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The True  
Cost of 
Overlooking 
Borrower 
Retention
The problem lenders 
can’t ignore in 2022
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Home prices are at all-time high.
Home prices increased 18.5% from 2020 to 2021, the highest year-over-
year gains since CoreLogic debuted its Home Price Index in 1976. Even 
if the breakneck pace of appreciation slows this year, historically high 
home prices will continue to price some buyers out of the market.

Homeowners are sitting on record equity.
Thanks in no small part to home price appreciation, U.S. homeowners 
have accumulated trillions of dollars in tappable home equity — an 
average of nearly $180,000 per borrower, in fact.

The industry is rapidly consolidating.
After over-hiring in 2021, numerous shops have announced layoffs in 
recent months, and industry experts say more layoffs and acquisitions 
are on the horizon.

Housing inventory is at a historic low.
Homebuyer demand far exceeds the current housing supply. Fully one 
third of single-family homes for sale are now new construction.

Interest rates are rising.
Year-over-year inflation surpassed 7%, a 40-year high. The Fed is 
selling off mortgage-backed securities and continues to taper monthly 
mortgage bond purchases. Analysts expect interest rates will go up in 
March with further hikes before year’s end.

Lenders will need to do more with less.
As they reduce headcount, lenders will need their remaining 
originators to pull more weight. They’ll also need a plan for 
retaining all the orphaned records created by staffing changes.

In Case You Didn’t Get the Memo...
Here’s what’s happening in the mortgage market.

What it MeansWhat’s Happening

The refi window is closing.
Fewer than 5.9 million borrowers are refi-eligible, down from 20 
million in late 2020 and 11 million in early 2021. As interest rates rise, 
the number of people with the right LTV ratio and credit profile to 
shave at least 0.75% off their mortgage will continue to shrink.

Well-qualified buyers are in hurry.
Applications are up among both repeat and first-time homebuyers 
as they rush to get mortgages before higher rates price them out. 
(Low interest rates boost buying power, enabling consumers to afford 
a little more house than they would in a higher rate environment.)

Home-equity products are gaining momentum.
Google search volume for cash-out refis, HELOCs, home-equity loans 
and reverse mortgages is up — and so is the amount of direct mail 
marketing consumers receive from lenders offering these products.

Realtor and builder partners are mission critical.
One of the best ways lenders can ingratiate themselves is by 
providing partners with real-time borrower intelligence.
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Your Customer Database:  
an Investment Worth 
Protecting
If your organization buys mortgage leads, you know the cost varies widely depending 
on where leads are sourced, whether they’re exclusive and the overall customer profile 
you’re targeting. Fast Company estimates that lenders spend an average of $350 to 
$750 per purchased lead. Richey May clocks the per-lead cost at an even higher $800 
to $1,200 per loan. 

• How much have you invested in purchased leads? 

• When they don’t immediately pan out, do you have a strategy in place for 
monitoring and re-engaging prospects when they’re ready — or do you throw 
them away?

Lenders that don’t buy leads generally rely on their sales force and referral partners 
to fill the pipeline instead. In fact, a loan originator’s personal network is one of the 
biggest assets they bring to recruiters — and lenders pay handsomely for that asset. A 
2019 study from SimpleNexus estimated the all-in cost of hiring a single loan originator 
at $27,300 (considering advertising and job posting fees, the cost of interviews and 
training, technology fees, and guaranteed minimums that are typically paid during the 
onboarding process). 

• How many loan originators did you hire in the last 12 months? 

• Are you confident they are working their contacts for every possible 
opportunity?

Some lenders source leads even more directly — for example, through exclusive 
relationships with builders or via internal referrals from another part of the business, as 
is often the case for banks and credit unions. When organizations don’t pay for leads 
outright and don’t have an outside sales force, they often underestimate the value of 
their contact database. But in many ways, these organizations have even more at risk. 
When a competitor poaches a bank’s mortgage customer, that customer may move 
their other accounts, too. 

• How many customers can you afford to lose to competitors?

“Sales Boomerang is already one of 
the most valuable pieces of our tech 
stack, and we see potential to squeeze 
even more value out of it.”  
— Sales Boomerang Customer
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The ROI delivered by Sales Boomerang was so 
immediate and self-evident that we honestly hadn’t 
studied it all that closely. Now that the market has 
flipped and we are scrutinizing the value of all our 
vendor partners, we are even more impressed by 
what we see.”
— Sales Boomerang Customer

Calculating the Cost of 
Customer Churn
According to the Mortgage Bankers Association, the last three years 
have seen mortgage customer retention rates range from 16% to 25% 
industrywide. This means that even in a best-case scenario, lenders are 
losing 3 out of 4 customers to a competitor for their next loan.

Sunk Costs
When a prospect or past borrower takes their business to another lender, 
you’re throwing away every dollar you’ve invested in that customer to 
date. These sunk costs include not just an estimated $350-$1,200 per 
purchased lead, but a fraction of nearly every line item in the budget, 
from marketing and advertising to technology fees and from salaries to 
overhead. Individually, these sunk costs may appear small — but when 
75% of your customer database walks out the door each year, the toll 
becomes crippling.

Lost Opportunity
The average American consumer will take up to 11 mortgage loans 
in their lifetime. With mortgage lenders making an average profit of 
$4,202 on each loan they originate, that’s a total lifetime value of over 
$45,000 per customer — and that’s not even accounting for inflation or 
for additional business gained through referrals to friends and family. 
Without a borrower retention strategy, lenders can kiss that revenue 
opportunity goodbye. 

It’s simple math: Lenders that fail to address borrower attrition can 
expect lower top-line revenue and bottom-line profitability than peers 
who have enacted a borrower retention strategy.
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Your Borrower 
Retention 
Strategy Is Your 
Survival Kit.
68%–73% of customers say they would return 
to their original lender or broker for a future 
loan, but that’s not what happens in practice. 
Instead, 77% move forward with the first 
originator they speak to at the time they need 
a loan — whether that’s the same LO who 
helped them buy their first home, someone 
new they found online, or a competitor who 
opportunistically approached the borrower at 
just the right moment. Being in the right place 
at the right time is essential — and that’s why 
lenders need a borrower retention strategy.

With real-time database monitoring and 
market intelligence, your team can know 
EXACTLY what opportunity to present to a 
borrower at EXACTLY the right time.

“Sales Boomerang is a utility that 
helps keep our business afloat 

during tough times.” 
— Sales Boomerang Customer
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Cash-Out Alert
A borrower is credit qualified and has built sufficient equity to 
tap into the cash in their home.

 FHA MI Removal Alert
An FHA borrower has exceeded 20% equity and can remove 
mortgage insurance (MI).

 Debt Alert
A borrower is credit qualified and can benefit from paying off 
other debts with the equity in their home.

Rate-and-Term Alert
A borrower is credit qualified and can benefit from the 
current interest rates for a refinance.

New Listing Alert
A customer or prospect has listed their home for sale.

Mortgage Inquiry Alert
A customer or prospect has shopped with a 
competitor in the last 24 hours.

Equity Alert
A customer or prospect’s home equity has increased.

Reverse Mortgage Alert  (NEW)
A customer or prospect could benefit from a 
reverse mortgage based on their current age and 
accumulated home equity.

Rate Alert 
A customer or prospect’s current mortgage interest 
rate is significantly higher than prevailing rates.

Credit Improvement Alert
A customer or prospect has improved their FICO score.

EPO Alert
A customer or prospect whose loan closed ≤ 6 months 
ago has shopped with a competitor in the last 24 hours.

Sales Boomerang  
Core Alerts
Survival basics every lender needs

Sales Boomerang  
Prescriptive Scenarios
Tools to thrive in any market conditions

Sales Boomerang Servicing Alerts
Tools just for mortgage servicers

Risk & Retention Alert
A customer is engaging in one or more of 15 credit activities 
that may put their serviced loan at risk.
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About Us
Sales Boomerang is 2021’s fastest-
growing private company in the 
residential mortgage industry.

Sales Boomerang’s groundbreaking automated borrower 
intelligence system notifies mortgage lenders as soon as 
a past customer or prospect is ready and credit-qualified 
for a loan. As the mortgage industry’s #1 borrower retention 
tool, Sales Boomerang is trusted by more than 170 lenders 
— including brokers, independent mortgage companies, 
credit unions and banks — to help build lasting borrower 
relationships that maximize lifetime customer value. To date, 
Sales Boomerang alerts have enabled lenders to close more 
than $150 billion in additional loan volume that would have 
otherwise been overlooked and achieve customer retention 
rates that outperform industry norms by an average of 3-5X.

For more information, visit salesboomerang.com or follow us 
on linkedIn.

Schedule a Demo
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Sales Boomerang is trusted by hundreds of lenders.

http://www.salesboomerang.com
https://www.linkedin.com/company/sales-boomerang/
https://www.salesboomerang.com/schedule-a-demo/
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