformation efforts. 

In short, IDP automates data entry through AI and 
machine learning that capture and classify unstructured 
data. It can eliminate human errors and turns unstructured 
data into structured data. In fact, Ephesoft’s AI-powered 
IDP software can classify typed and handwritten 
digital documents, making data extraction easy for any 
document.

IDP employs data extraction from documents like emails, 
PDFs and scanned documents. Most of the data within 
these documents are unstructured, meaning it is difficult 
or impossible to navigate or categorize, such as borrower 
or closing documents. Data capture solutions turn 
unstructured data into accessible data streams within 
minutes. No matter the complexity of the document, 
intelligent document processing can automatically identify 
the text with no human intervention. Some systems will 
then flag low confidence levels for the user to review and 
validate.

This allows loan officers (LOs) to focus on other needs, 
and let AI take the busy work of their hands. They can 
review only the parts that need their attention.

Intelligent document 
processing is the first step 
toward creating a zero defect 
loan as it reduces human 
error from the very start of 
origination.

For years, fintech companies knew data would change 
the game for the mortgage industry, once enough data 
was collected. Data companies spent years gathering 
data, buying data and expanding their coverage. Now, 
they are learning the best uses for that data including 
using it to power AI and machine learning to take over 
tasks from humans to reduce human error in data entry 
and save time. In a recent case study, one lender 
showed accurately classified and separated 95% of its 
documents automatically and dramatically decreased 
manual labor costs.

https://ephesoft.com/success-stories/mountain-west-financial/
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COVID-19 Changed the 
Face of Digital Mortgage

The digital mortgage has come a long way over the 
past 10 or even the last five years, but the past year 
has changed the face of the mortgage industry rapidly 
and forever. When COVID-19 hit, many states began 
mandating stay-at-home orders. This meant that a digital 
mortgage option was no longer a luxury, it became a 
necessity for business continuity. Lenders had to learn 
how to complete the mortgage origination process from 
home, over the phone and through the internet – from 
origination to close. 

Interesting perspectives were revealed in a recent 
webinar hosted by National News Mortgage, “Winning 
Strategies for Transforming Mortgage Processes with 
Automation.” Paul Centopani, Editor at National News 
Mortgage, said, “With the pandemic, for some lenders, it 
was like standing in front of a fire hose,” referring to how 
many mortgage companies scrambled to automate their 
processes.

“The pandemic kicked a lot of things 
into high gear with the increased 
volume of loans and we are not out of 
it yet,” explained Craig Ungaro, COO at AnnieMac 
Home Mortgage, who led the loan processing automation 
efforts at his company.

The lenders who had already invested heavily in 
technology were one step ahead. And those who didn’t 
are quickly playing catch up to remain in the game. For 
some, the transition from in-office to work from home 
happened overnight.

But moving to a remote option wasn’t the only obstacle 
lenders faced. Suddenly, after the Federal Reserve 
shocked markets with emergency rate cuts,5 the 
mortgage market was flooded by a wave of consumers 
ready to purchase a home or refinance their mortgage. 
Amid this flood of new demand, many lenders struggled 
to keep up.

5 NBC News, “Federal Reserve cuts rates to near zero in emergency action.”

https://www.nbcnews.com/business/economy/federal-reserve-cuts-rates-near-zero-emergency-action-n1159691
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During that time, automatic email replies were 
common saying that loan officers were dealing with 
an unprecedented number of incoming requests and 
it may take up to 24 hours to receive a response. 
Technology became critical for LOs to keep up with 
the higher volumes. Pandemic-related forbearances 
and foreclosures were partially responsible for the high 
volume of work.

Without technology, lenders would have been forced 
to hire a surge of new LOs who would then need to 
be trained. After the demand dies down once again, 
layoffs become necessary. But through cross-training, 
outsourcing and a strong investment in technology, many 
lenders made it through a year of unprecedented volume. 

One of the most impactful changes to the digital 
mortgage in 2020 was the newfound acceptance of 
remote online notarization (RON). Most states passed 
some form of emergency acceptance of RON, which 
allows consumers to close on a loan from anywhere they 
can connect their device to the Internet. While much 

of the legislation that passed was temporary, made 
through emergency orders to allow homebuyers and 
homeowners to continue to close on their mortgage with 
stay-at-home orders in place, once made, consumers 
were taught to expect a new experience with their 
closing. Experts now say the toothpaste will be hard to 
put back into the tube when it comes to RON. 

In fact, by the end of the summer of 2021, 38 states had 
already passed permanent RON legislation. And now, 
the Securing and Enabling Commerce Using Remote and 
Electronic (SECURE) Notarization Act6 is being considered 
in the Senate, and some trade groups forecast it could be 
passed and make RON legal nationwide by early 2022. 

Alongside the personal help from realtors and loan 
officers, consumers are also coming to expect a fully 
digital mortgage experience – from an online application 
to ease and transparency through the origination process 
to a quick or even remote closing – and mortgage 
lenders need to be prepared.

6 Congress.gov, “SECURE.”

https://www.congress.gov/bill/116th-congress/senate-bill/3533
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Even More Changes to Come for 
Digital Mortgage Advancement
While AI and machine learning advancements in 
mortgage processing are impressive, there are even 
more advancements on the horizon. Hyperautomation, 
or the end-to-end automation accomplished by 
harnessing the power of multiple technologies, is driving 
mortgage technology to a whole new level. Technology 
companies are putting resources to create bots to 
discover business processes where automation can be 
added to support customers in their hyper-automation 
journey. It is the next level of the back-end technology 
steps to achieve a complete digital mortgage process.

When working toward hyperautomation in mortgage, 
developers create predictive analysis that monitors 
customer behavior, such as when a current homeowner 
will become more likely to refinance due to rising home 
values and other, favorable market conditions, such 
as low interest rates. This ability enables lenders to 
streamline operations, increase productivity and enhance 
the overall customer experience. 

To create the digital mortgage of the future, automated 
data processing is going to prepare mortgages for future 

CRAIG UNGARO, COO
AnnieMac Home Mortgage

“Internally, our ah-ha moment was looking at our flood certification process. You never need a human 
involved in this transaction. Another example is an appraisal delivery. These are examples where 
intelligent document processing solutions or hyperautomation that are real-time upon the event that is 
occurring and the activity happens. Once you identify these stare-and-compare processes, you’ll say,
‘I can’t believe you spent the time doing that!’”

automation opportunities. It is also a good place for 
businesses of any size to start with. It allows for scalability 
even for the smallest lenders. A growing business means 
a growing pile of paperwork or digital documents to 
sort and upload. That may be a problem for companies 
that still rely on manual data entry, but intelligent data 
processing platforms are highly scalable. IDP allows 
lenders to file and organize as many paper and digital 
documents as needed.

Turning unstructured data into structured data is the 
first step to digitize your document-centric business 
processes. From there, mortgage lenders can seamlessly 
push the data into other systems in any business solution 
to create end-to-end workflows.

Hyperautomation is being called the next digital frontier 
of financial services. But without a digital foundation, 
mortgage lenders will not reach this point. Before a 
house can be built, the foundation must be laid. Intelligent 
document processing is one of the building blocks of a 
foundation to create a fully digital, zero-defect loan.

http://ephesoft.com

