
14 Habits of

High-Performing

Loan Officers



Introduction

At Maxwell, we’re committed to bringing you 
the best-quality mortgage content possible. Our 
content often operates like mortgage industry 
SparkNotes: we do the grunt work and in-depth 
research to deeply understand a topic and then 
share our findings with you, like we did in our 
recent eBook about winning with millennials. 

Maxwell is a mortgage technology company, not 
a mortgage lender. There are times where we like 
to shine the spotlight on mortgage professionals 
themselves to share their expertise and give you 
deeper insight into the market. This is one such 
case.

This eBook highlights the habits and traits of 
high-performing loan officers across the nation. 
We reached out to top-producing originators 
across the country to get their feedback on how 
they’ve reached such a high level of success. 

What follows is insight into what makes high 
producers tick. Together, these tips, tricks, and 
habits of top producers give a look at what it 
takes to excel as a loan officer in this market 
climate.
 
So, without further ado, here are 14 habits 
of high-performing loan officers:

https://demo.himaxwell.com/l/493481/2019-03-25/43pxl3/493481/213180/The_Millennial_Playbook___Maxwell.pdf


s we reviewed input from our contributing 
loan officers, one theme that quickly 

emerged was a focus on establishing and 
streamlining your day-to-day processes for 
more consistent, repeatable results. 

Mortgage originators wear many hats, and the 
variable nature of the job means it’s easy to 
go through the day without a concrete plan or 
process. But establishing (and documenting) 
a regular process can help improve you 
performance.

1
A

Establish a consistent process

A common mistake I see in other 
originators is lack of a process/routine. 
By establishing a routine for a file or 
even having a simple checklist you can 
ensure the file keeps progressing through 
processing, underwriting, closing, etc. 

Many originators are very sporadic with 
their day-to-day and can miss out on 
opportunities due to the lack of structure. 
Maintaining a process will allow for quicker 
processing times and quicker closings.

Dustin
Triumph Bank Home Loans

I personally make it an effort to be 
as organized as possible and have 
everything down in lists and timelines. 
This helps me stay on task to be sure 
expectations are met.

Nathan“
“



““ Dave Gallegos, senior vice president & branch 
manager at Zenith Home Loans, echoes this 
sentiment and highlights the importance of 
developing a clearly articulated, repeatable 
process that consistently yields results:

“The best performers follow a strictly defined sales 
process with a sales funnel to keep clients moving 
forward in their system. They are scripted with 
professional sales presentations and templates 
that are used consistently at every step. There are 
defined standards and systems for file quality so 
the customer experience is predictable.” 

“The best underwriters follow strict checklists to 
do their work, and the best loan officers typically 
do as well. They originate in a very proactive 
working environment, rarely needing to request 
more documentation. Their goal is to originate 
loans that will be clear to close on the first 
submission. They know that reactive work cripples 
their productivity.” 1

Once your process is relatively stable, you’re 
“ready to start iterating.

The best 
performers 
know that 
reactive work 
cripples their
productivity. 



n many ways, the majority of tips featured in 
this eBook relate back to process, and we’ll 

try not to harp too much on in it. But the general 
consensus clearly is that the best mortgage 
originators have both the discipline to keep doing 
what’s already working and the flexibility to adapt 
their processes.

“Plan your day before it starts. Create, develop, 
and continually improved your daily routine to 
stay on top of your business & cultivate new lead 
sources,” said Michael Zuren, corporate trainer 
and senior loan officer at American Midwest 
Mortgage. 

“Consistency leads to long-term stability 
and eliminates the ups and downs of loan 
production. Always track, monitor, and cultivate 
your top referral sources. Call, email, and mail 
them regularly. Schedule a certain number of 
prospecting calls each day to stay in-touch with 
your lead sources and solicit new business.” 2

Far too many mortgage lenders live and die by 
their outdated processes, and that rigidity is often 
a quick road to redundancy. 
Change is never easy, especially when technology 
is involved, but the payoff is nearly always worth 
the struggle. 

A 2009 study by Phillippa Lally a health 
psychologist found that it takes more than 
two months before a new behavior becomes 
automatic — 66 days to be exact.3 

To form a new habit and conform to a new process, 
repetition and embedding it into the way you 
work, over a long period, is critically important.

I

2Improve & adapt your process

Consistency leads to long-term 
stability & eliminates the ups and 
downs of loan production.

Michael
American Midwest Mortgage

“



Just think about the learning curve most people 
experienced when they got their first smartphone. You 
felt clumsy and technologically inept at first but, before 
you knew it, you were swiping between apps and 
subconsciously creating a new workflow for yourself 
that makes your life easier and more efficient today.

Mortgage tends to evolve more slowly than other 
industries. As a result, mortgage sales and marketing 
tactics can lag behind. Instead of shuffling your feet, 
watch your real estate agent partners and see how they 
evolve. Real estate agents know how to capture their 
modern digital audience, and adopting some of their 
tactics while make you more valuable to agents while 
increasing your impact with prospects.

Whether they involve technology or not, process changes 
are necessary to remain competitive in a changing 
market. 

Your process should never be stagnant; the best loan 
officers know that, and take measures to constantly 
improve and adapt their processes to amplify their 
performance.`

I am a master of my craft. I become faster, 
smarter, better every day. I keep a written 
index of everything I learn so that I can pull 
up facts quickly in the future while in mid 
conversation. My clients can count on me for 
accuracy and efficiency.

Jim
Guaranteed Rate

“



hen it comes to improving and adapting 
your process, make decisions driven by 
data rather than relying on gut feelings and 

assumptions. 

According to McKinsey & Company data, employing 
a data-driven strategy yields 5% higher productivity 
and 6% higher profits over competition on average.4

If you asked a group of originators how many leads, 
credit report pulls, appointments, pre-approvals, 
contracts, applications, and closings they’ve had in 
a specific time frame, you would quickly be able to 
identify who the top performers are by their thorough 
knowledge of their own performance metrics. 

The average performers might be able to tell you 
their number of closings, but even then, the response 
might be something like “about two or three deals a 
month” or “between 25 and 30 deals a year.” 

Meanwhile, top performers know their numbers. 
They know who their top referral sources are and 
how to rank them in terms of priority and referred 
volume. They would be able to tell you how many 
real estate agent prospecting calls and prospective 
client calls they could take in a given time period.5 

“A big problem loan officers have is misunderstanding 
what a lead measure is and figuring out what to 
track,” said Bryan Traeger, head of partnerships 
at Maxwell and former VP of marketing, IT, and 
business projects at HomeServices Lending. 

“Most believe an application is a lead measure for 
getting paid. NO — an app is a lag measure. What 
do you do that gets an app? Is it social media, 
coffee meetings with Realtors, community service? 
Those are what needs to be tracked to measure 
performance.”

Top performers know exactly how they’re performing 
and can pinpoint variables that they can experiment 
with to boost their performance. Selling is both a 
science and an art — the science portion dictates 
that you conduct data-driven experiments, track your 
performance, and iterate as you prove (or disprove) 
your selling hypotheses. 

3
W

Let data drive your 
decision-making



4
igh-performing loan officers know the 
mortgage market in and out, and know how 

to refine their macro knowledge of the industry into 
more digestible summaries for their borrowers. 

Top producers are constantly educating their 
prospective and current borrowers, and can 
anticipate their questions and proactively answer 
them so borrowers always feel confident that 
they have the knowledge they need to make an 
informed decision.

Top producers know the mortgage market. They 
read content from HousingWire, National Mortgage 
News, and (hopefully!) Maxwell regularly to stay on 
top of market trends and best practices. This gives 
them a much broader appeal as they understand 
the multiple dynamics in the marketplace.

Establishing your expertise also means holding 
your ego at bay and staying humble. Top originators 
are hungry for professional advice. They know that 
being a successful mortgage professional means 
being a professional mortgage student. 

They ask the hard questions and aren’t afraid of 
admitting what they don’t know, and their humility 
puts borrowers at ease and cultivates a welcoming 
environment where borrowers feel comfortable 
asking questions without fear of being judged. 

Be an industry expert

H

Top originators 
are hungry for 

professional 
advice. They 

know that being 
a successful 

mortgage 
professional 
means being 

a professional 
mortgage student. 



“You need to hand- hold clients,” said Jason, a 
senior mortgage loan officer at Agora Lending. 

“This is the biggest transaction consumers do in their 
lives. First-time home buyers need a recourse and 
a very well-tuned loan professional to guide them 
through the process. This leads to more referrals.” 

“As many consumers look online these days for their 
own knowledge and to educate themselves, it’s our 
duty to provide the options and also recommenda-
tions throughout the process. Many LOs fall short.” 

Your ability to assert your value as a subject matter 
expert is only going to become more important as 
millennials flood the market. 

Millennials made up 45% of all 
new mortgages in 2018, and 2019 
numbers already show millennials 
buying steadily as interest rates 
remain stable.6 

As a generation, millennials are 
skeptical of financial institutions and are notorious 
for wanting to know the ‘why’. Endlessly inquisitive, 
they are less comfortable with ambiguity and prefer 
clear, comprehensive explanations of terms before 
they are comfortable making a large purchase.

Make a point to constantly be learning, and use 
your expertise as a cornerstone of your marketing 
strategy. If you can provide quality information and 
advice that helps borrowers feel secure in their 
decisions, they will keep you busy with referrals.

“I position myself as an expert resource, not just 
to the borrower and their agent but to the listing 
agent as well,” said Umar Gegril, area manager for 
Academy Mortgage in Seattle. 

“I start the process by selling my borrowers and 
the unique advantages that my team can provide 
when an offer first goes out, and make a point to 
personally connect with the listing agent after each 
deal has closed. These changes have led to a 72% 

increase in business over the past two 
years.” 7

And it’s not just borrowers who will be 
wooed by your in-depth knowledge of 
your market. It’s bound to impress agents 
as well! 

Which brings us to our next crucial habit: prioritizing 
your partnerships with real estate agents.

“You need to hand 
hold clients. This is 
the biggest trans-
action consumers 
do in their lives.” 



There’s no doubt about it — how successful 
you are as a loan officer is often directly tied 
to how good you are at building and nurturing 
relationships with real estate agents.

One loan officer we spoke with shed some light 
on how to start building those relationships: 

“The best way to get a sales funnel going is to get 
in front of as many Realtors as possible, whether 
it be coffee or presenting to their office. Just get 
in their face and be persistent on growing your 
business together.”

“I learned early on that Realtor networking events 
weren’t the place to meet Realtors. Usually (not 
all the time but more often than not), the Realtors 
that go to those are the ones that have a ton of 
time on their hands. Time on their hands means 
they’re not closing deals.”

“Try industry-specific networking events 
(medical, IT, engineers, etc.), as those will have 
prospects that you can prequalify and refer out 
to Realtors. Want to keep a Realtor for life? Send 
them pre-qualified buyers as often as possible.”8

Successful lender-agent relationships can be 
difficult to establish, partly because when it all 
comes down to it, you need the agent more than 
they need you. 

Most established agents already have a go-to 
lender or two that they turn to. So how can you 
make yourself stand out? 

But shaking a few hands is the easy part. Once 
you’ve got an agent’s attention, you have to go 
above and beyond to outperform every other 
loan officer out there to ensure you’re always the 
agent’s first choice:

“Maintaining those [agent] relationships is the 
key. Because what do people do when they’re 
happy? They tell other people...”

5Prioritize your partnerships

The best loan officers stay in close 
touch with top agents in their markets 
and pay particular attention to what 
these agents need. 

When in the midst of a purchase 
transaction, these loan officers don’t 
sit around waiting for calls—they 
proactively update agents about 
issues they need to be aware of.9

“



“Realtors tell agents in their office how 
awesome their lender is, which leads to new 
agents in that office sending you their leads. 
Joe Smith you closed last week had a great loan 
experience, he tells his co-worker John Doe to 
contact you for financing.” 

“Get to know your agents — know what type 
of ‘needs’ they have. Some will want lunches a 
few times a month, some will want you to teach 
classes or host seminars, some will want actual 
friendships, and some won’t want anything 
from you besides always doing a good job and 
closing their loans on time. Your Realtors will 
keep coming back if you do all of these things.”

Strategize how to establish great agent-partner 
relationships and then make sure your process 
prioritizes that relationship upkeep. Figure out 
what makes you most valuable to your agent 
partners and then make time every day to do 
those things to assert your value.10 

Track performance metrics related to your 
agent partnerships, and reverse engineer your 
process to favor the strategies that yield the 
most valuable partnerships.

For a detailed look at 
what real estate agents 

want in a lender, check out 
our most popular eBook, 

“Winning Agent Business”.

I constantly solicit Realtors and 
reach out to my Realtor partners 
on a daily basis to see who all I can 
help pre-approve for them. This 
process ensures that I’m never out 
of sight or mind.

Dalton
AMSCO

“

https://demo.himaxwell.com/l/493481/2018-08-22/3x79t4/493481/203077/Winning_Agent_Business___2018.pdf


tellar communication skills are often the difference between good loan officers and great loan 
officers, because your ability to effectively communicate impacts every facet of your work. 

“Top producers stay in constant contact with the customer, their processor, and any other third parties 
they are working with on the loan,” said Tom Borrelli, national sales manager at NorthPointe Bank.11

Internally, proactive communication with your support staff helps prevent delays from popping up later 
in the process. Thorough communication with your assistants, processors, and underwriters ensure 
that everyone is on the same page and you have a clear view of loan status, which in turn helps you set 
realistic expectations with your borrowers. 

On the borrower side of things, effective communication elevates your ability to resonate with borrowers 
from the very first touch. A detailed follow-up system with all prospects ensures that no one slips 
through the cracks, and quick response times from the outset improves the odds that you will secure a 
prospective borrower’s business. In fact, an initial response time of one minute can increase the chances 
of closing a loan by nearly 400%.13

6Show off your 
communication skills

S

Great loan officers also know how to set a borrower’s 
expectations and communicate exactly the way each 
borrower wants them to — whether by phone, email, 
text message, or even Skype if necessary. They also keep 
track of the best times to reach each client, and stick to 
communicating during those times.12

Chris
Velocify

“



Proactive communication and  timely follow-ups 
let the borrower know that you are committed to 
providing a superior level of customer service. 

It seems like these communication best practices 
should be a given but, in reality, many top producers 
excel because they provide a level of communication 
that their competitors do not.

Learn more:

Communication Enhances the Mortgage Process | Scotsman 
Guide

4 Communication Principles for Mortgage Lenders 

Follow-up, follow-through, & constant 
communication ensure a wonderful 
consumer experience.

Being available in evenings and on 
weekends helps tremendously, as does 
being super efficient and answering 
all client questions in a timely manner.

Jason
Agora Lending

I’m grateful for the deficiencies in my 
competitors’ communication skills, 
responsiveness, work ethic, discipline 
& effectiveness in program guidelines 
& overall funding success because it 
proportionately increases consumer 
demand for us here at LNDR.

Anthony
LNDR

“

“

https://www.scotsmanguide.com/Residential/Articles/2016/03/Communication-Enhances-the-Mortgage-Process/
https://www.scotsmanguide.com/Residential/Articles/2016/03/Communication-Enhances-the-Mortgage-Process/
https://www.scotsmanguide.com/Residential/Articles/2016/03/Communication-Enhances-the-Mortgage-Process/
https://himaxwell.com/blog/4-communication-principles-mortgage-lenders/


op producers are able to handle a high 
quantity of loans without sacrificing quality. 

Here, in particular, we saw a strong divergence 
in opinion about product knowledge and breadth. 
In some cases, top producers claimed their tight 
focus on only certain borrowers help them achieve 
high volume because they don’t take every loan 
that falls into their lap.14

“I have nothing against specialty programs 
(Reverse, 203K, 203ks, state-sponsored etc.). 
I do believe it takes a commitment to becoming 
excellent at your craft, to be able to deliver the 
best borrowing experience for the clients.” 

“After all, they are picking up the tab. The best 
performers would never consider doing a loan they 
can’t do five times a month, which likely eliminates 
these specialty loans.”

“They like to use the assembly-line analogy. Ford 
isn’t trying to build Mustangs at the Explorer plant. 
They refer out those loans they can’t excel at.” 15 

In the other camp are high producers who 
believe, as the trusted advisor, it is their job to 
guide borrowers to the best product to fit their 
needs, whatever that product might be. That 
means having  comprehensive understanding of 
underwriting guidelines, agency demands and a 
deep understanding of non-agency products:

“Keep up with guidelines and know your products 
(if you have access to AllRegs, study the guidelines 
until you know them in your sleep. Even the 
best salesperson in the world can ruin a Realtor 
relationship if they screw up a loan because they 
didn’t know the guidelines to the loan program).” 
16

T

7Develop product knowledge and 
process discipline



These top originators also demonstrated 
discipline in how they worked with their internal 
teams. Managing a variety of products means 
knowing when to call for help in manufacturing 
that loan:

The best originators are top-notch delegators 
and have developed enough trust with their 
processors, underwriters, and assistants 
to feel confident collaborating with their 
team rather than hamstringing the loan with 
micromanagement.

Top producers know when to draw 
the line. They know that they can’t 
do everything themselves and they 
have systems and processes set in 
place to streamline their mortgage 
business. 

Once they push the loan file up to 
a certain point, they know where 
their job ends and the processor’s 
job begins.17

Tom
NorthPointe Bank

“



8Never stop hustling

You would be hard-pressed to find a top-performing loan officer who does not know how to hustle. 
Though the term “hustle” might sound like a millennial buzzword, it’s the best way to describe 
what top producers already know — that succeeding in this industry is dependent on the rigor and 
discipline you possess and the ferocity of your drive.

This came up again and again in our conversations with top producers, and seems to be one of the 
crucial differentiators that sets top producers apart:

“Out of the loan officers that I have 
seen, both successful and not so suc-
cessful, I would say the key factor is 
tenacity. 

The more tenacious you are with your 
follow ups, the loan itself, and even 
with the staff that helps work on the 
loan ends up in you being more suc-
cessful in any type of mortgage envi-
ronment. Tenacity is a very good mea-
sure on the level of success that you 
can have in this industry.”

Nathan
Simplify Home Loans

Be available 24/7 (okay, maybe 17/7, 
you need to sleep to be successful).

Work from the time your eyes open 
to the time they close. Always (and 
I mean always) follow through with 
what you say you’re going to do. 

Lying in bed at 11:30pm and realized 
you never sent that LE you told a client 
you would send by the end of the day? 
Get out of bed and send it. 18

Anonymous LO

“ “



n a tough market, efficiency is everything. According to National Mortgage News, shorter closing times 
are top-of-mind for high-performing loan officers. In their 2019 survey of top mortgage originators, 80% 
of top producers ranked the ongoing efforts to reduce closing turn-times as ‘extremely important,’ and 

85% stressed the extreme importance of the underwriting department consistently meeting deadlines.7

Faster closing times correlate with a better experience for borrowers, which in turn improves client 
acquisition and retention. A recent study by the STRATMOR Group demonstrated that borrower 
satisfaction dives if loan closing timeframes exceed 30 days. But, according to Ellie Mae, the national 
average number of days to close a loan is 43 days.21  Lenders on Maxwell currently close loans in an 
average of 22 days, over 45% faster than the national average.

Shameless plug aside, the reality is that top producers aren’t the loan officers who close loans in an 
average time-frame. The top producers are the ones who have streamlined their process for maximum 
efficiency and can get the borrower to the closing table in a few weeks without sacrificing quality for the 
sake of speed.

If you want to be a high-performing originator, you have to perfect you process. You have to use technology 
to augment your ability and squeeze every second of productivity out of your day. Doing things as you’ve 
always done them is the easiest way to ensure you’re always in the middle of the pack instead of out front 
leading the way.

Top producers have studied their business, and they know what it 
takes to turn over a 100% process-able closable loan file.

Good loan officers are smart, and they know it is possible to beat the 
loan condition deadlines, to get the closing figures and documents to 
title 3 or 4 days early, and it’s even possible to have the wire at the title 
company the day before the loan is closing. The top producers show 
up at closing and take a bow.22

“

9Maximize your efficiency

I



n a tough market, and even in a fast-
moving Spring homebuying season, 

customer satisfaction might not always feel like 
top priority. 

The value of customer satisfaction is often hard 
to measure, and many a customer satisfaction 
initiative has failed because it was built upon a 
flawed understanding of customer profitability. 

But with hair-thin margins and a host of 
market challenges ahead, lackluster customer 
satisfaction can have costly consequences. 

Global consulting firm Mckinsey surveyed 
27,000 American consumers across 14 
industries and found that improving the 
customer journey can not only increase 
customer satisfaction by 20%, but can lift 
revenue by up to 15% while lowering the cost 
of serving customers by as much as 20%.23 

On the flip side, a totally dissatisfied customer 
decreases revenue at a rate equal to 1.8x what 
a totally satisfied customer contributes to your 
business.24 

An improved borrower experience delivers 
considerable benefits to loan officers. 

Satisfied customers across all industries spend 
more, demonstrate deeper loyalty, and create 
conditions that lower costs for the company 
and boost employee engagement.

And while improving the borrower experience 
might seem like something that can only be 
improved at an organizational level, there’s 
plenty a loan officer can do to improve 
the borrower journey. It’s about thorough 

communication, setting realistic expectations, 
and always being prepared. 

Which leads us to our next success habit:

I

10Take a borrower-first 
approach

As an originator, I have found that 
I am most successful when I stay 
organized and maintain a customer-
first perspective. 

I begin and end each day with a To 
Do List/objectives for that day as 
well as block off time to focus on 
market development whether that is 
calling on Realtors, follow up calls to 
previous customers, registering for a 
networking event and writing thank 
you notes. 

Maintaining a customer-first 
perspective will keep your day on track 
and always keep the customer’s best 
interest in mind.

“

Dustin
Triumph Bank Home Loans



igh-performing loan officers are proactive 
loan officers. They know how to maintain a 
pristine attention-to-detail without losing 

sight of the big picture. They hedge their bets. They 
deeply understand their borrowers, and are always 
equipped to provide options and sell multiple loan 
scenarios tailored to the borrower’s need. And if the 
borrower’s needs change? Top producers are agile 
and swift, able to accommodate without delay.  

“Top producers are proactive. They look ahead. They 
have foresight and try to steer clear of problems 
before they arise. [They] make the hard sales calls 
first. They don’t put off the trouble customers. They 
take care of issues upfront so that the rest of their 
day is trouble free.” 25

Too much procrastination can be dangerous in any 
role, but for originators, it’s particularly deadly.

Great loan officers are those who plan ahead, know 
their loan files inside and out, and take proactive 
measures to ensure they’re never surprised at what’s 
around the corner.

11
H

Be proactive

The biggest mistake I see other originators 
making is too much procrastination. Take 
immediate action. Don’t waste time thinking 
about the infinite possible outcomes in any 
given situation (that will never happen 
since only one outcome can occur). Forge 
full steam ahead with all of the confidence 
in the world that your desired outcome will 
occur. And it will!

Jim
Guaranteed Rate

“



axwell was built on a foundation of 
empathy, and we owe much of our 
success to the thoughtful commitment 

we’ve made to deeply understand not just the 
needs of the lenders who use Maxwell, but of 
the borrowers on the other side of that equation.

As a lender, it’s easy to get into our day-to-
day grind and forget how difficult — both 
literally arduous and mentally anguishing — the 
mortgage process can be for our borrowers. 

Stagnant wages, rising costs of living, 
skyrocketing home prices, and crushing student 
loan debt are taking their toll on the American 
psyche. 

In fact, the American Psychological Association 
found that 72% of Americans felt stressed about 
money in the past month, and 22% reported 
‘extreme’ financial stress that impacts their 
quality of life.26

So, the average prospective borrower likely 
experiences at least some degree of regular 
financial anxiety. Add to that the fact that only 
18% of buyers trust and respect salespeople 
and you’ve got quite a challenge ahead of you.27 

The quickest way to build trust and foster 
goodwill is to show you care more about the 
borrower than you do about your bottom line. 

Take the time to ask questions and understand 
their circumstances, and don’t treat them like 
just another name on a spreadsheet.

Mortgage lenders must focus on how to leverage 
their expertise in a way that helps borrowers feel 
more confident and comfortable throughout the 
mortgage process to alleviate the anxiety that 
accompanies the process.

12Embody empathy

Lenders should be looking for 
opportunities to create value for their 
customers… Integrating financial 
education tools with a focus on 
responsible lending options is the 
future of this industry. 

The impetus will be on socially 
responsible companies to create 
products that not only address 
immediate borrower & refinancing 
needs, but also help customers use 
credit responsibly in anticipation of 
future needs.28

Brent
Varo Money

M

“



Figure out how to integrate financial education 
resources into your mortgage lending process. 
Cultivate an environment where borrowers feel 
comfortable asking questions and are eager to 
accelerate their financial education, rather than 
one where confused homebuyers default to a 
defensive “fake it ’til you make it” attitude.

Additionally, part of empathy means being on 
top of things so your borrowers feel confident in 
the process.

Don’t write off borrowers who aren’t ready to 
buy right this moment; instead, think about the 
psychological and emotional impact they will 
feel if you reject them because they’re not your 
‘ideal’ borrower. 

Humanize their experience, empathize with what 
they’re going through, and nurture them with 
financial literacy tools and mortgage knowledge 
that will bring them back through your door 
when they’re financially ready to purchase a 
home. 

Play the long game, and don’t just focus on the 
quick wins. The industry is changing, and those 
quick wins are fewer and farther between. 
Be agile enough to cater to different types of 
borrowers with different timelines to purchase, 
with empathy as your guiding light.

I believe a big key to success is having 
the proper perspective. Understanding 
what the borrower is going through at 
the moment and what they are trying to 
accomplish.

This is reference to all different mortgage 
transactions including both purchases 
and refinances. I personally make it an 
effort to be as organized as possible 
and have everything down in lists and 
timelines. This helps me stay on task to 
be sure expectations are met.

Nathan
Simplify Home Loans

“



he nature of your role as a mortgage originator 
demands that you differentiate yourself if 

you want to be successful. And whether you’re 
an originator in a small shop or at a large lending 
company, there’s always room to cultivate your 
personal brand. 

It’s everything from the way you dress and your tone 
in emails to the way you interact on social media 
and how you market your business to prospective 

clients. 

“Top producers are extremely well-dressed and take 
pride in their appearance. They know that a sloppy 
exterior communicates a sloppy loan experience for 
the customer. People trust people that are successful 
and look the part.” 30

It’s all about asserting yourself as a detail-oriented 
professional with a deep understanding of the 
market, and just as your external appearance 
conveys your professionalism, how you present 
yourself digitally matters, too. 

“Great loan officers communicate their value through 
social media and marketing materials that educate 
past and prospective clients and partners about 
mortgage trends, new down payment assistance 
programs, and other important [industry] matters.” 
31

Because the mortgage transaction is so complex, 
making borrower education a cornerstone of 
your personal brand will get you far, especially 
with millennials. Above all, work on establishing 
a consistent personal brand across channels that 
adequately conveys your value to prospective 
borrowers and real estate agent partners

13
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Build your personal brand

[I believe in leveraging technology to improve 
efficiency] but never automate out your 
personality. That’s what people are buying. 
The magic comes from you… A personal 
brand is particularly valuable in suburbs or 
smaller cities where it is critical to be ‘hyper-
connected to the community.’

Without [personal branding], loan officers 
can feel like cogs in the machine. Their 
entrepreneurial spirit starts to sputter, and 
they get in that cycle of moving. What if 
instead of moving, you shifted and started 
building your own brand within compliance 
rules? Originators can really win by building a 
brand that serves the market.29

Chad
GSF Mortgage

“
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echnology is quickly becoming a 
necessity for top performers, and the 

right mortgage technology can help you 
with nearly everything we’ve discussed thus 
far: process, communication,  efficiency, 
relationships, a borrower-first approach, 
personal banding, and so forth.

Digital mortgage technology has become 
the new status quo, and you can’t be a top 
performer (or even a middle-of-the-road 
originator) without some type of digital 
strategy to help you meet the evolving 
expectations of borrowers. 

The best mortgage technology extends 
the abilities of the loan officer, making 
manual tasks and tedious admin work more 
automated and efficient so lenders can spend 
that time nurturing their relationships with 
their borrowers instead.

Put technology to work for you

T
I owe my success to my follow up system 
which I’ve continuously refined & auto-
mated over the years. 

With the help of platforms like Maxwell 
I’m now able to maintain impeccable cus-
tomer service while increasing my loan 
volume over time.

Anthony
LNDR

“



As more millennials enter the market, a user-
friendly digital mortgage platform becomes more 
crucial to enduring success in the industry as the 
evolving expectations of borrowers transform 
more rapidly. 

A recent survey of lenders found that 81% of 
borrowers prefer online loan solutions, and 87% 
believe that online digital mortgage solutions are 
faster than traditional processes.32

And it’s not just about the technology that you 
have. It’s also just as much about how you 
incorporate that technology into your existing 
processes and adapt your workflows to better 
incorporate the tech tools at your disposal. 

Change is never fun, but top producers 
have realized that performing at a high level 
increasingly means putting technology to work 
for you so you can get more done and deliver a 
higher quality of service to your borrowers

The significant change in my market are 
the millennials and the young military bor-
rowers buying homes,.

With me being in my late 50s, I need-
ed to adjust to the newer technology of 
the younger generation. I partnered with 
young real estate agents to keep up with 
their thought process and the new tools 
they use to communicate and do business. 

The result of partnering with younger real 
estate agents resulted in 10%+ growth in 
both 2017 and 2018.33

Jack 
Gateway Mortgage Group

“



It may seem daunting to read this eBook and 
think “here are 14 things I have to change about 
how I work,” but this eBook wasn’t intended to 
overwhelm. 

Every loan officer is different, and there’s no 
tried-and-true checklist that you can follow to 
be successful. 

Our goal with this eBook was to highlight 
the commonalities shared by top 

producers so you can figure out the best 
way to apply them to your own work.

The good news is that many of these key 
traits and habits feed off of each other. Better 
communication means happier borrowers and 
stronger partner relationships. 

Mortgage technology can help with efficiency, 
communication, stronger processes, and data-
driven decision-making. 

Empathy improves the quality of all of your 
relationships, from internal and external 
partnerships to your relationships with your 
borrowers. And so on. 

The even better news is that these are all things 
you have control over and can improve upon 
today, whether you belong to a lending team of 
one or one hundred. 

The mortgage industry can be unforgiving, 
but you have the ability to succeed in any 
circumstance. 

As Vince Lombardi famously said, “The 
difference between a successful person and 
others is not a lack of strength, not a lack of 
knowledge, but rather a lack in will.” 34 

Conclusion



The digital mortgage your borrowers love.

Delight your borrowers and empower your loan officers with modern
 technology. Maxwell’s enterprise-grade digital mortgage solution was created 
on the principle that mortgage companies will win by betting on the augmenta-
tion 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
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