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Is this guide 
right for me?

The content of this 
guide is intended to 
help those in mortgage 
services improve their 
ability to better manage 
risk. Whether you serve 
consumers or businesses, 
the fundamental aspects 
of using data to manage 
risk remain constant. The 
information included is 
particularly well-suited to 
those directly involved with 
risk management, fraud 
and collections activities.

INTRODUCTION

Effective risk management starts with an awareness of current 
market conditions combined with an understanding of dynamic 
factors that can impact your ability to acquire new customers 
or properly service your current book of business. Improving 
account management over the entire lifecycle can mean 
adjusting your risk tolerance to meet your objectives — without 
putting your customers, bottom line or reputation at risk.  . . . . . .
But how can you do all that while maintaining a positive 
customer experience? 

The answer involves the application of actionable data at the 
right points in time, which can be the difference between 
winning or losing against fraudsters, competitors and your 
organization’s own inefficiencies. 

This insight guide discusses current 
trends specific to the mortgage sector 
and outlines four steps to help you win at 
risk management.



3 | © 2018 TransUnion Risk and Alternative Data Solutions, Inc. All Rights Reserved | 18-266849

The state of the market in 2018

Ten years after the financial crisis of 2008, consumers are generally in a much better place. In 
the aftermath of the crisis, we observed massive shifts in how consumers prioritized and paid 
their debts. 

The changes are most evident in the mortgage industry, where delinquency rates increased massively after 
the proliferation of subprime mortgage lending in the mid-2000s. For auto and personal loans, serious 
delinquencies rose slightly during the financial crisis, but increases were modest and short-lived. Credit card 
delinquencies are now half their peak level in 2009. 

Balance growth in the last 10 years has been strongest in the auto loan and unsecured personal loan markets; 
however, all products have seen significant balance growth from their lowest observed values after the 
recession. 

YEAR/CREDIT PRODUCT MORTGAGE LOANS AUTO LOANS CREDIT CARDS UNSECURED PERSONAL LOANS

Q2 2008 3.87% 1.26% 2.71% 4.54%

Peak Level 7.21% 1.64% 3.19% 5.05%

Q2 2018 1.67% 1.22% 1.53% 3.21%
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1.   https://www.transunion.com/blog/consumer-credit-origination-balance-delinquency-trends-q2-2018

2.  Originations and new account balances are viewed one quarter in arrears to account for reporting lag.

BALANCES ARE RISING 
FOR MORTGAGE 

DELINQUENCY RATES ARE FALLING 
FOR MORTGAGE ACCOUNTS  

Average Balance of all Mortgages

Unit Delinquency Rates on All Mortgage Accounts

Mortgage delinquency rates declined while originations 
slowed in the second quarter of 2018. Here are three 
changes in the mortgage market in Q2 2018:

1. The serious mortgage delinquency rate declined 
to 1.67% in Q2 2018, reaching the lowest level 
observed since the Great Recession and a 25 basis 
point  decline from one year earlier.1

2. Despite low delinquency rates, the number of 
mortgage loans has hovered around 53 million in 
recent years. At the beginning of the decade, more 
than 60 million mortgage loans were on the books.

3. In Q1 2018 , overall mortgage originations 
decreased by 0.6% from the previous year, 
however, non-prime origination market share grew 
to 16.3% from the prior year.2 

Consumer credit 
trends in the 
mortgage sector: 
Q2 2018
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The declines in mortgage delinquency are largely due to better credit quality of 
recent homebuyers and sustained price appreciation in the housing market. But 
a combination of historically tight underwriting standards and rising home prices 
has put pressure on home affordability, particularly at the entry-home level. 

What’s driving these 
changes in the 
mortgage market?

While lower delinquencies are a positive aspect, 
lower overall originations may give those within the 
mortgage arena pause. 

Now is a good time to take stake of your overall strategies with a focus on the 
future. It’s important to remain well-positioned to adapt to an ever-changing 
landscape and understand the actions you should be taking to ensure your 
continued success.  

To assist you in carving your path to better risk management, we’ve developed a 
four-step approach. We’ll define each step, the problems we hear from industry 
participants, the impact those problems have on their businesses and our 
subsequent solutions. Implementing these four steps will enhance your ability to 
acquire and service accounts while remaining resilient and well-balanced for the 
long haul.
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Now that we have a better understanding of the current state of the industry, let’s take a deeper look at four steps to help you 

better manage risk within today’s dynamic environment.

PROBLEM IMPACT SOLUTION

STEP 1

Clean up your act
Make data hygiene a 
regular part of your 
business operations.

“Bad data causes financial 
losses, degrades the customer 
experience, and impacts every 
stage of our customer journey.”

• Decline in customer  
experience

• Increase cost to service 
customers

• Higher  acquisition costs

Focus on your current book of 
business — update data in bulk 
to help increase accuracy. Find 
a flexible data vendor that aligns 
with your goals. 

STEP 2

Set your team up for success 
-Contact the right party with 
greater certainty. 

“We waste time and money 
attempting to contact debtors 
and have trouble staying 
compliant.”

• Potential regulatory fines                                       

• Inefficient processes and 
loss of productivity                                

• Inability to cure past due 
accounts 

Gain access to higher 
quality phone numbers 
and address data.                                                   

Make compliance a priority – 
not a budget line item. 

STEP 3

Stop fraud before it stops 
you -Mitigate application 
fraud and clear red flags with 
thorough manual reviews.

“We find it difficult to balance 
meeting revenue objectives and 
curbing fraudulent applications.”

• Increase in bad debt     
write-offs                                            

• Increased insult rate as a 
result of false positives                                         

• Lost revenue

Bolster due diligence and 
manual reviews by connect 
key information at time of 
applications to verify identities 
and support underwriting.

STEP 4

Refine your proprietary 
models with better data - 
Plug into data that supports 
your in-house models. 

“We don’t need a third-party 
application, we need help 
improving our current processes                 
and systems.”

• Too much application           
fraud                                               

• Too many false positives 
during application                                   

• Missed opportunities to 
acquire and connect with 
customers

Focus less on “big data” and 
more on “right data”. Right data 
means better results with less 
development effort and greater 
ROI.  

MORTGAGE SERVICES

4-Steps to Better Risk Management
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  4. https://hbr.org/2014/10/the-value-of-keeping-the-right-customers

PROBLEM

“Bad data causes financial losses, degrades the 
customer experience, and impacts every stage of 
our customer journey.”

IMPACT

 • Decline in customer experience.

 • Increased cost to service customers.

 • Higher acquisition costs.

Clean up your act
SOLUTION

Focus on your current book of business   
Acquiring a new customer is anywhere from 5 to 25 times 
more expensive than retaining an existing one. What’s more, 
increasing customer retention rates by 5% increases profits 
by 25–95%.4  Keep customers happy, their accounts current 
and make sure your communication efforts — whether 
marketing, product or sales focused — are received when and 
where they’re most effective.  

Update data in bulk to help increase accuracy            
The right data is easier to ingest and incorporate into your 
current workflows in bulk. Batch process providers can help 
dramatically increase your operational efficiency. 

Find a flexible data vendor that aligns with your goals           
The best vendors are ones that make your business and your 
success their priority. Find a data vendor that offers flexible 
solutions that position your business to succeed. 

MORTGAGE SERVICES

STEP 1

4-Steps to Better Risk Management

Acquiring a new 
customer is anywhere 
from 5 to 25 times 
more expensive     
than retaining an 
existing one. 



8 | © 2018 TransUnion Risk and Alternative Data Solutions, Inc. All Rights Reserved | 18-266849

PROBLEM

“We waste time and money attempting to 
contact debtors and have trouble  
staying compliant.” 

IMPACT

 • Inefficient processes and loss   
of productivity.

 • Inability to cure past due accounts. 

 • Potential regulatory fines.

SOLUTION

The importance of data spans the account lifecycle from front-end 
authentication to collections. Bad data can mean bad results.

 → Gain access to higher quality phone numbers and address data  
   

 → Contacting the wrong debtors is more than inefficient and 
frustrating, it puts your organization at risk of regulatory fines, 
and increases scrutiny and the possibility of damaging your 
reputation. You can’t rely on the potentially outdated information 
your customers have provided to you. Proactively enable your 
collections organization to succeed with better data. 

Make compliance a priority, not a budget line item

Failing to prioritize compliance is never advisable — making it a top 
priority is highly recommended. It’s not just about improving your 
bottom line but focusing on doing what’s best for your organization 
and the customers you serve. The right data, such as better phone 
numbers, addresses or place of employment data can help facilitate 
better communications, reduce losses and preserve the customer 
experience. 

MORTGAGE SERVICES

STEP 2

4-Steps to Better Risk Management

Set your team up for success

The right data can help facilitate 
better communications

PHONES

ADDRESSESPLACE OF 
EMPLOYMENT
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PROBLEM

“We find it difficult to balance meeting revenue objectives 
and curbing fraudulent applications.”

IMPACT

 • Increase in bad debt write-offs. 

 • Increased insult rate as a result of false positives. 

 • Lost revenue. 

SOLUTION

Bolster due diligence and manual reviews by connecting 
key information at time of application to verify identities 
and support underwriting.

Fighting Fraud, Manual Reviews and Investigations 
There’s no doubt the prevention of fraud and being able to 
verify and authenticate applicants up front is important to 
the long-term success of your organization, but it’s less 
common to take into consideration how your processes 
impact the customer experience. 

Are your tools, processes and people contributing to this 
problem or helping to alleviate it?

The trap of fighting fraud
Customers are also experiencing higher insult rates —  
also known as “hurdles” — while attempting to transact with 
their service providers. In fact, the Ponemon Institute reported 
that 46% of consumers said they were either “very frequently” 
or “frequently” prohibited from online transactions due to 
authentication failures.6  That’s an astoundingly high rate 
of friction that’s frustrating true customers and impeding 
commerce.

The pitfalls can seem endless and create an internal tug-of-
war between conflicting priorities. On one hand, you decrease 
the incidences of fraud by building manual review teams and 
prevention systems. But you also increase costs and overhead, 
perhaps even outsourcing critical solutions support. According 
to your VP of Risk, you’re following industry best practices by 
doing so. But, your VP of Marketing & Sales insists these actions 
and policies are driving good customers away. 

Simplifying the fight against fraud with vendor management
Successful fraud and identity management is about balancing 
risk with customer experience. With a singular provider 
verifying transaction history, identity and digital information, 
and authenticating consistently, you can be more effective in 
evaluating your true risk.

STEP 3 Stop fraud before it stops you

6.  https://thefinancialbrand.com/56792/bank_account-opening-application-improvement-scoring/  

MORTGAGE SERVICES 4-Steps to Better Risk Management
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PROBLEM

“We don’t need a third-party application, we need help 
improving our current processes and systems.”

IMPACT

 • Too much application fraud.

 • Too many false positives during application.

 • Missed opportunities to acquire and connect   
with customers.

SOLUTION 

Focus less on “big data” and more on “right data”  

If your growing organization is sophisticated enough 
to bring solution creation in-house, you don’t need           
third-party applications that require training, time and 
energy to learn and implement. Your unique business 
needs a data solution provider that can help enable 
and support your existing processes and enhance                    
the operational effectiveness of your current 

modeling capabilities.

Right data means better results with less development 
effort and greater ROI 

Injecting new data into your models can increase your 
ability to say yes to new customers with confidence, 
improve operational efficiency rates, bolster recovery 
rates and cure past-due accounts. Look for a data 
provider that can do all of this. Shop around and don’t 
forget to put them to the test before committing. 

STEP 4 Refine your proprietary models 
with better data

MORTGAGE SERVICES 4-Steps to Better Risk Management

"Abandonment   
rates for online 
banking applications 
are at an all-time 
high of 97.5% " 
Peter Wannemacher, Senior Analyst at Forrester
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TLOxp is available to qualified Subscribers for permitted uses. Subject to individual Subscriber data permissions. 

The TLOxp solution is not provided by a "consumer reporting agency" and does not constitute a "consumer report," as these terms are defined by the Fair Credit Reporting Act, 15 U.S.C. Section 1681 

et seq. ("FCRA"). The TLOxp solution may not be used in whole or in part as a factor in establishing an individual's creditworthiness or eligibility for credit or insurance, or employment, nor for any other 

purpose under the FCRA.

This information is designed to be an informational and educational tool only and is provided as-is without warranty. TransUnion and its affiliates are not responsible for the consequences of any decisions 

or actions taken in reliance upon or as a result of the information provided in this document. TransUnion and its affiliates are not responsible for any human or mechanical errors or omissions.

(NYSE: TRU) 

As a global leader in information and risk management, TransUnion creates 
advantages for people and businesses around the world by gathering, 
analyzing and delivering information. For businesses, TransUnion helps 
improve efficiency, manage risk, reduce costs and increase revenue 
by delivering high-quality data and integrating advanced analytics for 
enhanced decision-making capabilities. 

Built on an architecture of cutting-edge supercomputers and proprietary 
linking and assessment algorithms, TransUnion’s TLOxp® Solution utilizes 
the most powerful technology for locating, researching and finding the 
connections between individuals, businesses and assets. Our massive 
repository of public and proprietary records is used by the largest global 
corporations and major financial institutions every day.

For more information on TransUnion specialized risk solutions,    

visit tlo.com/financial-services or call 800-856-5599

Take the next step


