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IBM Case Manager in a Mortgage
Processing Scenario
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The Evolution of the Digital Bank

Multichannel
Integration

E-Banking

- Web-based account
origination
. : - Online calculators &
- Dial up experience billpay

- Email contact center - Click to chat & call
- Online collateral - Data warehouses
- Database - KYC

- CRM system

1998 - 2002 2003 - 2008
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Digital Bank

Omnichannel
Experience

- Digital branches
- Rich crosschannel

. collaboration and
- Seamless experience

; advice
- Full function :
smartphone apps - Analytics on both

- Internal & hybrid structured and
cloud unstructured data

- Click to video - Customer centricity,

- Big Data & Analytics “Market of One”
- 360 degree customer - InterCloud
view

2009 - 2014 2015 and beyond

© 2013 IBM Corporation
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Banks have always focused inward to drive cost control and
efficiency

Bank Focused

A bank-centric, “inside-out” view,
driving scale efficiencies and controls.

Primary Business Imperatives

Institutional Retail Brokerage

supported by business capabilities

Customer Payments Information Corporate Centre Operations

and enabled through three foundational priorities.

Security &

Infrastructure Integration Authentication

g * IBM Smarter Content © 2013 IBM Corporation
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Now, they have a new priority: Customer centricity

Customer Focused

A customer-centric, “outside-in” view,
based on customer outcomes.

Rapiqg payments
Across porder®
ANd cyrrencie®

: © 2013 IBM Corporation
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Customer Centricity is a New Way of Acting

5

Service the unique need
of each customer while
reducing product
complexity

Effective use of analytics and
deep knowledge of customer

IBM Smarter Content

Enhanced customer
service through
empowering
employees to focus on
rapid resolutions

Creating improved customer
experience with unified
channels and more
responsive processes and
staff

© 2013 IBM Corporation
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Automated mortgage processing with Capture and Case Management

6

IBM Smarter Content
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The right information to make the right decisions

i Wark  Cases (@ Pre-qualification Pre-ualify

Pre-qualify Pre-gualification

Cormments Investigate Fraud Select Mortgage Pull Credit Report

Borrrower Details

— Borrower Details

ID: 1D Type: Driver's License
First name: Michael Last Name: Smith

Street Address: 123 Qld Street

City. San Francisco State: (A Zip Code: 94101
Email: Phone: (555) 987-6543
Business Phone:  (545) 234-9438 Cell Phone: (555) 234-8365
SSN: 710-81-2058 DOB: 1211979
Employment: Emploved

Current Address: 123 0ld Street, San Francisco, CA

Nr of Dependents 01 Last Background Check 1013172014

— Borrower Employment Details

Employer: Agile Software Occupation: Software Engineer
Business Address: 111 Main Street

City. San Francisco State: (A Zip Code: 94101
Email: m.smith@rmymail com Employer Phone: (555 234-8400

Date From: ngiemn7 Date ta: 11/21114 Monthly Income: 7916

—Co-Borrower Details
D: T-512-429-088-741 ID Type: Driver's License
First name: Tina Last Name: Smith
Employer: Rapid Hardware Monthly Income: 8416

IBM Smarter Content

Mortgage Processing | Loan Officer -

Yiew Instructions

Reject Process Save Close
i Mortgage_Smith_20141121 =
Documents  Tasks  Histary
Add ~  Addwith Case Parameters Cpen | Actions = % =
Home
Name a | Modified By Modified On Borrower Last Hame Borrower First
Employment Documents PaAdmin 1212014, 8:34 AW
Financial Documents PaAdmin 1212014, 8:34 AW
Loan Documents PaAdmin 1212014, 8:34 AW
Other Documents PaAdmin 1212014, 8:34 AW
Personal Documents PaAdmin 1212014, 8:34 AW
Property Documents PaAdmin 1212014, 8:34 AW |
1I]I]3ir?§dl PaAdmin 1172102014, 334 AWM Smith Michael
[ | >
e:
Title Borrower ID Case Type Case State Modified By Modified On
T-512-429-088-740 Loan warking Paula Small 0T 25 A
Pracessing
T-512-429-088-740 Loan warking PaAdmin TIMI2014,12:42 PM
Pracessing

© 2013 IBM Corporation
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Access, view and interact with your content

'\
@ Wok  Cases (3 Pre-qualification Pre-qualify i

=

QA RAPIRRARG MA

_ |l x]fan Officer ~

Instructions

Pre-qualify Pre-gualification

Cormments Irvestigate Fraud Select Mortgage ____

Uniform Residential Loan Application

Cloge

Borrrower Details

This application iz designed to be completed by the spplicant(s} with thg Lender’s asistance. Applicants should complete this form as “Borrower™ or “Co-Bomower”" as applicable, Co-Bormower

g = - IBM Smarter Content

[} mformation mugtadso be provided {and the appropriate box checked) when}¥ the income or assets of a person other than the Borrower (including the Borrower’s spouse ) will be used as 2 basis for lom
qualification or| [the income or assets of the Borrower's spouse or other person who hus community property rights pursuant to siate lm will not be used 2 a basis for loan qualification, but his or her
s linbilities must be considered because the spouse or other person has community propery rights pursuat to applicable lmv and Bomower resides in a community property state, the sccurity propenty is
— Borrower Details located in & community property state, or the Bormower i relying on other property located in a community propety state as a basis for repayment of the loa
ID: |T-512-429-088-740 DT ﬁ 1
) P R h 1f this is an agplication for jomi credit, Borrower and Co-Borrower each agree that we miend to apply for jomi credit (agn below); m @
First name: Michael Last A
51.reet Address: 123 Old Strest A Michael Smith Tina Smith
Ciy. San Francisco State 2 G
i — GTOvEET ‘o-Bomover
Eméll' i [ L. TYPE OF MORTGAGE AND TERMS OF LOAN
:;:ness Phone:: 5551204 40 EEO”E [ Morigage ova T Conventional 0O Cither (explain): Agency Case Number Lender Case Number
. 710-81-2058 }
Applied for: 0 A O USDARural MAODDO1T MLN123
Employment. Employed { Housing Service
123 Old Street, San Francisco, CA O Amount Interest Rate No. of Months Amortization Type: [ Fised Rate O Other (explain}:
Current Address 5 200,000.00 1875% 360 DG O ARM (iypek
Nr of Dependants 0 Last = II. PROPERTY INFORMATION AND PURPOSE OF LOAN
. Subject Preperty Address {stree, city, state & ZIP) Mo, of Unite
— Borrower Employment Datails 123 New Sfreet, San Francisco, California, 94101
Employer: Agile Software Ocel| L/J Legal Deseription of Subject Property {attach description if necessary) Year Bult
Business Address: 111 Main Street LJ| _TRACTNC 151 LOT 100 1
City. San Francisco Slate o Pumpose of Lasn M Purchase £ Construction 1 Other (explain): Property will be
Email: m.smith@rmymail.com Emp| ORefmance O Construction-Permanent 8 Primary Residence 0O Secondary Residence O Investment
)
Date From: 08M&I07 Date to: 11521114 Mon| L# c E e f CoRSmcton oF CanstHct 1o,
—Co-Borrower Details é Year Lol Original Cost Amount Exisfing Liens {a) Present Value of Loi (b} Cost of Improvements Total (a+h)
Acquired
1D -5172-428-088- DT
First name 1512 e Las: J : > ¥ ) %
- mw sy ————_ QM n e
W4 BCEANS [ Page1of9.
Employer. Ranid Hardware Mont Kl Molw@[mII
M oo ; I
[REman 3 E #BER]
TToCESSI T T TN T r|mﬂ|k‘||i—€ﬂ|

© 2013 IBM Corporation



Document and customer security

i Wok  Cases [ Prequalificatic[Z] _[CW[x]i§e Processing | Loan Officer =
5 | Bt g & G E# (EL @ |ﬂ B D B B “iew Instructions
Pre-quallfy Pre-qualification q -
15y o Customer Service —
Comments | Investigate Fraud Oniine Process | Save | Close
B p— yeurmortgagecompany.com
B Detalls | 1 3 Telephone ;
e Dot k|2 (ol (99 0123456 : m
™ ] 01?34567 iAT.i 123 atement.pdf * x
— Borrowe: Detals ———— Michael Srmith, T 1. -
iD: T512-429-088-7. 123 Old Street e Q B@E E
First name Michael San Francisco, CA 94101 Payments Comespondence =
SN | e [ B Chy USATIZS  AnyToem, U3 poBE
oy i A TR RACT TR AR BigCity, USADIZYM  Any Town, USA 56789
Email:
Business Phone:  (555) 234-9438
SSN 710-81-2048 . n i
Employment: Ermplayed .Silmmary Properly Address
1230l Sireet 5 Payment (Princioal andior Interest, Escrow) $1.033.50 123 Ok Strest
Current Address. e Optianal Productis) $0.00 San Francisco, CAB4101 e
Current Wonthly Payment $1,012.50 Unpald Principal Balance $BO25E T
Nr of Dependents D Overdue Payments $0.000 R R R P
Unpaid Late Charge(s) $0.00 Inbunat :"" 5
— Borrower Employment Details — Other Charges 5000 s |;|: “;:;:""
axes Paid Yeardo-Date
Employer Agile Boftware TOTAL PAYMENT $1.022.50 o Escrow Bolance
Business Address: 111 Main Strest
City: San Francisco - a
Email: msmith@rmymai Activity Since Your Last Statement @ 0 0
Date From: 081607 Date to: Date Description Total Principal Escrow Late Charge Other
0301 FAYMENT §1.03350 B2
—Co-Borrower Details o oy
D: T-612-428-088-74 0101 PRAYMENT $1.03350 0w 70
First name: Tina .
0| K @ |Pageof.
Empioyer: Rapid Hardware | Lu] Le]
DEmRDRMEE
v | ‘ & [ Pagetaofi.

IBM Smarter Content
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Empower employees through flexible workflows

B Work Cases [&, Verify and Order Documents Verify and Order Documents

Verify and Order Documents | Process

Comments Order Appraisal Order Title Search

Investigate Fraud
Bl Mortgage_Smith_20141121

Documents = Tasks  History

Add  ~ | Open | Actions ~
Home

Name a
Employment Documents
Financial Documents
Loan Documents
Other Documents
Personal Documents
Property Documents

1003 form - residential loan application

= =

1003irev - Residential loan Aplication

EJ

1003irexpdf

]

10 = - IBM Smarter Content

Pull Credit Report

Modified By
Paadmin
PaAdmin
PaAdmin
PEAdmin
PaAdmin
PaAdmin
PEAdmin
Paadmin

PaAdmin

?

Order Documents

| v

Contack Details

— Appraiser
First name: Ken Last Name: Berwick
Phone: (843) 532-2913 License Mumber: 650112345

Street Address: 46360 Hilton Dr Apt 312

City:

San Francisco

State: Ca

Zip Code: 94101

© 2013 IBM Corporation



(o]

i
g
Q-

Decisions in context — leveraging analytics

Work  Cases @ Underwriter Qualification and Verification Mortgage Processing | Mortgage ...
o eoa
i £1, 2015 83300 AU Mar 11, 2045, 9:31 00 446 =
YIS T IS
=
813540 B40AM  BA5AM 8:90 AM 855 AM 900 AM 5:09 AM G10AM 9154 9:20 At 9:25 AN
— \ r—‘| M
I P | — =i
“ 31445 I 41415 »
8:95.A0M 840AM  845AM 8:50 AM 855 AM 9100 AM 9:05 AM GI0AM 915 9:20 A 9:25 AM
| ] || [ ] [ 1 1 |
= Mortgage__ 20150311 o i2 & & @ o] [ ' iz
S oated on 11115, 9320 - - -,dm L8] n Lll_l_ L! LH
— L1 iEvents: (8)
= o Pre-gualification
Completed on 311115, B:41 Al a .
MOR1_LoanPocessing_000000380003 T
I':'_“"‘f‘a"“’ Case =1 20 31415, 841,12 by ‘
rocess. PBadmin
| jiren - Number of active tasks Number of tasks in each state
+ o Verify Documentation 1=
I IS, 9:23 AN . L.._
“omplerEsan s The Applicant satisfied the minimum credit score 9 ‘ LR R R G0 ogGh
F 0 Verify Financial Details and Employment rule 1 B Task Count W Task Count
Stanted on IM1A5, 8:33AM Case commen aftided sl INN15.8.41:12 oy
IR O Closing To-do items PaAdmin B )
Started on 311415, 833 AM 12 . ’ Waiting
IH- 0 Other Requirements The Applicant satisfied the debtincome ratio rule ] 6 A
| Completed an 3111715, 9:23 AW Case comment added & IMN1/15,8:41:10 by Li 0
. Pull Applicant’s Credit Repart Fiadmn . e »® & f
£ Q@ Completed on 311115, 0:35 Al Q_o“f f Q@‘\ & d’s} {J&Q
5 @ SHeeitmpenteveiions ls"‘__l g MOR1_LoanPocessing_000000360003 & | ; FA A 045? & & working
Completed on 311115, B:39 Al : i e e ‘0&"’ & f ﬁf' .‘#“P Jy’p
B Process lwmmms,m1m.mms.mu g & g ©
Compleled on 311115, 0:23 &M ! 0 20 40 60 80
Average age of active tasks ~ | | Average time spent in each state
O o oigoE VR R LY
B Average Age Hours Il Average Processing Time Hours ||  Average Wait Time Hours Average Ready Time Hours
=0 | 3
20 | 240
zw i 160 | i |
160 80
120 | 0 _‘_ r
® &
© | & A A A
| k4 & <
& < 9
B RV A
f f qf o < <
[

11 =
n
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Capabilities required to address case style workloads

-

Support the
Way People

Work g

-

Information to
Make Better
Decisions

_J

13

* - IBM Smarter Content

information

a

Optimize Case
Outcomes

Business Can
Take Control

J
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