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Technology is becoming omnipresent across the board, with the artificial intelligence (AI) market expected 

to exceed more than $191 billion by 2024.1  As the mortgage industry adapts to advances in AI and new 

solutions allow for further digitization of the mortgage process, lenders should consider how AI capabilities 

can ease pain points for themselves and their borrowers. 

With a wide variety of options to choose from, organizations may consider which solutions are worth 

implementing and what benefits different options provide. By implementing AI-based tools, lenders can 

improve their workflow as well as deliver a better experience to their borrowers. This white paper will define 

terms related to AI and automation technology, discuss key problems that AI can solve for both lenders and 

borrowers, and cover AI applications within Capacity’s platform.

Introduction

By implementing 
AI-based tools, 
lenders can improve 
their workflow as 
well as deliver a 
better experience to 
their borrowers.

  1. https://www.marketwatch.com/press-release/artificial-intelligence-market-2020-
globalsizetrends-demand-and-share-analysis-to-2025-2020-04-16
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There are six terms that are often used in discussions around AI and automation technology. While some 

have entered mainstream usage and are therefore more widely understood, it’s important to take a step 

back and clearly define each term to ensure your understanding is consistent with industry standards.

First, for the sake of clarity, let’s review what AI is and is not. It’s common for people to mistakenly use 

artificial intelligence interchangeably with machine learning, but they are not the same. AI is a facet of 

computer science where machines can demonstrate intelligence similar to human intelligence—making 

decisions, recognizing speech, analyzing data, performing translations, and improving over time. Machine 

learning is a branch of artificial intelligence.

Machine learning: A subset of AI. Machine learning builds upon the idea that computer systems can 

identify patterns and learn from data with little-to-no human intervention. 

Natural language processing: A branch of machine learning and a subfield of linguistics. Natural 

language processing (NLP) refers to how computers can process and analyze natural language data. Using 

NLP, technology like chatbots can better understand queries and respond in conversational language. 

Support automation: A technology that decreases the requirement for human interaction in terms of 

responding to simple or redundant consumer inquiries. 

Chatbots: A chatbot is a form of conversational software that you can communicate with via text or voice. 

Chatbots can be rule-based or powered by AI. Rule-based chatbots are coded with a set of guidelines 

designed to address queries, and are built like a flowchart to provide answers to specific questions. AI-

powered chatbots can use machine learning and NLP to understand the intent and context of queries. 

Over time, AI-powered chatbots can learn from mistakes and feedback to provide better responses.

Enterprise search: A search engine wholly owned by a company. An enterprise search solution acts as 

a central hub for a business and can be used to index organizational data to satisfy queries relevant to 

company jobs, tasks, and more. Enterprise search typically only looks at data within its company’s network 

or intranet. 

Robotic process automation: A technology that facilitates the automation of digital workflows without 

human intervention. Robotic process automation (RPA) uses AI to perform automated steps with a high 

level of precision. 
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Understanding AI-related terms

https://capacity.com/machine-learning/
https://capacity.com/nlp/
https://capacity.com/nlp/
https://capacity.com/workflows/
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Problems that AI solves for lenders

Improve customer service

As mortgage experts, loan officers are familiar with the loan application process. However, the process can 

be confusing or even overwhelming for borrowers who aren’t familiar with the steps and corresponding 

documents. With each question that arises throughout the process, a loan officer’s focus is diverted from 

more productive tasks. Sometimes they can easily answer the question, but other times they need to do 

more research or check their database. 

While supporting borrowers is paramount, there are instances—such as frequently asked questions—

where an LO’s time could more effectively be spent on tasks with higher ROI. Conversational chatbots help 

by handling lower-level inquiries to allow lenders to focus on other work. 

By implementing a conversational chatbot on the lender’s website, much of the customer support process 

is eliminated from the workflows of loan officers and other internal teammates. A chatbot system uses AI-

powered bots to mine the lender’s software programs, website, and knowledge database for information 

that matches the borrower’s query. Chatbots run 24/7 without human intervention and respond to 

questions from borrowers and prospects in real time. This is a substantial efficiency gain when you 

consider that the average response time for a support request is 7 hours.2 

In addition, a chatbot’s capabilities expand beyond surfacing answers to frequently asked questions. For 

example, if a borrower wants to know which documents are missing from their application, the bot could 

securely verify their identity and then provide the requested information. 

Some chatbots also have a human-in-the-loop (HITL) feature, which prompts the bot to route certain 

queries to a human staff member. HITL may be used in cases where the question is too complex, the bot 

doesn’t have the ability to answer, or the user would prefer to talk to a human. The response given by the 

team member is recorded and used when that question is asked again in future.

Today’s AI tech is a powerful partner for lenders. When properly implemented, AI tools can help loan 

officers increase productivity, close loans faster, and spend more time on higher ROI activities. Customer 

support and business workflows are key areas where lenders can quickly realize efficiency gains through 

the use of AI and automation technology. 

  2. https://www.jitbit.com/news/2266-average-customer-support-metrics-from-1000-companies/ 4

https://capacity.com/human-in-the-loop/
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Reduce research time

A similar tool can be implemented for internal-only use. With an enterprise search engine, lenders can 

look through customer data, compliance information, and internal resources via a single conversational 

interface. 

Because the enterprise search engine would be connected to the lender’s software applications, an LO 

could ask the system a variety of questions with answers pulled from disparate systems in one convenient 

location. A general question about an FHA loan would pull answers from cloud storage, a client-specific 

question would pull answers from a customer relationship management tool, and a status inquiry 

regarding a particular loan application would check the LOS. In all cases, answers are delivered in seconds. 

The use of enterprise search eliminates the need to spend time digging through multiple tools for one 

answer, freeing up more valuable time in an LO’s day. 

Eliminate workflow inefficiencies

With high volumes, LOs benefit from any efficiency gains possible in order to handle business. With 

advanced robotic process automation, business workflows can be digitized and streamlined while 

remaining compliant. The RPA process connects the applications lenders use for everyday work—such as 

productivity tools, an LOS, and a CRM—so that they communicate and store data bidirectionally. 

Communication between separate tools and applications enables lenders to create conditional workflows 

that trigger actions based on predefined rules and pull information from disparate sources (or push 

updates outward). 

For example, a newly submitted pre-approval form can trigger a workflow to begin. The actions within the 

workflow might include:

Automatically store the completed form in a specific folder in the cloud.

Use form fields to create a new record in the CRM.

Trigger a personalized email to be sent.

Assign a task to a particular staff member—all without manual intervention.

1

2

3

4

https://capacity.com/cloud-drive/
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How AI improves the borrower experience

In a market where consumers look for the lowest rates and fees, lenders must differentiate themselves 

by adding value in other ways, like delivering a superior borrower experience. High borrower satisfaction 

is instrumental in earning future business, generating positive online reviews, and maintaining a healthy 

referral pipeline.

However, a great customer satisfaction experience doesn’t necessarily need to involve human interaction. 

High-touch service can be accomplished through self-service digital tools that are available 24/7 and can 

provide answers immediately, unlike humans. Speed and accuracy are key: in fact, 90% of consumers rate an 

“immediate” response as being important or very important when they have a support question. And 60% 

define “immediate” as 10 minutes or less.3  

Always-on conversational chatbots and knowledge bases can deliver information in real time, clearing up 

borrower confusion about the loan application process or answering questions related to loan status. 

These are the tools that meet consumers’ expectations in today’s digital-first world. When borrowers get the 

information they need on demand, satisfaction improves, which leads to stronger loyalty and an increase in 

the organization’s Net Promoter Score (NPS). Borrowers who are NPS promoters have a lifetime value that is 

6-14 times higher than detractors.4 

These digital solutions provide tier-0 customer support for borrowers. A majority of questions are 

successfully answered on the spot thanks to NLP. Using NLP, the chatbot identifies keywords and the intent 

behind the words to mine available data for a helpful response. Capacity, a leading AI platform provider, 

found that its chatbot technology answers 84% of all questions asked without the need to escalate the query 

to a person. This frees up time for staff to focus on selling, strengthening relationships, or handling other 

tasks that require higher-level thinking.

  3.  https://blog.hubspot.com/sales/live-chat-go-to-market-flaw
  4. https://www.bain.com/insights/are-you-experienced-infographic/

90%

60%

90% of consumers rate an 
“immediate” response as 
being important or very 
important when they have a 
support question

60% define 
“immediate” as 10 
minutes or less.  

https://capacity.com/
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How Capacity’s AI assists lenders 
and borrowers

Digital tools have become commonplace in the mortgage process, and all parties are better off for them. 

Online document upload, automated sorting, and eSignature technologies have all reduced the burden 

of administrative tasks, freeing up loan officers’ time for higher-value work that will yield a higher return on 

investment. AI-powered tools offer the opportunity to expand bandwidth even further. 

Capacity’s always-on digital support platform uses AI to relieve lenders of routine tasks while being a reliable 

resource for borrowers to seek information. Instead of calling, texting, or emailing a loan officer, borrowers 

can interact with a conversational chatbot to instantly receive answers to frequently asked questions, check 

on the status of their loan, and more. 

Behind the scenes, the chatbot is connected to the lender’s software programs and internal resources, 

allowing the system to retrieve information from spreadsheets and disparate systems, like cloud storage, 

calendars, CRM, and LOS.

Using advanced natural language processing, Capacity can decipher questions and determine intent, 

whether the user types in a series of keywords or writes a question as though they were speaking to another 

person. If the chatbot can’t immediately identify intent, it will use a guided conversation to clarify a user’s 

question and determine the most helpful answer. 

When the questions being asked require human expertise, the system seamlessly transitions conversations 

to live support staff, called human-in-the-loop technology.5  Machine learning leverages these live chat 

responses as well as user feedback to improve the model and refine the answers that the support platform 

provides. 

Capacity’s enterprise search engine operates similarly to the external-facing chatbot; however, it also 

gives an organization’s employees full access to internal resources. The system verifies a user’s identity 

and provides answers based on preset permissions and access level. This is also true of the external-facing 

chatbot. When a borrower requests information regarding their application, for example, the bot will only 

release details after their identity has been verified.

5. https://capacity.com/human-in-the-loop/

https://capacity.com/livechat/


Conclusion

The question is not whether lenders should use digital tools, but “To what 

degree?” Just how digitally sophisticated lenders are varies widely across the 

industry. The problem-solving potential of AI-powered systems make them a 

worthwhile consideration for lenders. 

Support automation is not going to replace loan officers—instead, it 
simultaneously benefits them and their borrowers. A tool like Capacity’s AI-
powered support platform works side-by-side with loan officers to offload 
routine tasks while providing borrowers with the on-demand, self-service 
experience they’ve come to expect.

Want to learn more about how 
Capacity can help you close loans? 

Visit our website for more information.

capacity.com

https://capacity.com/
https://capacity.com/
https://capacity.com/

