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Top issues facing Credit Unions

What are your Top Issues?



Consumers



© 2014 D+H USA Corporation. All Rights Reserved. 4

Population by Age Group

Source: www.census.gov
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Population/Labor Force by Generation
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Internet Usage
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Internet Activity
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Consumers and Research
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Smart Phones

Beyond desktops, 
laptops, and tablets

Nearly two-thirds of 
Americans are now 
smartphone owners, 
and for many these 
devices are a key entry 
point to the online 
world
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Factors in Lender Selection

Source: CFPB
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User Experience

Today, we must bend to the expectations of the member.  Things they are looking for are:

1. Exceptional service

2. Research materials

3. Application convenience

4. Visibility into status of loan

5. Data transfer tools

6. Knowledgeable staff



Industry Insights
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Lender LOS Replacement Plans

Impressive Wave of LOS Replacements

26% 9% 9% 56%

Replace 2015 Replace 2016 Considering No Replacement

Source: First Wellesley SurveyMatters Polling, May 2015
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Source:  First Wellesley SurveyMatters Polling, May 2015

How Prepared Are Lenders for TRID?

4% 59% 29% 8%

Slightly ahead

of schedule

On schedule Slightly behind 

schedule

Behind schedule

TRID Readiness Self-assessment 
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Lender View of LOS TRID Readiness

Source: First Wellesley SurveyMatters Polling, May 2015

Are LOS Venders on Schedule for TRID? 

9% 22% 35% 30%

Ahead Slightly 

ahead

On schedule Slightly behind

4%

Not sure
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Closing Agent TRID Readiness

Source:  First Wellesley SurveyMatters Polling, May 2015

12% 42% 46%

Slightly behind 

schedule

Behind 

schedule

Not sure

Some Agents Opting Out
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• MBA Forecasts:

• 14.2% rise in 2015 total originations to $1.28 trillion

• Fueled by 14.4% purchase and 13.8% refinance loan increase 

vs. 2014

• SurveyMatters Polling Reports:

• Twice as many lenders say YTD 2015 closings ahead of  

budgets versus lenders behind budget targets

• Lender purchase mortgage share averaging slightly less than

40% of YTD originations

Source: Mortgage Bankers Association of America, 

First Wellesley SurveyMatters polling, May 2015

Better than 2014

Mid-Year State of the Mortgage Industry
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Lenders Pursue Ambitious Objectives

• Increase originations, grow market share, achieve budget (73% report higher 

2015 budgets vs. 2014)

• Improve efficiencies, build production capacity, reduce operating costs

• Improve or replace mortgage technology

• Add new and improve existing points-of-sale (online, loan officer, branch)

• Successfully implement TRID and consistently originate compliant mortgages

Major 2015 Objectives
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How Lenders See the Future 

• 95% believe future competition will be tougher

• 71% believe it is extremely important to capture millennial 

(Gen Y) consumers

• 71% are optimistic about the long-term economy

• Technology, economic and competitive trends and disruptions 

will dramatically impact and shape the future of the industry

Lenders’ Views

Source: First Wellesley SurveyMatters Polling, May 2015
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• Seamless Omni-channel application strategy

• Efficient and effective POSs

• Convenient, viable POS technology for members (self-serve) 

and employees (face-to-face)

• Fresh, innovative branding and marketing

• Faster cycle times

Best Practices

Achieve Budgets, Increase Originations
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Lenders Compete on Speed

Average Cycle Time 
Calendar Days

Purchase Mortgages
Percent of Lenders 

(%)

Refinance Mortgages
Percent of Lenders 

(%)

<30 — 12.5

31–35 4.6 12.5

36–40 27.3 12.5

41–45 45.5 37.5

46–50 22.7 28.8

>50 — 4.2

Source: First Wellesley SurveyMatters Polling, May 2015
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Efficiency, Capacity, Cost, Cycle Time

• Improve or replace inefficient mortgage technology (e.g., point-

of-sale platforms and loan origination systems)

• Deploy strategies to enhance efficiency across organizational 

structure, position-level activities, workflows and technology

Best Practices



What You Should Expect From 

Your Technology Partner
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Technology

Integrations

Today, all integrations can be handled via system to system integrations.  This reduces double entry, 
builds efficiencies, and reduces probability of errors.  

Systems that can be integrated
• Credit
• Mortgage Insurance
• Appraisal
• Title
• Core
• Automated Underwriting Systems (DU/LP)
• Flood
• MERS
• UCDP
• Undisclosed Debt Monitoring
• Compliance Checks
• FNMA Early Check
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Technology

Products & Omni-Channel

When providing Products, technology 
partners should provide both all the products 
your institution might need as well as tools 
that are effective for each user.
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Support

Best Practices/Account Analysis

Providers work with many financial institutions that originate in many 
different ways. 

While the technology provider shouldn’t tell you how to run your 
business, they should be able to convey what they see as best 
practices in the industry.  They can cite examples of what others are 
doing that is successful.

They should also be able to work with your to see what you are doing, 
potential methods to build efficiencies – reconfiguration, different 
integrations, altered workflows

If the system is hosted, the provider should also be able to do an 
analysis of your data to help you find areas for improvement.
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Support

Big Picture Resources

There is so much more a tech provider should be giving you beyond the product

• Simple access to the Due Diligence materials

• Communications (e-mail, accessible on the web, live webcasts) on 

• Product Updates

• Industry Changes

• Training (available in multiple mediums – written, webcasts, recordings)

• New Users

• Refresher

• Information on all products that you might need
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Regulatory Assistance

Ultimately you are responsible for your own compliance 
with adherence to regulatory requirements

BUT……..

A good technology provider will:

• Have a strong legal team supporting them

• Be able to interpret the law as it would apply in any situation

• Configure their products to accommodate those interpretations

• Provide additional information and assistance to their clients 

during times of ‘regulatory change or unrest’ – what we did, 

why we did it, what your options are….

• Take feedback from clients

• Provide tools for Financial Institutions to train their own 

employees

Easy Access to View:

• Total Cases Available to Your 

Team

• Team Size

• Team Average

• Overall Completion Rate

• Top 4 team members 

• And more
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Clients First

A successful vendor will do for you:

• Must Be Available Everywhere-Online, In the Branches, On the Go

• Must Provide an Omni-channel of Services to Accommodate All Your Member’s 
Needs

• Must Provide Integrated Services to Provide Faster Services and Data Integrity

• Must Provide Support Above and Beyond

• Must Be Forward Thinking in Compliance, Industry and Members Needs



Questions & Answers
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At D+H, we’re not in the business of simply selling 

technology solutions – we believe in the power of 

partnership. 

We work closely with you to truly understand and 

fulfill your business needs, with ongoing support 

along every step of the way.

Partnering with our 

clients to deliver trusted:

Lending

Payments

Core

Channel

Optimization

Solutions


