     “Every time I call I get a different person on the phone.” “Hindsight is 20/20.”  “I wish I’d listened to my realtor.” “I’ll never do this again—next time I’m using someone I can meet face to face and who is local.”

     Not a week goes by that I don’t hear this from a borrower who has attempted to obtain a mortgage from an internet lender.  Today I spoke with a local gentleman with a high income and excellent credit.  He was set to close in a few days on a home when the internet lender called to inform him there were problems on his loan and he would need more than $20,000 down. Needless to say this fellow was quite upset.  He could not come up with the additional money.  His transaction fell through.  The seller had taken their home off the market for the past month and a half because he was going to buy it.  In the meantime, they lost countless opportunities for other buyers.  The listing realtor and selling realtor both had counted on their commissions in order to pay their own bills, etc. This is a bad situation, and it happens every day. The loan officer should have caught this up front or very soon after application. 

     Unfortunately, there are not very many requirements and restrictions required for someone to become a loan officer.  Typically, internet lenders splash out a lot of money and advertise themselves as something special for people who want a mortgage.  Once they get the phones ringing they hand off these leads to the “warm bodies” they’ve hired to handle the calls.  These folks may be pleasant and accommodating on the phone.  Their software handles the calculations for them, and borrowers can simply snail mail or email their documentation.  Once the required documentation is put together the loan officer or processor hands the file off to an underwriter and then the problems begin. There are problems because the loan officer you meet on the phone up front is not actually trained on mortgage loans.  There are hundreds of guidelines to know, understand, and keep track of.  To me, someone who has been at this as a career since 1988, there is something new to be learned every day.  I frequently consult my underwriters, my written guidelines, etc. in order to prevent the kind of problem this local gentleman now faces. If I do not immediately know the answer I find out.  If I have concerns or doubts on a loan, I work to get the problem solved.   At this point, this fellow’s wife and children are very disappointed, not to mention everyone else involved. It doesn’t have to be this way.  

     If you apply for a home loan with a lender who is not knowledgeable or experienced, who is a mere voice on the phone, where you can never speak with the same person twice, you are asking for problems, and this is just the beginning. Knowing the local market, using appraisers qualified and experienced with local properties matter.  Ask any local real estate attorney or local real estate agent with any experience at all.  When it comes to financing a home, the wisest and best choice may not be with an internet lender.  Of course, there are always exceptions to the rules, and any lender can run into problems on a transaction.  I am merely relaying what I see and hear on a regular basis, and that is the quotes at the beginning of this column. There are plenty of good lenders in our market who are accountable, available, and knowledgeable. 

