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Credit unions account for roughly one-third of all mortgage lending institutions in the United States,
yet they originate only about 15% of the nation’s mortgage loans. Why the disparity?

While approximately 74% of credit unions offer first mortgage products, industry data suggests that
only 30% to 40% provide a fully digital, end-to-end mortgage application experience. Even among
lenders that have invested heavily in digital platforms, borrower attrition remains a significant
challenge. Nearly 68% of online mortgage applications are abandoned before completion, and
almost half of consumers who encounter friction during the process choose to take their
business elsewhere.

The issue is not a lack of borrower intent. Most applicants begin the mortgage journey ready to
move forward. The problem arises when they encounter obstacles along the way—confusing
terminology, unclear requirements, complex financial questions, or requests for documentation
they do not fully understand. Without timely assistance, many simply abandon the process.

Mortgage lending technology has evolved dramatically over the past decade. Today's platforms are
faster, more intuitive, and more secure than ever before. Yet the mortgage process itself still carries
much of the complexity of its paper-based origins. Borrowers are expected to navigate unfamiliar
financial concepts, satisfy extensive documentation requirements, and make important decisions
with significant financial implications.

When questions arise, borrowers expect immediate guidance. Too often, however, they encounter
disconnected support channels: chatbots that cannot resolve their issue, email responses that
arrive hours later, or instructions to call a service center and repeat information they have already
provided.

The result is a fragmented borrower experience. What appears digital on the surface often feels
cumbersome in practice. Modern consumers expect seamless, real-time interactions. When the
mortgage process fails to deliver that experience, frustration increases, application abandonment
rises, and lenders lose opportunities to competitors that make it easier to complete the journey.

The answer to application abandonment is to provide intuitive, empathetic and well-trained
guidance during every step of the mortgage origination process. Humanized avatars can
provide that guidance.

Picture an employee who never sleeps, never calls in sick, needs no benefits, and can work in
dozens of places at once. Now picture that same employee reading the room — sensing when a
first-time homebuyer is anxious, adjusting their tone in real time, and walking that borrower
confidently through one of the most complex financial decisions of their life. Add deep fluency in



Fannie Mae, Freddie Mac, and HUD guidelines, plus the ability to hand off seamlessly to a licensed
loan officer the moment human expertise is needed.

This isn't a future concept. The technology exists today — and when employed with your online
mortgage application platform it can drive up to 80% more application starts and up to 40% more
closed loan volume by dramatically reducing application abandonment.

The Power of Empathetic Avatars

Empathetic avatars are Al-powered digital agents built around emotionalintelligence. Unlike
conventional chatbots that simply execute commands, they recognize, interpret, and respond to
human emotion — making every interaction feel personal, fluid, and genuinely human.

They mirror excitement when a borrower finds their dream home. They project calm when finances
feel overwhelming. They don't just process what applicants say — they understand how applicants
feel, and they respond accordingly.

These avatars read emotional signals in real time:

e Voice tone and pitch
e Facial expressions and micro-expressions
e Gestures and body language

By processing these inputs through advanced machine learning, the system calibrates every
response to its emotional context. A frustrated applicant gets patient, steady guidance. An excited
first-time buyer gets enthusiastic encouragement. The result is an interaction loop that feels human
— evenwhenitisn't.

What an empathetic mortgage avatar delivers:

o 24/7/365 availability

e Seamless conversion of inquiries into completed applications

e Consistent, compliant, on-brand interactions infused with empathy

o Document upload assistance and eDoc signature facilitation

¢ Instant handoff to a licensed MLO when human expertise is needed

e The ability to reach applicants wherever and whenever they connect online

Credit unions need Gen Z and Millennial members. Gen Z and Millennial members need mortgage
loans. Credit unions make mortgage loans. It sounds like a match made in heaven! The math is
straightforward — but the path to reaching these younger generations requires a new approach.

Together, these generations represent roughly 43% of the U.S. population and nearly two-thirds of
all mortgage applications. And they aren't applying at a desktop. As of 2025, nearly half of all U.S.
web traffic originates from mobile devices, and 81% of buyers aged 26-34 use a phone or tablet
during their home search, according to the 2025 NAR Home Buyers and Sellers Generational Trends



Report. If your mortgage application or pre-qualification flow isn't frictionless on mobile, younger
borrowers won't wait around — they'll move on.

How Gen Z and Millennials Are Rewriting the Rules: Homeownership has always anchored the
American Dream. For Millennials and Gen Z, that dream is being rebuilt from the ground up —
shaped by digital expectations, economic pressures, and values that bear little resemblance to
those of prior generations.

These borrowers aren't following the old playbook. They research every step, demand transparency
at every turn, and choose lenders based on experience just as much as rate. For credit unions,
understanding this shift isn't just smart strategy — it's a matter of staying relevant.

What defines these borrowers:

o Digital-first, always on. Online applications, mobile-optimized platforms, and instant
communication are baseline expectations — not differentiators. These applicants expect
24/7/365 access and will walk away from anything less.

¢ Flexibility over rigidity. Both generations want products that reflect their financial realities.
Flexible down payment options, adjustable rate structures, and assistance programs aren't
perks — they're often the deciding factor.

¢ Education as trust-building. These borrowers research everything before committing.
Lenders who offer clear, actionable guidance on rates, closing costs, and loan types don't
just close more loans — they earn long-term advocates.

The keyword for success is “Phygital” — a blending of the words “physical” and “digital”; the
seamless integration of tangible, in-person elements with digital or virtual technologies to create an
immersive, unified user experience.

Credit unions aren't just flirting with mortgage automation — they're being pushed toward it by
rising member expectations, intensifying fintech competition, and the relentless pressure to do
more with fewer resources. The question is no longer whether to modernize. It's whether you can
afford not to.

The credit unions that will win the next decade are those that meet younger borrowers with the
tools, speed, guidance, transparency, and empathy they expect — on their schedule, not just during
banker's hours. 24/7 Phygital Engagement has the power to make credit unions the “go-to” source
for mortgage lending.



