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The digital (r)evolution
We are in the midst of rapid digital 
transformation, living in an epoch 
characterized by constant changes 
and advancements in technology.

Technology has evolved so rapidly 
that everyone — from Boomers 
to Gen Z — has come to expect 
on-demand everything. In fact, 
Baby Boomers spend more time 
online than millennials, with 51% 
of Boomers spending 15 hours per 
week online, compared to 41% of 
millennials surfing for 15+ hours.
 
Today, we can virtually watch our 
Domino’s pizza progress from prep to 
oven to porch from our smartphones 
(or use Zagat to find a less shameful 

pizza option for the purists out 
there). Amazon has rapidly shifted 
the paradigm surrounding online 
shopping, making shipments that 
take longer than two days seem like 
a massive inconvenience. 
 
Even the United States Postal Service 
has joined the digital revolution, with 
Informed Delivery Digest that emails 
digital scans of your forthcoming 
pieces of mail before they arrive. 

If USPS can be digitally savvy, then 
the mortgage industry doesn’t have 
a valid excuse. 

Introduction
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Consumers in this environment 
don’t just prefer efficient, convenient 
digital services and solutions, they 
expect them — even in the mortgage 
process.

For the notoriously slow-moving 
mortgage industry, this presents a 
clear problem. 
 
It’s unrealistic (at best) or fiscally 
irresponsible (at worst) to assume 
that homebuyers in this digitally 
saturated environment would be fine 
to patiently wait (often in the dark) for 
months on end as they attempt to 
finance the largest, most substantial 

purchase of their lives. 

Borrowers expect to be empowered 
by technology during the mortgage 
process — complete with transparent 
communication and convenient, 
easy-to-use solutions — just like they 
are in every other facet of their lives. 

Borrowers aren’t 
asking for too 
much. We’re just 
offering them too 
little. 

The digitally 
savvy borrower

Introduction
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And, look, we get it. For many in the 
mortgage industry, the thought of 
purchasing and implementing digital 
mortgage software in your organization 
sounds terrifying. 

 While implementing a digital mortgage 
solution might seem like a mammoth 
undertaking, there’s no better way to 
streamline your organization, delight 
your borrowers, and drastically reduce 
tedious admin tasks for your LOs so 
they can spend more time building 
meaningful relationships with their 
borrowers. 

If you’re ready to be a mortgage heavy-

hitter and find the right digital mortgage 
solution but you’re intimidated by the 
shopping process, you’re in the right 
place. 

This Digital Mortgage Buyer’s Guide 
will lead you through the digital 
mortgage shopping process to help 
you find your perfect fit. 

While it might be tempting to steer you 
in Maxwell’s direction, we know that 
we might not be right for everyone. 
We will give you the tips and advice to 
help you navigate the buying process 
to find the right solution for you, even 
if that’s not us. 

Less than 24% of lenders 
implement technology 
solutions with features 
designed to improve 
borrower experience
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Steps to purchase 
a digital mortgage 
solution

Admittedly, this is the (very much) abridged version of the digital mortgage 
software purchase process. And we’ll get into the in-depth version in a 
moment. 

But if you ever start to feel overwhelmed, just return to this list, take a deep 
breath, and think to yourself: “Only three steps stand between me and 
purchasing the digital mortgage technology that will forever transform my 
business.”

Introduction
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BUYING TIP

Lean in to 
change

We know change is hard. But it’s often the difficult changes that reap 
the biggest benefit. Just think about the turn of the century and the 
evolution of cell phones. 

Do you remember how awkward it felt when you first switched to a 
smartphone, how clueless you felt navigating this strange new tech? 
But now smartphones are ubiquitous, and the sacrifices we made to 
become comfortable with the technology pale in comparison to the 
reward. 

Imagine having to go back to a Motorola Razr now!

Digital mortgage software is the same way. With an open-minded team 
and a trusted digital mortgage partner, the hassle of making those 
changes and implementing a new technology should be drastically 
outweighed by the immediate improvements to your bottom line, your 
team efficiency, and (most importantly) your borrowers’ experience. 
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1Define Your 
Needs
To find the right digital mortgage 
solution, you need to first know 
why you need digital mortgage 
technology at all. You definitely 
know you need it, but do you 
understand why? Like, really 
understand why?

Finding the right digital mortgage 
starts with knowing your goals and 
how digital mortgage software 
will help you achieve them. This 
means going beyond, “I need a 
digital mortgage software to help 
my team be more efficient.” 

Your “why” should be specific and 
take into consideration the pain 
points in your organization that 
digital mortgage could improve 
upon.

Before going any further, you need 
to take the time to thoroughly 
understand your business goals 
and how a digital mortgage solution 
can help you meet those goals.

Step 1



`

If you know what you want, ideally separated 
into a must-have list and a nice-to-have list, it 
will be much easier to figure out if any given 
solution fits your business —and to resist 
‘shiny’ things.

— Steven A Lowe
      CEO, software consulting firm, Innovator LLC

Gather key stakeholders
 
Set up a meeting with all stakeholders 
that will need to be involved in 
the implementation or use of the 
software. 

This will likely include executives, 
finance, IT, marketing, and loan 
officers.

Researchers at Bain found that after 
the 7th person in a decision-making 
group, each extra member reduces 
decision effectiveness by 10%. The 
ideal decision-making team size is a 
team of six.

Understand your buying group 

During this meeting, you will want to 
figure out the dynamics of the buying 
group. Who will the final decision-
maker(s) be as you go through this 
process? How will the buying group 
keep the process moving and avoid 
analysis paralysis?

Answer the “why”

Finally, dive in deep to the meat 
of the discussion. Start with why: 
why do we need digital mortgage 
software? What would a successful 
implementation look like?

https://www.cio.com/article/2386740/enterprise-software/how-to-choose-the-right-software-vendor.html
http://www.bain.com/publications/articles/effective-decision-making-and-the-rule-of-7.aspx 
http://www.bain.com/publications/articles/effective-decision-making-and-the-rule-of-7.aspx 


Key 
considerations
THINK ABOUT: 

for digital mortgage shopping

Security

Existing 
Process

What is the lending experience like 

from the borrower’s point-of-view? 

From the loan officer’s point-of-

view?

What flaws exist in the current 

process? Are we prepared to 

modify the process to improve 

it? Or are we looking for digital 

mortgage software as a shortcut to  

more favorable profit margins?

How many loan officers will 

use the platform? Do we need 

software that will grow with us as 

the business expands? Or will our 

needs remain constant over time?

What security measures do we 
have internally? What security 
measures do we need in a vendor 
to feel comfortable?

ASK YOURSELF:

1

2

3

4

Process
Issues

Scale
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THINK ABOUT: 

What technology does the software 
have to integrate with? What 
integrations would be nice to have?

How will you motivate employees to 
incorporate the new software into 
their routines? Will it be a mandatory 
process change? Will you provide 
incentives for early adopters?

What is your budget? What is your 
timeline to purchase? Be realistic. 

What metrics will you measure to 
determine ROI? What would a 
successful implementation look like 
in your organization?

ASK YOURSELF:

8

7

6

5

How to
Define Success

Budget &
Timeline

Adoption

Integrations
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2Understand 
Your Options

Step 2

The first and most crucial part of your 
buying journey is complete. Now for 
the fun part: shopping.

Luckily for you, shopping in the digital 
mortgage sector of the software 
market isn’t too intimidating so you 
can really focus on your software 
needs and take each digital 
mortgage vendor to task as you 
assess if they could be a good fit.
 
Create Your Long List
 
Evaluate the options available to you. 
Though your long list doesn’t have 
to be exhaustive, you should still be 
thorough. You don’t want to miss out 
on what could be the perfect fit for 
you because you were too quick to 
eliminate potential contenders at 
the start of the vetting process.

Your long list also serves as proof 
that you’ve done your homework 
when you have to justify your final 
choice to executives and decision-
makers.

Educate Yourself

Dig in to each vendor, allowing time 
to browse their website and content. 
Take note of their software features 
and pay attention to what aspects of 
their solution they champion relative 
to competitors. 

Understand Their “Why”

It’s not just about understanding the 
software; it’s about understanding 
the underlying factors that led the 
vendor to create their product. You 
spent the time to understand your 
“why”, so it’s valuable to understand a 
potential vendor’s motivating factors 
as well.  Why did they create their 
product? What was their inspiration?

At Maxwell, our founders noticed 
a need for more efficient lending 
processes but wanted to create 
technology that sought to preserve 
the human element of the mortgage 
process rather than replace the 
lenders that made up that process.
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BUYING TIP

Know your 
success metric

Return on investment can mean different things to different 
people. What defines a successful digital mortgage deployment 
for one company might be considered a failure by another based 
on what their priorities and key metrics are. 

Know what metric most firmly dictates your success, and measure 
your baseline before implementation. The last thing you want 
is to be a year down the road, unable to measure the positive 
impact digital mortgage has had on your business because you 
didn’t identify a pre-implementation baseline metric. 
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Core values and motivators are a huge 
factor that you should take into account. 
Finding a vendor with a “why” that 
complements your own “why” is a great 
start on your way to finding a fruitful 
partnership.

Read Between the Lines

Often what a software provider doesn’t 
say on their website is just as important 
as what they do say. 

If Vendor A, Vendor B, and Vendor C 
put the spotlight on a certain facet or 
feature but Vendor D doesn’t mention 
that feature at all, note the omission. If 
Vendor D makes your shortlist, this will 
definitely be something you will want to 
ask them about when you demo their 
product. 

Pay Attention to Content + Resources 

As you research, take note of each vendor’s 
approach to content. From blogs to eBooks 
and white papers, content is a great way to 

both educate yourself about the product and 
gauge what type of partner the vendor will 
be as you continue on your buying journey.

If a vendor makes creating helpful, informative 
content about their product a priority, it’s safe 
to assume that they will be similarly diligent 
in providing helpful, informative support 
resources once you’re their customer. 

Whittle Down to Your Short List

Once you’ve done your due diligence on all 
potential digital mortgage vendors, it’s time 
to narrow your list to eliminate poor fits and 
identify your top 2-3 vendors. 

In many cases, narrowing your list down 
will be easy based on your pre-determined 
goals and needs. 

However, if you’re struggling to narrow 
down your options, consider using a scoring 
system to help make the process more 
objective. 

Narrow down your options
Does the solution meet my top requirements?

Does this vendor have a proven track record of customer service and support?

How does this vendor handle implementation?

Does the vendor have customers similar to me?

How customizable is the solution?

How difficult will it be to incorporate the solution into my team’s processes?
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N E W  R E L E A S E S  T H I S 
W E E K  A N D  W H E R E  TO 
C O P  ' E M

Double down on demos

Schedule demos with each potential vendor, and be sure key 
decision-makers are included. A decision-maker can’t make the 
demo? Reschedule it. 

Once every decision maker can be a part of the meeting, do 
your demo. It will be helpful to have a few top-performing LOs 
on the demo, as the LOs will have specific questions about the 
software—both from the borrower’s viewpoint and the lender’s 
viewpoint—that others in the buying group might not consider. 

A demo is more than a software overview—
it’s an opportunity to understand what 
their team is like and visualize the 
potential partnership you could build 
together. 
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Bigger isn’t 
always better

Every organization has their unique set of needs. You might think 
the smartest approach to digital mortgage shopping is to just 
go with the market leader to cut corners and save time, but that 
would likely result in low adoption rates and unhappy end users, 
because it doesn’t matter how powerful or fancy the software 
is if it doesn’t align with the needs and priorities of your team 
and their borrowers.
 
Take Salesforce, for example. Salesforce is an immensely 
powerful piece of software and for a global enterprise, Salesforce 
is a great CRM fit. 

But Salesforce probably isn’t going to yield positive ROI for a 
single-shop eCommerce business. Why? Because biggest 
does not always mean best when it comes to meeting your 
organization’s unique needs.
 
Take the time to vet your vendors based on your specific needs 
and really think about which vendor fulfills your top requirements 
best, even if they’re not the largest vendor on the market.

BUYING TIP
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The risk of inaction
The riskiest decision you can make is the decision to do nothing

The mortgage industry only ever seems to get more complicated. As margins 
tighten and pressure mounts from higher ups to perform, it might seem like a 
frivolous waste of time to a) spend the time to research and vet digital mortgage 
providers and b) put your team through the process of implementation and 
deployment. 

However, finding the right digital mortgage software can immediately pay off and 
quickly yield positive results in terms of efficiency and improved margins.

The only other option is to do nothing and let your outdated processes continue 
to fall even further out of date, thereby encouraging inefficiency to run rampant. 

Here at Maxwell, there’s no delay on your way to positive ROI once your LOs  
begin using the platform. 

Once loan officers in your organization begin to use Maxwell, they immediately 
see improved process times and happier borrowers, with the average Maxwell 
user closing loans 45% faster than that national average.  
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3Step 3

Choose 
your 
partner
The finish line is in view

Now that you’ve eliminated the 
digital mortgage options that 
aren’t a fit for you, it’s time to 
zone in on the sweet spot: your 
short list. 

With your potential list of 
vendors narrowed down to  2-3 
options, it’s time to dig deeper 
into your top choices.

After demos, you’ll likely have 
a long list of questions for the 
software partner. Don’t feel 
hesitant about asking to see 
more of the features that are 
most important to you. 

Don’t forget to occasionally 
revisit  your goals and objectives 
from step one, and do make 
sure that all of your crucial 
questions get answered.

Pay attention to the details

Was the vendor attentive to you 
throughout the process? Did 
you feel like the vendor’s sales 
team genuinely wanted to help 
you throughout the process?

The quality of your micro-
interactions with the 
vendor can be a glimpse 
into what deployment and 
implementation will be like. 
If your interactions with a 
vendor have been pleasant 
and informative from the jump, 
this bodes well for a positive 
software implementation in the 
future.

Work with your potential 
software providers to create 
key performance indicators 
(KPIs) prior to signing any 
contracts. By putting KPIs in 
place upfront, both parties 
will know what needs 
to transpire to make the 
software implementation a 
success. 

— Sanket Naik
      VP of Cloud Operations, Coupa
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BUYING TIP

Finding a digital mortgage solution isn’t a one-and-
done transaction. Your digital mortgage vendor will 
be by your side — troubleshooting problems and 
celebrating successes — for years to come. 

The digital mortgage solution you choose is essentially 
an extension of your business. You want to find a 
partner with similar values and priorities because this 
is the start of a long-lasting relationship and aligning 
on values and priorities is a great foundation upon 
which to build that relationship.

Find a partner, 
not a product
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Consider your tech stack

And last but not least...

Understand customizability + scale

Don’t forget to think abot 
your existing technology. 
Can the vendor integrate 
with the technologies you 
use the most? 

The last thing CIOs and other 
technology decision-makers 
want is to be faced with is the 
need to re-evaluate and invest 
in a new solution two or three 
years down the road, when the 
existing system can’t handle the 
company’s emerging needs. 

A successful 
implementation will lead 
to a trusted partnership 
between you and your 
digital mortage provider 
that can last a lifetime.

Go beyond feature comparison

Be sure to think beyond the 
product — ask questions about the 
implementation process, customer 
support, and the brand itself.

What would the implementation 
timeline be like? What kind of 
support can you expect throughout 
the product deployment? Is this a 
brand with values that complement 
your own? Is the vendor just looking 
to make the deal, or are they 
invested in building a partnership 
with you that continues long past 
onboarding?

— Malcolm Cowley
      CEO, Performance Horizon Group
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Select a 
winner!
With goal-setting, research, demos, and deliberation 
behind you, it’s time to pick your winner. Once your 
selection has been improved by your key decision 
makers, all that’s left to do is close the deal and prepare 
your team for onboarding. 
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We’ll say it again: the mortgage 
industry isn’t always on the ball 
when it comes to adopting new  
technology.

Many in the mortgage space are 
reticent to adopt new technologies 
and smarter processes because 
they believe the rewards reaped 
will not outweigh the hassle that 
accompanies change. 

And while this might be used as 
an excuse to stall — ”why should I 
make the change if no one else is?” 

— let the slow rate of adoption work 
to your advantage.

The U.S. mortgage industry is 
entering an era in which efficiency, 
speed, and the customer 
experience will be more crucial than 
ever to determining winners and 
losers.

In a sea of slow-moving companies 
with cumbersome legacy tech, 
dated websites, and complex, 
manual processes, you can embrace 
digital mortgage technology to 
drive differentiation and set yourself 
apart by providing both lenders and 
borrowers with a delightful, efficient 
experience.

In a 2015 study, the mortgage 
processors surveyed reportedly felt 
like they were ‘cutting edge’ if they 
accepted scanned attachments via 
email.

Let digital mortgage 
drive your 
competitive edge

Conclusion
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The digital mortgage your borrowers love.

Delight your borrowers and empower your loan officers with modern
 technology. Maxwell’s enterprise-grade digital mortage solution was created on 
the principle that mortgage companies will win by betting on the augmentation 
of human ability, not by replacing it with faceless technology. At Maxwell, the 
power of the human relationship is core to how we build software. 

Founded in 2015, Maxwell is a member of the Mortgage Bankers Association 
and the Colorado Mortgage Lenders Association. In 2017, we were named one 
of the most innovative companies in real estate by HousingWire Magazine. 
Every day, our software is used at hundreds of lenders across the U.S. to serve 
thousands of homebuyers. Maxwell is funded by venture capital firms in Silicon 
Valley and New York City. We’re proud to be built in Denver, Colorado.

Request Info www.himaxwell.com

W W W. H I M A X W E L L . C O M 2 3

https://himaxwell.com?utm_source=PDF_Whitepaper&utm_campaign=Digital_Mortgage_Buyers_Guide
https://himaxwell.com?utm_source=PDF_Whitepaper&utm_campaign=Digital_Mortgage_Buyers_Guide
https://himaxwell.com?utm_source=PDF_Whitepaper&utm_campaign=Digital_Mortgage_Buyers_Guide
http://www.himaxwell.com

