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“
Currently, there are seven loan officers 

for every one listing, nationwide.” 

- Jerry Grubin, Managing Director, Home Lending 

Executive, ABC Bank
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Recent Statistics in Home Lending
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• Rates are rising and it is causing the mortgage 
industry to buckle.  Lenders are seeing a 
decrease in applications that are worse than the 
recession of 2008.

• ABC Bank has hired a lot of new Home Lending 
Advisors since the previous recession.  The vast 
majority of those working in the field now have 
not seen this type of market.  

• ABC Bank HLAs have been operating in an 
environment where they are order takers, not 
having to rely on their sales skills in order to help 
them close a deal.

Image taken from www.wolfstreet.com
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Changes in Compensation Model
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• It has recently been announced that sometime in 
2023 the Branch HLA model will return to a 
commission pay structure after having a high 
base salary for over two years. 

• Though HLAs have ample time to prepare for this 
change in compensation, it puts the urgency for 
production on the shoulders of the individual HLA 
as well as stakeholders and management.  

• This is good news for stakeholders, since now, if 
a Branch HLA wants to continue to hold his job 
and make money, he will need to be open to 
make necessary changes. 

Image taken from www.shopify.com



Click to edit Master title style

10

HLA Overview
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• I started my research by collecting data from 
HLA Overview on loans funded over a 12-
month period.  I took one team in my 
organization and assigned each HLA a 
number to protect his or her identity.  I then 
created several graphs showing the number of 
loans that were funded each month, and 
average funding over three-month intervals.  

Screenshot of HLA Overview
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Raw Data
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Funding by Month Three-month average Funding

HLA 21-Nov 21-Dec 22-Jan 22-Feb 22-Mar 22-Apr 22-May 22-Jun 22-Jul 22-Aug 22-Sep 22-Oct

1 7 4 8 7 2 3 2 2 0 3 1 1

2 6 11 12 6 9 5 2 4 3 3 1 1

3 5 0 0 2 10 12 9 6 8 8 9 4

4 8 5 11 6 4 0 1 2 0 2 1 1

5 3 7 4 4 8 6 3 2 3 0 3 2

6 7 2 5 7 3 1 5 1 0 1 1 0

7 13 8 11 7 7 9 2 4 2 2 2 1

8 9 2 6 10 4 4 3 4 1 1 2 1

9 2 2 1 2 2 4 5 1 0 4 3 1

10 4 0 3 6 6 2 1 3 3 0 1 0

11 9 6 2 2 5 2 0 1 0 4 3 0

12 7 3 4 2 2 6 0 1 0 4 1 0

13 9 9 8 4 10 5 3 3 1 1 2 1

14 11 9 9 3 2 5 5 5 1 5 2 1

15 15 12 8 3 7 3 4 4 3 1 1 2

HLA Q4 21 Q1 22 Q2 22 Q4 22

1 6.333333 4 1.333333 1.666667

2 9.666667 6.666667 3 1.666667

3 1.666667 8 7.666667 7

4 8 3.333333 1 1.333333

5 4.666667 6 2.666667 1.666667

6 4.666667 3.666667 2 0.666667

7 10.66667 7.666667 2.666667 1.666667

8 5.666667 6 2.666667 1.333333

9 1.666667 2.666667 2 2.666667

10 2.333333 4.666667 2.333333 0.333333

11 5.666667 3 0.333333 2.333333

12 4.666667 3.333333 0.333333 1.666667

13 8.666667 6.333333 2.333333 1.333333

14 9.666667 3.333333 3.666667 2.666667

15 11.66667 4.333333 3.666667 1.333333
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Funding Averages
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I first plotted funded units on a graph over 12 
months.

I then took the quarterly averages of the funded 
units and plotted them accordingly.
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Next, I grouped the HLAs into three categories, High, Medium, and Low and 

assigned them a group color, plotted their average fundings on a graph.

Grouping HLAs
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Low HLA
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Med HLA
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High HLA



Click to edit Master title style

18

How Might We…
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• Enable all HLAs to jump up one level (low to 
med, med to high)?

• Assist High HLAs to achieve more than 
thought possible despite higher rates and 
lower lead volume?

• Utilize one of our existing systems to support 
lead capture, retention, and management?
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Ideate
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Home Lending Client Central
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Screenshot from HLCC Home Page

• Currently, the push is for all HLAs to 
utilize Home Lending Client Central 
(HLCC, a Salesforce based system) for 
the management of leads, tasks, and 
appointments.  

• HLAs are expected to use HLCC to 
complete tasks every day.  Those tasks 
are calling leads from bankers (warm 
leads), calling Proactive Signal and 
Doppler leads (cold leads), manage 
realtors, and send marketing emails to 
customers in their area.

• There are things that could be 
added/replaced to the HLCC home 
page that would benefit HLAs and help 
them capture and convert more leads.
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Brainstorming (Crazy Eights)

21



Click to edit Master title style

22

Enable SMS Messaging
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• HLAs get dozens of cold leads every 
day to call on.  AI has identified these 
leads as someone looking to purchase a 
new home soon.

• Currently, HLAs are calling these leads 
with about a 30% answer rate.

• Customers are typically more likely to 
respond to an SMS message than 
answer a phone call from an unknown 
phone number (all HLAs have a 
corporate NY area code).

Image taken from www.ijungo.com
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Potential Problems for SMS Messaging
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• The phone numbers in many leads do 
not match up to the customer’s actual 
phone number.

• In order to ensure that the message will 
go to the customer’s cell phone, this 
would need to be fixed.

Image taken from a lead in HLCC for one customer
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Example
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Client Info Screen

Lead Screen

The following screens were taken 

from the same customer in HLCC.  

The phone number marked as 

mobile in the Client Info Screen is 

the correct cell number.

When viewing the lead information 

however, three new numbers come 

up, one is even marked as a 

‘mobile phone’, however it is 

typically a disconnected phone 

number or sometimes a business 

phone number for the customer’s 

employer.

We would need to pull directly from 

the Client Info screen to have a 

successful SMS message sent, or 

we would have to change the lead 

screen to mimic the real phone 

numbers.

Screenshots from HLCC
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Realigning Closed/Lost Reason
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• HLAs can create reports and view the status 
and possible reason why the lead was 
closed/lost.

• Some of the reasons are unclear or missing.

• Due to attrition, about 50% of bankers sitting 
in the branch are new.  They are the ones 
that find opportunities and often are the ones 
in first contact with the customer.

• By changing some of the options, HLAs could 
use the data to analyze skill gaps in banker 
knowledge and address them.

Screenshot from HLCC
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Before and After
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Velocify Call Strategy for Realtors
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• It has been mentioned during a Sales 
Strategy Meeting that HLAs across the 
board are forgetting to check in with the 
realtors of customers who are currently 
shopping for a home.

• HLAs currently utilize Velocify in 
Salesforce to manage warm leads from 
bankers.

• This same concept can also be applied 
to realtors.

Image taken from appexchange.salesforce.com
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Mockups
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SMS Marketing System
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• Since all the proposed solutions can easily 
be implemented with no/low code on 
Salesforce, I decided to only mockup the 
SMS Marketing System because it provides 
solutions to multiple issues.

• By incorporating it into HLCC, this system 
can pull from the HLAs client base and can 
easily plug in the customer’s information to 
complete the SMS templates.

Image taken from www.thinq.com
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SMS Mockups
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Proposed HLCC Redesign Created in Figma
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Before and After
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I took some of the empty space that typically doesn’t have useful information in it and added a space

For the Velocify Call Strategy (with a toggle for realtor call strategy), SMS Messages, and added a spot 

to see comments in the meetings.
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Conclusion
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Conclusion
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• As a Branch HLA it was important to me to find 

solutions to the biggest problems we face.

• Though I was able to observe patterns and 

behaviors in my peers to gather data, I would 

have preferred to do surveys and interviews to 

gather more information that I may be missing.

• By utilizing the existing Salesforce platforms in 

HLCC, we can easily convert leads at a higher 

rate, identify knowledge gaps in the new 

bankers, and give support to all three 

Personas.  In doing this we will be able to 

continue funding units (the bottom line) despite 

the tough economic times.

Image taken from www.vecteezy.com
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Meeting the Persona’s Needs
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Thank You
Emma Berger

mmbrgr1@gmail.com
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