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Case Study: Automation & Systemization

From Manual Friction to Automated Flow

Scaling Loan Volume Without Increasing Headcount

BE: The Identity Challenge

A Choice Mortgage faced a critical operational bottleneck. While the team was highly skilled, the
fragmented technological landscape had forced them into a reactive identity: "Administrative Paperwork
Chasers" rather than "Strategic Loan Experts."

e Fragmented Ecosystem: Critical data lived in isolated silos across document collection tools, CRMs, and
Loan Origination Systems.

e Manual Dependency: Staff spent hours on "double-entry" data migration and chasing borrowers for
missing documentation.

e Revenue Leakage: Processing speed limitations meant the company was unable to capture market
demand.

DO: The Strategic Action
Instead of hiring more staff, the objective was to "Systematize It." By building a Single Source of Truth, the
operational architecture was redesigned for scalability.

Key Implementations:

e Automated Communication: Engineered personalized reminders based on document metadata.
e Data Liquidity: Built integrations to pull, format, and push data across CRM and LOS automatically.
e Real-Time Sync: Connected document management directly to the core processing engine.

HAVE: The Results

e Zero-Headcount Scaling: Handled increased loan volume without adding salary overhead.
e Velocity: Compressed timelines from initial request to final processing.

e High-Value Focus: Freed the team for complex problem-solving and relationships.

"When [ see a repetitive or manual process, my first question is always: 'How do we eliminate or automate
this?' We didn't just buy a tool; we designed a new way to work."
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