
By including the above four elements in a 
customer experience transformation strategy, 
mortgage servicers can minimize the possibility 
of customer disengagement. It can reduce 
costs, increase e�ciency and improve the 
overall customer experience. 
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TRANSFORMING
Customer Experience in

Mortgage 
Servicing 

Create a Seamless, 
Unified Experience for 
Today’s Channel-Less 
Borrower

Achieving seamless, unified engagement 
using a borrower-centric approach is crucial 
to delivering exceptional customer experience 
in mortgage servicing.

The biggest area of opportunity for mortgage 
servicers is tailoring their technology spend 
to enhance borrower experience. Allowing the 
borrower to decide how and when they want 
to communicate greatly increases customer 
retention. 

Integrating capabilities such as conversational 
AI, advanced IVR, social media, text, in-app 
messaging, and portals can greatly improve 
customer service for mortgage servicers. 

Here are just some of the core components of 
any customer experience transformation strategy 
for mortgage servicing:

1.
Customer journey 
mapping and 
design thinking 
Perfecting digital engagement requires closer alignment 
with a customer’s actual journey. With customer journey 
mapping processes and design thinking, mortgage service 
providers can better understand the pain points of their 
customers and the obstacles they’ll encounter all along the 
servicing journey. Service providers can then address key 
friction points, creating a pathway to achieving e�ective 
customer engagement.

2.
Enabling self-service  
Borrowers typically share a set of inquiries 
in common: they ask about interest rates, 
arrears, penalties, payment schedules, 
calculations on accelerated payments, 
regulatory changes or a fall in interest rates. 
These frequently made inquiries can be 
addressed e�ectively with the use of self-service portals by 
reducing response time, confusion, and the borrower’s 
need to make a phone call. In managing defaults, self-service 
portals prove more e�ective with lower-risk borrowers, freeing 
up agent resources to deal with higher-priority accounts. 

3.
Contextual 
engagement using 
analytics and artificial 
intelligence  
A variety of insights can help service providers engage 
borrowers contextually, improving customer satisfaction 
levels. Insights from the history of customer interactions—
using speech and text analytics—can help make corrective 
measures, preempt borrower needs, and personalize the 
engagement. When managing defaults, the complexity starts 
right from tracking and monitoring delinquent accounts to 
determining the right strategies for treatment. Analytics are 
essential for segmenting and deploying such strategies. 
Instead of write-o�s, or settling payments with losses, 
strategies such as gamification can encourage repayment. 

4.
Human-centric 
omnichannel customer 
engagement   
Constantly fluctuating servicing requirements demand 
that the provider find a balanced approach, using both 
technology and sta�. Ideally, human interaction can be 
limited to just those servicing needs that can’t be automated 
or managed by conversational chatbots. These strategies can 
di�er by provider to suit their business needs. But with the 
right omni-channel model, servicers can have e�ective 
communication with borrowers while driving down costs. 

https://www.sutherlandglobal.com/mortgage

