FUTURE-PROOFING
THE MORTGAGE

SERVICING INDUSTRY

The mortgage servicing INnadustry is evolving rrom
process-centric to borrower-centric. Here's what you
need to know about today's borrowers and their
expectations to stay in the game:

Today’s borrower profile

There’s a new generation of borrowers: Millennials

21-38 years;é 37% 86%

CURIOUS, IMPATIENT AND . MILLENNIALS MAKE UP THE . OF MILLENNIALS ARE FIRST-TIME

DEMANDING . LARGEST GROUP OF HOMEBUYERS . HOMEBUYERS'
. IN THE U.S! .

What do borrowers want?

Growing demand for digital solutions and quicker transactions:

= 68% [147% 1523%

PREFER GOING ONLINE TO WANT ACCESS TO AN ONLINE PORTAL FOR PREFER USING SMARTPHONES
ACCESS LOAN STATEMENTS" UPLOADING DOCUMENTS ELECTRONICALLY"Y TO SCHEDULE PAYMENTSY

Why the borrower experience is important

The consequences of a poor borrower experience:

80% 400000+ ST1%

MISSED REVENUE . OF BORROWERS

HOSS OF BORROWERS PER BORROWER - WOULD NEVER RETURN

B\l pe iy $62 billion business losses per year

/A great borrower experience leads to:

.
.

70%  65%

WOULD BE MORE LOYAL, WOULD RECOMMEND THE BUSINESS WOULD USE THE SERVICE
LEADING TO HIGHER RETENTION TO OTHERS, LEADING TO AN MORE OFTEN
INCREASE IN BUSINESS GROWTH

Satistying today's borrowers
mean offering mobility.
Integration 2nd automation

—CHNOLOGY TRANSFORMS
THE BORROWER EXPERIENCE

Borrowers, especially millennials, increasingly demand a mobile-centric
and omnichannel service experience. A robust content services platform
can help mortgage servicers transform borrower experiences, with
capabilities that include:

.. .. .. _ _ ..
@@ - N e
: ! | : ©eeo o000 .o :
- o~ - e : -
°. .' eo0 o000 '. .'
CONTENT WORKFLOW INTELLIGENT INTEGRATION CASE
MANAGEMENT AUTOMATION CAPTURE MANAGEMENT

The bottom line:
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Digital transformation is the future of the I
borrower experience, and organizations
that do not embrace changing
rechnology could get left behind.

To dive deeper into the digital transformation of
the mortgage servicing industry, download the ebook,
The tech revolution in mortgage servicing >>
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