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At Reverse Mortgage Funding LLC (RMF), we are reinventing the reverse mortgage to 
satisfy the needs of today’s consumer. More than a jumbo mortgage, Equity Elite Reverse 
Mortgage helps you write more business!

Source: RMF Customer Satisfaction Survey 2017 
*Not applicable in all states; some states may impose a higher age requirement. Visit www.reversefunding.com/equity-elite for details.
†With this pricing option, borrower recieves a lender credit covering nearly all closing costs.  There is a non-refundable independent counseling fee of approximately $125 on average, which the borrower pays directly to the 
counseling agency.  Terms and conditions apply. Not available in all states.   
Equity Elite Reverse Mortgage (“Equity Elite”) is Reverse Mortgage Funding LLC’s proprietary loan program, and it is not affiliated with the Home Equity Conversion Mortgage (HECM) loan program, which is insured by FHA. 
Equity Elite is available to qualified borrowers who also may be eligible for HUD, FHA’s HECM program or are seeking loan proceeds that are higher than HUD, FHA’s HECM program limit. Equity Elite currently is available 
only for eligible properties in select states. Please contact your loan originator to see if it is currently available in your state. Upon a maturity event, any non-borrowing individuals with an ownership interest in the property, 
including non-borrowing spouses, will have 90 days to purchase the property from the estate or, if the non-borrower inherits the property, pay the loan in full using any sources of funds available to them. Any non-borrowing 
individual, including a non-borrowing spouse, should have a plan to pay off an Equity Elite reverse mortgage upon the borrower’s death or any other maturity event. If the non-borrower is unwilling or unable to purchase 
the property or pay the loan in full, there is no protection for the non-borrower (including a non-borrower spouse) to maintain an interest in the home or to continue residing in the home past the maturity event and the 

non-borrower may be evicted upon foreclosure. The FHA HECM program has protections in place for certain non-borrowing parties, so a reverse mortgage applicant with certain non-borrowing parties should strongly consider a FHA-insured HECM loan (see HECM guidelines or ask 
an RMF representative for details).  Under the Equity Elite reverse mortgage loan program, a maturity and/or default event occurs when the last surviving borrower no longer lives in the home as his or her primary residence for at least 12 months, the property charges (including taxes, 
insurance, or any other property charges) are not paid, required repairs are not completed or the property is not maintained, or any other maturity event, as specified in the Security Instrument, occurs.
‡This material has not been reviewed, approved or issued by HUD, FHA or any government agency. The company is not affiliated with or acting on behalf of or at the direction of HUD/FHA or any other government agency.

60 IS THE NEW 62
Equity Elite is available to homeowners starting at age 60.*

MORE ACCESS TO FUNDS
Potentially access even more equity—the lending limit is up to $4 mm.

LOWER UP-FRONT COSTS
Since there is no mortgage insurance premium, Equity Elite has lower up-front costs than a 
traditional reverse mortgage.

ELIMINATES ALMOST ALL CLOSING COSTS†

Equity Elite ZERO has all the benefits of our Equity Elite product but eliminates almost ALL 
closing costs and has potentially lower interest rates.

CONDOS & TOWNHOUSES 
Tap into an untapped market—you can lend to non-FHA-approved‡ condos and townhouses.

MORE COMPETITIVE PURCHASE PRODUCT 
Equity Elite allows seller’s concessions and lower costs than a HECM.

NOT FOR USE WITH CONSUMERS ©2019 Reverse Mortgage Funding LLC, 1455 Broad Street, 2nd Floor, Bloomfield, NJ 07003, 1-888-494-0882. Company NMLS ID: #1019941 (www.nmlsconsumeraccess.org). Arizona 
Mortgage Banker License #0927682; Licensed by the Department of Business Oversight under the California Residential Mortgage Lending Act; Loans made or arranged pursuant to a California Financing Law license; Georgia 
Mortgage Lender Licensee #36793; Massachusetts Mortgage Lender License #ML1019941; Licensed by the New Jersey Department of Banking & Insurance; Rhode Island Licensed Lender; Texas Mortgage Banker Registration in-state 

branch address 6044 Gateway East, Suite 236, El Paso, TX 79905. Not intended for Hawaii and New York consumers. Not all products and options are available in all states. Terms subject to change without notice. Certain conditions and fees apply. This is not a loan commitment.  
All loans subject to approval. L2074-Exp072019_v0219

To find out how RMF’s innovative, new product can help you  
write more business, contact 877.820.5314  

or visit partners.reversefunding.com.

TPO_AE_Ad_EElite_NRMLA_MarchApril2019_L2074-Exp072019.indd   1 2/12/19   4:42 PM
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Scribes
              Meet This Month’s Contributors

Craig Barnes (If You’re Talking Too Much, You’re Not Listening, p. 18) 
CRMP, Reverse Mortgage Funding LLC is a national training leader who 
provides educational services for all RMF associates and business partners. 
Barnes is a regular speaker at NRMLA events. He serves on the Independent 
Certification Committee, which oversees the CRMP designation, and on 
NRMLA’s Education Committee. Barnes has been in the reverse space for 
over 14 years and a trainer for more than 25 years. He is a DDI Certified 
Master Trainer and holds a BS in Business Education.

Shelley Giordano (Sales Is a Contact Sport, p. 15) directs Enterprise 
Integration at RFS|Mutual of Omaha Bank and is the author of What’s the 
Deal with Reverse Mortgages? (2nd Edition, Rethink Press, 2019). In 2012, 
Giordano founded the Funding Longevity Task Force. She co-chaired the 
Housing Wealth in Retirement Symposium in Washington, DC, the first 
event to draw on combined expertise of HECM industry leaders, non-
governmental agencies, regulatory agencies, financial services professionals 
and academicians. 

Darryl Hicks (Talking Heads, p. 10) is the vice president, Communications 
for National Reverse Mortgage Lenders Association, where he writes our 
Weekly Report and administers our CRMP program. He roots for the 
Steelers and the Phillies and reads mysteries as he rides the Metro to work 
each morning.

Jessica Hoefer (Borrower Chronicles, p. 34) is the communications coordinator 
for Dworbell, Inc. where she is also the member services coordinator for 
National Aging in Place Council and assists with the publication of Reverse 
Mortgage and Tax Credit Advisor magazines. She came to NRMLA from the 
National Geographic Society. She is an avid reader, a theatre junkie and loves 
to travel.

Jamie Hopkins, Esq., LLM, MBA, CFP®, RICP®  (Retirement Prep, p. 4)
is the director of Retirement Research at Carson Wealth and a former 
professor of Taxation at The American College, where he helped co-create 
the Retirement Income Certified Professional® (RICP®) education program. He 
is the author of Rewirement: Rewiring The Way You Think About Retirement. 
Hopkins was selected by InvestmentNews as one of the top 40 financial 
service professionals under 40 and by The American Bar Association as one 
of the top 40 Young Attorneys in the country.

Mark Olshaker (Providing Comfort, p. 21 and CRMP: Across the Kitchen Table, 
p. 30), is a best-selling author of fiction and non-fiction and an accomplished 
researcher in the areas of crime and medicine, as well as a documentary film 
writer and producer. Olshaker has written 16 books, including Law & Disorder 
with former FBI Agent John Douglas and Deadliest Enemy: Our War Against 
Killer Germs, with Dr. Michael Osterholm. His latest book with Douglas, 
The Killer Across the Table, will be published by Harper Collins in 2019. Their 
book, Mindhunter, is the basis for the current Netflix series.

Edward Seiler (Who are the HECM Borrowers, p. 25) is vice president, 
Research & Economic Analysis for organizations managed by Dworbell, 
including the National Reverse Mortgage Lenders Association and the 
National Aging in Place Council. In this capacity, Seiler leads economic 
research for these organizations. Previously, Seiler was chief housing econ-
omist and director at Summit Consulting, was director of Economics at 
Fannie Mae and he has lectured graduate-level microeconomics at Johns 
Hopkins University. RM
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In Reverse

HAVE YOU EVER STEPPED INTO A BORROWER’S
shoes? Have you ever crossed over to the other side of the 

kitchen table to see what it looks like, sounds like, feels like 

from there? Have you ever, like an actor, assumed the role 

of an older adult concerned about having enough money 

to fund retirement and at the same time worrying about 

your mobility and cognitive issues, your health, your family, 

loneliness? Have you ever looked at reverse in reverse? 

 If you have not, you are about to.

 This issue is not about those observers on the outside 

of the delivery process looking in—press, government offi-

cials, opinionaters, critics and cynics, and actually anyone 

beneath 62 years old.  It’s about those older Americans who 

have dived in headfirst, who have chosen to spend time 

with a reverse mortgage professional to explore what the 

loan can mean to them and those who have already agreed 

to accept the loan. This month, we attempt to look at our-

selves and our process through the lens of our borrowers.

 In two of our recurring features, we search for the magic 

words that make deals happen. In this month’s Borrower 

Chronicles (p. 34), my colleague Jessica Hoefer speaks with 

reverse mortgage holders about the moments in which they 

made the leap in their minds from curious investigator to 

committed borrower. And in our CRMP: Across the Kitchen 

Table feature (p. 30), staff writer Mark Olshaker talks with 

loan originators about observing their clients during that 

critical moment.

 In Talking Heads (p. 10), our team member, Darryl Hicks, 

who usually does our insightful interviews, instead sits 

by and listens as loan originator Neal Sweren of Atlantic 

Coast Mortgage and servicer Tera Guy of JB Nutter discuss 

common borrower confusion and the questions borrowers 

frequently ask about the servicing process and their partic-

ipation in it.

 Craig Barnes of RMF, who has spent years training 

loan originators and is a frequent presenter at NRMLA 

conferences, shares both research and experience of lender/

borrower conversations that provide evidence that less talk 

can bring you more closings. (If You’re Talking Too Much, 

You’re Not Listening, p.18) And we get to hear recounts of 

specific encounters with borrowers from a whole bunch 

of reverse mortgage professionals in the trenches in both 

Shelley Giordano’s Sales is a Contact Sport (p. 15) and Mark 

Olshaker’s Providing Comfort (p. 21).

 Since our focus is on the borrower experience, we asked 

our in-house economist, Eddie Seiler, to do an analysis 

of samplings of HECM borrowers, search for traits and 

trends and deliver another one of his research reports that 

may help you hone in on potential future clients. (Who 

Are the HECM Borrowers, p. 25) And in his Retirement 

Prep column (p. 4), Jamie Hopkins looks at the additional

uncertainty that longevity has brought to creating a fund-

ing plan for later life.

 Whatever your level of experience, we hope this issue 

provides you with some fresh insight into the perceptions 

of the people you serve.

Marty Bell, Editor

Looking at Ourselves
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Retirement
Prep

IN A LOT OF WAYS, PLANNING  
for retiremment income is more chal-
lenging than saving for retirement. 
The time period you will spend in
retirement is much more uncertain 
than the time period you will have to 
save for retirement. You will likely work 
into your 60s—barring an unforeseen 
disability, death or other traumatic
event—and from then on it’s unknown how long you’ll 
spend in retirement. 
 Income planning for an unknown length of time is dif-
ficult. Will you spend one day in retirement or 14,600 days 
(roughly 40 years)? The amount depends on when you retire 
and how long you live. 
 Longevity risk is a very real threat to your retirement income 
plan, but it’s not entirely a bad thing – it means you’ve lived 
a long life. The challenge is having the ability to fund a long 
retirement. Luckily you have a few options and strategies to 
help in your retirement income planning. The other challenge 
is the lack of awareness around life expectancy and the likeli-
hood longevity risk will apply to you.

Your Life Expectancy Changes as You Age
 According to U.S. Census data, Americans spend rough-
ly 18 years in retirement, on average. But averages tell an 
incomplete and potentially misleading story when it comes 
to longevity. For example, if you put Bill Gates and any other 
American in one room, the average wealth of the room is 

suddenly tens of billions of dollars. But that doesn’t tell an 
accurate story. 
 Many people aren’t well aware of their life expectancy and 
the very real possibility of living longer than anticipated. A 
Society of Actuaries report showed that only about 43 per-
cent of retiree respondents underestimated the average age 
to which they should expect to live by more than five years. 
 In addition to the Vanguard Calculator using Society of 
Actuary data, a number of free online longevity calculators 
—such as Living to 100, BluePrint Income and Actuaries 
Longevity Illustrator—go deeper than the national data and 
try to look at your unique health and personal factors that 
could impact longevity. 

Defer Social Security, Delay Retirement
 Longevity risk awareness is only half of the challenge to 
retirement income planning. Many people retire between 
ages 62 and 65 and the most popular Social Security claim-
ing age is 62. If longevity risk could deplete your retirement 
savings, you should consider working longer and deferring 
Social Security for as long as possible. Honestly, those are 
the two most powerful strategies to reduce a retirement
income shortfall. 
 Let’s say you’re at full retirement age at 66 years old. If 
you wait to claim your Social Security benefits at age 70 
instead of age 62, you would receive almost double the 
amount of income. So, if you were expecting to get $1,000 
a month at age 66, and you claimed at age 62, you would 
receive $700 a month. If you waited until age 70, you 
would receive $1,320. 

Jamie Hopkins

Life Expectancy and 
Your Financial Plan
By Jamie Hopkins, Director of Retirement Research, Carson Wealth Management
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Retirement
Prep

 The reason to defer Social Security benefits for as long as 
possible is because Social Security payments continue for life 
and are adjusted for inflation. The longer you live, the more 
you benefit from deferring Social Security. Because the general 
“break-even” point for Social Security is below the average life 
expectancy today, most people should defer benefits if they 
can afford to. 
 And that is the biggest challenge with retirement income 
planning. Because if you’re retired but want to defer Social 
Security, you might need money to pay bills and general
expenses. Most people have to keep working if they want to 
defer Social Security. 
 As you age, the likelihood of staying in the workforce 
gets harder – millions of Americans over age 65 are unable to 
physically work anymore. If you can work just a few months 
or a year longer than you intended, it can have a huge impact on 
your retirement. A 2018 Stanford study showed the power of 
working three to six months longer – it had the same impact 
on the longevity of your retirement portfolio as saving an 
additional one percent of your salary for 30 years! So, even 
if work is physically and mentally challenging right before 
retirement, huge benefits come from delaying retirement a 
few more months. 

Other Longevity Risk Strategies 
 You can deal with longevity risk a couple of other ways 
if deferring Social Security or delaying retirement aren’t 
possibilities. 

• Reduce expenditures in retirement. This will help your 
 money last longer. 
• Save more money while working in order to build a 
 larger nest egg for retirement.
• Invest more in equities (this strategy carries some risk). 
 but it carries some risk. 

 If you want to reduce risk rather than increase risk 
and still combat longevity risk, consider using annuities. 
Deferred income annuities and qualified longevity annuity 
contracts (QLACs) can be designed to address longevity risk 
as they continue payments for life. 
 Retirement income planning is a lot like trying to hit 
a moving target in the wind. The target is your personal 
retirement goals, the wind represents the changes that will 
occur during retirement, and the movement is longevity 
risk. Get started by being aware of your longevity and then 
you can build a plan that addresses that risk so you don’t 
outlive your money in retirement. RM

© 2018 Liberty Home Equity Solutions, Inc. All Rights Reserved.  10951 White Rock Road, Suite 200, 
Rancho Cordova, CA 95670. NMLS # 3313 (www.nmlsconsumeraccess.org), (800) 218-1415. For a 
complete list of licenses, visit www.libertyhomeequity.com/licensesnmls.  |  LIB-W-100218-A

You Deserve Liberty’s
WORLD-CLASS SERVICE

Liberty is committed to  
providing partners with:
• Dependable underwriting
• Industry leading cycle times
• Reliable loan scenario desk
• Knowledge & service expertise

Become a partner, call
866.871.1353
LibertyHomeEquity.com/Partner
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The Biz
EVERYTHING NEW YOU NEED TO KNOW

People are talking about…
HECM Receives Negative Credit Subsidy 
In FY2020 Budget

 On March 18, the Trump Administration released its 
appendices to the fiscal year 2020 budgetary request that includes 
a positive economic forecast for the Home Equity Conversion 
Mortgage (HECM) program.
 By law, HECM must be self-sustaining and not depend on 
Congress for annual appropriations to cover projected insurance 
losses. The administration’s proposed budget scored the HECM 
as having a negative credit subsidy equal to -.08 percent. This 
means the program is projected to generate sufficient revenue to 
offset losses for the FY2020 book of business.  
 A separate citation in the president’s budget request stated 
that the Department of Housing and Urban Development’s 
Office of the Inspector General will expand its oversight of the 
HECM program, ensuring it does not pose undue risk to the 
Mutual Mortgage Insurance (MMI) Fund.

FHA’s Dr. Joshua Miller Vows Rigorous Analysis
of HECM

 Speaking at NRMLA’s Western Regional Meeting in 
Huntington Beach, CA, March 25-26, FHA senior advisor and 
economist Dr. Joshua Miller said, “rigorous analysis” will be 
necessary to adequately monitor and measure the impact that 
home prices, interest rates and policies, such as collateral risk 
assessment, are having on HECM program performance.
 “One of the goals in stepping into this new position is to 
ensure that this rigorous analysis is done,” said Miller, who ended 
his speech by stating that he was optimistic that he could “move 
the needle in the right direction” when it comes to improving 
HECM performance. 
 Miller joined the Office of Housing on January 28, as a senior 
advisor to Deputy Assistant Secretary for Single Family Programs 
Gisele Roget, with a particular focus on the HECM program.

Barron’s: Parents Spend $500 Billion a Year 
Supporting Adult Children

 Citing statistics from consulting firm Age Wave and Bank of 
America Merrill Lynch, Barron’s highlights that nearly 80 percent 
of parents give some financial support to their adult children—to 
the tune of $500 billion a year. That’s twice what parents put into 
retirement accounts, wrote reporter Reshma Kapadia, in her article 
“How Your Kids Can Ruin Your Retirement—and How to Make 
Sure They Don’t.”
 Parental help often starts small, covering expenses such as 
cellphone bills, car payments, groceries or health insurance. But 
temporary assistance can quickly turn permanent and pricey, 
financing rent and down payments, grandchildren’s college educa-
tions and support for offspring going through divorce or battling 
drug addiction.

  For those intent on helping their adult offspring, Kapadia 
writes that financial advisors stress running the numbers and 
bringing the children into the conversation, so they can see what 
their parents can afford, reducing the guilt some parents feel for 
saying no.
 Giving to children, she added, requires good communication 
and firm boundaries. But striking the right balance can help 
parents find the feeling that’s so elusive: peace of mind, for their 
children and themselves.
 
Survey: 54 Percent of American Corporations 
View Retirement as a Market Risk

 A recent survey of 148 U.S. corporations that collectively 
employ 2.9 million workers found that 83 percent of them have a 
significant number of employees at or nearing retirement and 54 
percent believe the loss of talent due to retiring workers will be more 
significant than other labor market risks over the next five years.
 That’s according to the 2018 Longer Working Careers Survey 
published in December by professional services consultant Willis 
Towers Watson, which retirement columnist and Nerdwallet 
contributor Liz Weston summarized in a recent column.
 The survey noted that only one in ten large employers offers a 
formal phased-retirement program that lets workers cut back their 
hours or responsibilities before they quit work entirely. Fewer than 
one in three offered their employees the option to work part-time 
or switch to a less demanding job.
 “That’s too bad, because flexible work arrangements don’t just 
help people who need or want to work longer. These accommoda-
tions also could help workers who are starting families, pursuing 
degrees or caring for aging parents,” wrote Weston.
 The Biz continued on page 8
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Partner with 
Experience

For industry professionals only - not intended for consumers. American Advisors Group, NMLS #9392 (www.nmlsconsumeraccess.org), 
headquartered at 3800 W. Chapman Ave., 3rd & 7th  oors, Orange, CA 92868. This material is not from HUD or the FHA and was not 

approved by HUD or a government agency. License information can be viewed on: www.aag.com/disclosure.

Nobody knows the reverse mortgage space like AAG. As an 
approved partner, you’ll enjoy unlimited support to help your 
clients realize a better retirement:

Access to customizable and compliant materials, 24/7

Access to legal and compliance review for marketing materials

Dedicated Lender Support team from submission through 
funding

AAAG’s Concierge Experience (ACE) - our internal team of 
processing experts

aag.com/wholesale
(866) 964-1109
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The Biz continued from page 6

Senior Housing Wealth Exceeds $7 Trillion For First Time

 Homeowners 62 and older saw 
their housing wealth grow by 1.4 
percent or $98 billion in the fourth 
quarter to a record $7.05 trillion from 
Q3 2018, the National Reverse Mort-
gage Lenders Association reported in its 
quarterly release of the NRMLA/Risk-
Span Reverse Mortgage Market Index.
 The RMMI rose in Q4 2018 to 
254.10, another all-time high since the 
index was first published in 2000. The 
increase in senior homeowner’s wealth 
was mainly driven by an estimated 
1.3 percent or $110 billion increase 
in senior home values and offset by a 
0.7 percent or $11.7 billion increase of 
senior-held mortgage debt.
 Year-over-year, the RMMI 
increased by 6.5 percent in 2018, compared to 8.4 percent in 2017 and 8.2 percent in 2016. The slowdown in the rate of growth in the RMMI 
can be attributed to lower home price appreciate rates nationwide.
 “Despite slower home price appreciation, we ended 2018 on a high note. The RMMI increased for the 31st consecutive quarter, there are 
now 23.9 million senior homeowners—the highest number ever—and these homeowners hold a record $7.05 trillion in home equity,” said 
Steve Irwin, NRMLA’s executive vice president. “For many retirees, a reverse mortgage offers the perfect solution to extract this home equity 
and put it to good use, so that they can live more financially secure lives.”

LET US KNOW WHAT YOU’RE TALKING ABOUT.  
This new forum is the place for readers to share their opinions with fellow colleagues about the direction of the reverse mortgage 
business and other retirement trends. Submissions should be limited to 100 words or less and submitted to Associate Editor 
Darryl Hicks, at dhicks@dworbell.com. 

Five Trends That Could Reshape Retirement

 Changing family structures, longer life expectancies, increasing burdens on Medicare, an aging workforce and an emerging economy to 
address the growing 50+ population are among the demographic and lifestyle trends that will change the way Americans plan and invest for the 
future, according to a new white paper from RBC Wealth Management – U.S.
 “Twenty years ago, retirement was a fixed point in time—you fully retired and spent your remaining years relaxing. It’s different now,” the 
paper titled, “Rewriting Retirement,” states. “Today, retirement is a time of life that brings you the freedom to continue working and have time 
for leisure, family, volunteering, pursuing hobbies and travel.”
 As part of the report, RBC polled more than 1,400 
Americans (half pre-retirement, half retired) and found 
that seniors are generally positive about retirement, with 
three-quarters of those aged 70+ saying they are confident 
they will achieve the type of retirement they desire. 
Importantly, there is a strong correlation between that 
feeling of assurance and the existence of a comprehensive 
wealth plan: 84 percent of those who already have a plan in 
place report feeling confident, compared to just 45 percent of those who don’t.
 Adaptability is key, as a third of seniors say they are spending their time differently than anticipated. Moreover, 52 percent of pre-retirees 
cite travel as their top retirement goal, while 53 percent of current retirees say they want to spend more time with family, demonstrating how 
priorities change as people settle into their new lifestyle.

QUARTER OVER QUARTER CHANGES IN SENIOR HOME EQUITY
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FHA Issues Policy Guidance on Use of Third Party 
Verification Services
 The Federal Housing Administration published Mortgagee Letter 
(ML) 2019-01: Third Party Verification Services, which provides 
guidance for the use of Third Party Verification (TPV) services as an 
alternative for verifying borrowers’ employment, income or assets.
  Mortgagee Letter 2019-01 revises documentation requirements to 
allow the use of vendors to verify information directly with borrowers’ 
employers or financial institutions without the need for additional 
documentation and is consistent with industry practice. The mortgag-
ee remains responsible for the quality of its FHA-insured mortgages 
and must ensure that its TPV vendors fully comply with all applicable 
laws and FHA requirements.
 The provisions outlined in ML 2019-01 became effective imme-
diately and apply to all FHA forward and HECM reverse mortgages.

Social Security and OIG Launch Public Service 
Announcement Campaign
 The Social Security Administration and its Office of the Inspector 
General launched a joint Public Service Announcement (PSA) 
campaign addressing a nationwide telephone impersonation scheme.
 The SSA continues to receive reports from across the country 
about fraudulent phone calls from people falsely claiming to be 
Social Security employees. Calls can even “spoof” Social Security’s 
national customer service number as the incoming number on the 
caller ID. The new PSAs will air on TV and radio stations across the 
country to alert the public to remain vigilant against potential fraud.
 Social Security employees do occasionally contact people—
generally those who have ongoing business with the agency—by 
telephone for business purposes. However, it’s important to remind 
your reverse mortgage clients that Social Security employees will 
never threaten a person or promise a Social Security benefit approval, 
or increase, in exchange for information. If a person receives these 
calls, he or she should report the information to the OIG Fraud 
Hotline at 1-800-269-0271 or online at https://oig.ssa.gov/report.

And now you’re up to date.

In Washington
they’re talking about…

The Press is talking about…
Reverse Mortgages Are Beginning to 
Gain Acceptance
https://www.thestreet.com/personal-finance/mortgages/reverse-
mortgages-are-beginning-to-gain-acceptance-14882200 
TheStreet.com

 Veteran journalist Scott Van Voorhis interviewed several 
financial planners and found most of them supported the use of 
home equity in retirement. “While some planners remain skeptical, 
others now see home equity “conversion” loans as a way for clients 
who have struggled to save to augment their retirement income,” 
wrote Van Voorhis, especially now that FHA has tightened qual-
ification standards. George Gagliardi, founder of Coromandel 
Wealth Management in Lexington, MA, called reverse mortgages 
the “Swiss Army Knife” of financial planning tools and a “more 
cost-effective replacement for Long Term Care insurance.” Dennis 
Nolte, vice president and financial advisor at Seacoast National 
Bank in Florida, said his parents and his in-laws have both taken 
out reverse mortgages. “We’re absolutely seeing more of a need to 
discuss home equity as part of a retirement plan if the liquid asset 
numbers/guaranteed incomes, like Social Security/pensions, aren’t 
enough to make the plan work,” Nolte said.

Yes, You Can Use Reverse Mortgages as a 
Retirement Planning Tool. But Beware the Risks
https://www.barrons.com/articles/reverse-mortgages-retirement-
planning-51552058388 
Barron’s

 Reporter Sarah Max explains how reverse mortgages, when 
used judiciously, can be a valuable tool in retirement. “One of the 
most intriguing benefits, I think, is spending coordination with 
your portfolio,” says Neil Krishnaswamy, a financial planner and 
enrolled agent with Exencial Wealth Advisors in Frisco, TX. In the 
event of a major market decline, wrote Max, borrowers can access 
this equity in lieu of tapping their portfolios in a down market. 
Steve Vernon, a consulting research scholar at the Stanford Center 
on Longevity, and author of “Retirement Game-Changers,” added, 
“I’ve come full circle on reverse mortgages. The costs of the loans 
are high, but if you love your house and don’t have other resources, 
it’s something to consider.”
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BASED ON THE QUESTIONS THAT WE GET FROM        
consumers and from loan originators, servicing remains a 
critical, yet misunderstood, part of the reverse mortgage 
process. How do loan officers and servicers interact? And 
how should borrowers interact with each of them?
 To help clarify this, we invited loan originator Neil Sweren, 
CRMP, to interview one of the most knowledgeable servicers 
in the business, Tera Guy of James B. Nutter, and get
responses to questions that he often gets asked by past clients. 
 Sweren is the senior vice president and reverse mort-
gage manager for Atlantic Coast Mortgage, LLC, located 
in Owings Mills, MD. He has originated reverse mortgages 
since 2006 and was among the first people to earn the Cer-
tified Reverse Mortgage Professional (CRMP) designation 
in 2010. 
 Guy is the executive vice president/operations manager 
at James B. Nutter & Company, based in Kansas City, 
MO. She has worked at JB Nutter for 35 years and has 
been involved in servicing FHA Home Equity Conversion 
Mortgages since the program began in 1990. 
 What transpired was an informative, free-flowing discus-
sion of ideas on Life Expectancy Set-Asides, annual occupancy 
notices, due and payable timelines and servicing best prac-
tices that I hope you will find as enlightening as I did.

Neil Sweren: What can we do on the origination side 
to better prepare borrowers for what they may encounter 
after closing?

Tera Guy: Explain how the Life Expectancy Set-Aside 
(LESA) works and make clear that these funds may not 

last forever. Borrowers think ‘oh, the lender will take care 
of it’ but they don’t understand the money can run out. It 
is important to go over how the LESA is calculated, so they 
know that it is based on actuarial tables (life expectancy)
and it may not necessarily cover their lifetime. Remind 
them they need to monitor their LESA balance. Second, 
homeowners association (HOA) dues are not included in 
the LESA nor are they extinguished at the origination of 
the HECM. Servicers have had problems with delinquent 
HOA dues getting paid and obtaining information on the 
homeowners’ association. It’s important for the borrowers 
to not only pay HOA dues, but also to communicate to the 
servicer who the contact is for the association. Most impor-
tantly, borrowers need to communicate with their servicer. 
If they need to have surgery and will be out of the home 
for a couple months, it’s very important for the lender to 
know this. We are here to service them and help them, so 
the more communication the better.

Neil Sweren, CRMP, Atlantic Coast Mortgage, LLC 
and Tera Guy, JB Nutter
A Loan Originator Interviews a Servicer By Darryl Hicks

Talking
Heads

Tera Guy

Talking Heads continued on page 12

Neil Sweren, CRMP
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NS: If someone is going to be out of the house, what’s the 
timeframe that they should be thinking is worthy of a 
phone call?

TG: Many borrowers have family who live out of town 
or out of state and they go to visit for extensive periods 
of time. That’s perfectly fine. HUD’s requirement is that 
the borrower cannot be away from the property for 12 
consecutive months. Let’s say a borrower likes to spend 
the summers with her daughter and grandchildren. If they 
expect to be away for any longer than two months they 
should call the servicer, let them know how long they’ll 
be away and what the expected return date will be. This 
is important because HUD requires us to provide proof 
every year from the borrower that they occupy the home. 
On the anniversary date that the loan was closed, the ser-
vicer mails an annual occupancy certification. The form 
is very simple. It states the guidelines and asks them to 
acknowledge that they are still residing in the home as a 
primary residence. We ask them for their current phone 
number and email address, if they have one, and whether 
their next of kin has changed. Servicers may vary what 
they ask on the forms, but basically, the borrower must 
sign and acknowledge that they occupy the property. By 
letting us know they’ll be away, we know not to expect the 
annual occupancy certification until after a certain date.  

NS: Let’s come back to the occupancy certification in a 
minute. I’d like to go back to your comment about the 
LESA funds. So, you’re saying even if we have a mandatory 
LESA, these funds could run out and the borrower is 
then responsible for paying his or her taxes and insurance 
again?

TG: Correct, unless they have unused funds in a line of 
credit. Then they could instruct the servicer to use those 
funds to pay the taxes and insurance. If the servicer discovers 
that the taxes and insurance are not paid, we are then obli-
gated to pay them, but that would be a default event.

NS: Did you say that LESA information is or is not cur-
rently on the loan statements that the borrower receives? 

TG: It is on our statements. I believe most servicers have 
incorporated that information too. It’s a good idea, so that 
the borrower is constantly aware of what’s going on with 
that account. 

NS: Ok, maybe if it’s not on the borrower’s statement it 
would be a good idea for the borrower to call the servicer 
and ask periodically how much is remaining in the 
LESA account. 

TG: Another way that servicers can notify them if that 
LESA information is not on their monthly statements is to 
incorporate a few pages on the borrower’s annual occupancy 
certification because that goes out every year. 

NS: Let’s talk a little bit about the occupancy statements, 
because that’s something all borrowers deal with on an 
ongoing basis. How many letters go out? When should 
they start expecting them? What happens if they don’t 
respond? Whatever you can tell us.

TG: The letter is mailed once a year on the anniversary of 
their closing date. The letter is automatically generated. 
It goes to the borrower, who must sign it and return it to 
the servicer. 

NS: Are they just signing it? 

TG: Yes, we explain why they need to sign it and to stay 
in communication with their servicer if they’re going to be 
away for two months or longer. 

NS: Ok, but the only action they need to take is to sign 
it and drop it in the mail to you? 

TG: And to provide a new phone number or next of kin if 
either has changed. 

NS: So, the first letter is generated on the anniversary 
date?

TG: Yes.

NS: What happens if the borrower doesn’t send it back? 

TG: The servicer sends a second letter, but we wait a 
month. The wait time varies a little from servicer to servicer. 
If the second letter isn’t returned, we’ll start making phone 
calls. If we don’t get an answer, or a return phone call, we 
will send one more letter via regular mail and continue 
phone calls. After three months of no responses, we can do 
two things. First, we send the annual occupancy certifica-
tion by overnight mail, which requires a signature. If that 
doesn’t work, we then order a property inspection. A proper-
ty preservation company will visit the property and see if
it looks occupied. Is the grass mowed? Are the windows

Talking Heads continued from page 10

Talking Heads continued on page 14
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broken? You normally can tell if someone is living there 
and then they report back to us. If we’re lucky, the home-
owner or a neighbor is outside. 

NS: Who pays for the inspection? 

TG: The servicer. If they reach the borrower, the inspector 
will say ‘look, your servicer asked us to come out here, 
they’ve made attempts to contact you because they need to 
certify you’re still living here.’ At this point, the borrowers 
are good about contacting us and they’ll say, ‘sorry, we’ve 
been out of town or whatever’ and then we’ll tell them to 
expect another letter, to sign it immediately and send it 
back to us. That normally resolves the situation. On the 
other hand, if the inspector can’t tell whether the property 
is being occupied, we’ll continue trying to contact the bor-
rower, but also take it another step by using Lexus Nexis 
or DataTree to see if the borrower is living elsewhere. After 
six months, if we still have no verification, normally the 
servicer will request from HUD that the loan be called due 
and payable. The servicer submits the request through the 
HERMIT system, HUD approves it, and then the foreclo-
sure timeline begins from there. 

NS: What percentage of borrowers return the annual 
occupancy certification within the first two tries?

TG: Our experience has been around 90 percent.

NS: So, a clear majority respond in a timely manner 
and only ten percent do not for various reasons?

TG: Correct. The older the loans in our portfolio, and we 
have one of the oldest portfolios, the less you hear from 
those people in the first or second attempt, because they’ve 
moved into a nursing home or they passed away and we 
were not aware at the time.  

NS: When the last surviving borrower dies, how do you 
know, and what are the timing milestones that the family 
needs to be aware of?

TG: At the time the last remaining borrower dies, the ser-
vicer is required to call the loan due and payable and the 
foreclosure timeline begins. The servicers can find out a 
borrower has died through several means. Sometimes a 
family member contacts the servicer, but the most common 
way is through the Social Security Death Index (SSDI). 

This report is provided by and through HUD’s HERMIT 
system and the report is updated monthly. However, servicers 
cannot solely rely on the SSDI because in many cases, the 
SSDI may not reflect a death until months afterward, so 
the servicers enlist vendors that provide other sources they 
can use that may indicate a borrower has died. There are 
specific HUD required timelines that must be met during 
the default/foreclosure process. The first timeline require-
ment is to notify HUD of the death within 60 days of the 
date of death. The second timeline requirement is to obtain 
an appraisal of the property within 30 days of the due and 
payable date (death date). The third timeline requirement is 
the First Legal Date. This is where the lender has requested
the foreclosure attorney to file the formal legal notice of
intention to foreclose in the property’s court jurisdiction. 
Servicers may request an extension of the foreclosure time-
line up to two times for three additional months each time. 
Each extension request must be supported with documenta-
tion proving the heirs are in the process of getting their own 
loan to pay off the HECM or they are actively trying to sell 
the property. They could also be working on a deed-in-lieu 
of foreclosure. Once the First Legal Date is filed, the foreclo-
sure process and timelines vary according to state law. There 
are many transactions that can occur that could delay the 
foreclosure process along the way. A few examples are the 
property is involved in probate, the heir files bankruptcy, 
court jurisdiction delays, etc.  

NS: Last question. What can the industry be doing
better to improve the customer experience throughout 
the servicing of the loan and at payoff?

TG: [At James B. Nutter,] We assign a single point of 
contact (SPOC) to every borrower; a sort of concierge to 
assist the borrower on all things servicing related. The bor-
rower gets to know the servicer SPOC assigned to them 
and the SPOC gets to know the borrower. Most borrowers 
appreciate having one person they can contact who can 
help them no matter what the subject is involving their 
reverse mortgage. The SPOC isn’t required to have a full 
knowledge of every aspect of servicing, but the SPOC can 
get them the info they requested, need, etc. It gives the 
borrowers a sense of comfort knowing they have only one 
person to call for any need. It has been very successful for 
us. Communication between the servicer and borrowers 
improves. I also think it’s important for the industry to 
devise a FAQ sheet and provide it to the borrowers after 
closing and annually. Try to include questions and answers 
that cover what a borrower may experience during the life 
of their loan or they have issues with or questions on.

Talking Heads continued from page 12
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“SALES IS A CONTACT SPORT.” MANY OF US WHO 
worked at Wells Fargo may remember this mantra espoused 
in the firm’s realtor-aimed simulcasts by Brian Buffini, a

renowned business coach. Brian main-
tained that only face-to-face interac-
tion, getting “belly-to-belly,” he says, 
with referral partners ensures success 
in the sales arena. And if there ever was 
a product that benefits from an eye-
to-eye conversation, it is the HECM. 
It’s value and safety simply cannot be 
conveyed effectively with emails or 

brochures. We all have experienced the satisfaction of seeing
the light bulb illuminate when presenting the HECM
attributes to a customer or referral partner. Yet getting that 
one-to-one opportunity is the most difficult aspect of our 
jobs to arrange. Why?
 To begin, let us look back at our history. Our highest 
volume coincided with the industry’s affiliation with large 
institutions, like Wells Fargo and Bank of America. Having 
those names associated with the reverse mortgage industry 
no doubt helped customers feel confident that the prod-
uct was safe. But perhaps it was the total number of “at 
bats” that drove so much of our success. For example, as 
a condition of employment at these large banks, HECM 
loan officers often were required to visit bank branches on 
a schedule, educate the staff from tellers to trust officers, 
and generally integrate themselves into the branch culture. 
And for every branch employee, he/she touched hundreds 
of bank customers who were potential HECM candidates. 
In addition, for some of the bank employees, especially 
traditional mortgage originators, compensation from the 
HECM could be shared. In at least one bank, the reve-
nue from the gain on sale redounded to the traditional 
mortgage branch, an extremely powerful incentive for
collaboration in getting the message out to bank customers. 
In military parlance, having thousands of bank employees 
operate as “friendlies” established a powerful “force multi-
plier” for the reverse mortgage business.
 Compare that historical alliance to today’s typical HECM 
loan officer. Once the bank branches were no longer available 
to us, most of us had no choice but to work from home. 
Let’s face it, not having to dress immediately for the work 

day can disincentivize anyone from making a sales call
later in the day. The impromptu, unexpected opportunities 
that arise in an office setting are very hard to replace. And 
obviously, there are no bank employees engaging daily on 
our behalf to share in the HECM revenue. There are no 
weekly bank events to attend, no forward mortgage meet-
ings to frequent, no bank customers sent our way. After the 
big companies exited, in many branches, we were no longer 
even welcome. The number of “at bats” decreased dramati-
cally. And, I fear, so did our collective frame of mind. 
 This new proximity challenge caused many originators 
or lenders to just give up the business altogether. Elder 
customers are notoriously elusive, can be quite isolated, and 
it is difficult to both find them and earn their trust. New 
referral partners were needed, but engaging with them was 
not going to be as easy as being assigned a bank branch. 
Under these trying circumstances, continuing changes to 
the HECM program seemed insurmountable. A cloud 
of negativity took hold of many in our industry. Rarely 
a week goes by that someone is not raging at FHA for 
making the job so difficult, either with letters, or social 
media sites, like LinkedIn. I even saw a rather violent letter 
that concluded that we should give up hope because realtors 
are not bright enough to understand H4P, and financial 
advisors will never do what is right for their customers
because they cannot get paid for a HECM referral!
 And yet there still are HECM originators whose volume 
and revenue are absolutely outstanding. They are selling 
exactly the same product as an originator whose volume 
does not provide a good living. So, how do these HECM 
Superstars differ from those whose attitude is decidedly 
defeatist? 
 In a discussion I had recently with successful originators 
Ann Marie Harrison, Ron Heath and David Tourtillott, 
habits and patterns emerged that suggest that our business 
is not necessarily moribund, but is sensitive to the efforts 
of industry originators.

Belief In One’s Own Agency
 Our Superstars cited two relevant principles related to 
personal agency:

Sales Is A Contact Sport  
Face-to-face, gratitude and personal effort   By Shelley Giordano

Contact Sport continued on page 16

Shelley Giordano
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• Practice gratitude towards FHA for improving the 
 HECM; and
• Believe that success is based on personal effort and only 
 possible through consistent activity levels.

 FHA: All three loan originators 
agreed that FHA is essential to the 
product offering. They consciously 
practice positive reactions to FHA 
changes. David believes that if cli-
ents do not pass financial assessment, 
a reverse mortgage is not for them 
anyway. He is happy not to be part 
of a transaction that would result in 
negative outcomes a couple of years down the road. David 
begins his day at 5:30 with exercise and deliberately thinks 
about the day being good, going over strategies that will 
“attract HECM borrowers.”
 Ann Marie feels that the principal limit (PL) changes in 
2017 improved the HECM. For her HECM for Purchase 
clients, the upfront MIP decreased, as well as the ongoing 
MIP. “My clients would have been upside down in 15 years, 
but under the new MIP structure, they will not reach cross-
over for more like 25 years. It is a better program now. Clients 

can retain more equity.” In regard to second appraisals, Ann 
Marie admits that her team was negative at first, but caught 
themselves early and chose to look at the positive. “Without 
FHA, we would not have this wonderful product.”
 Mr. Heath acknowledges that the Oct. 2, 2017 PL changes 
affected his volume temporarily. He estimates his business 
dropped by 15 percent initially. His response? Double down 
on referral partner interaction! He is confident that his busi-
ness in 2019 will increase by 25 to 35 percent.
 Personal Effort: These loan originators each bought 
leads very early in their careers to learn the business and to 
buy time to build their own referral networks. They do not 
leave their businesses to chance. For example, Ann Marie 
has presented a minimum of two seminars a week for realtors, 
builders, consumers and financial advisors for a decade now 
without fail. Her schedule also includes seminars outside of 
her regularly scheduled weekly ones so that her total semi-
nar count looks more like ten to 12 a 
month. How many of us can honestly 
say that we have scheduled this level 
of activity month in and month out 
for ten straight years?
 Ron even goes so far as to pick 
up a tip from Jerry Delmato, a loan 
officer in Connecticut. “Watch your 

Contact Sport continued from page 15
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ratio of work clothes versus sweatpants coming out of the 
laundry. If there are fewer work clothes emerging than 
‘home office clothes,’ you can bet you are spending too 
much time in your home office, and not enough time 
prospecting for business!”

It Is Never About The Money, 
Only The Customer
 All three loan officers make every effort to do what is 
right for the customer without regard to their own pay-
checks. They often don’t even keep a running tally of how 
many loans closed in a given month; they have faith that 
their business principles will deliver prosperity. Both Ann 
Marie and David try to treat their customers like they are 
their own families. David collects customer testimonials 
that remind him of how important the HECM has been 
to his clients. Ann Marie’s generosity is not limited to her 
own income. She regularly mentors others who hope to 
learn from her years of experience. Echoing this service 
mentality, Ron lives by the Henry Ford credo: “A busi-
ness absolutely devoted to service will have only one worry 
about profits. They will be embarrassingly large.” 

All We Have Control Over Is Our 
Own Activities
 When Ann Marie got started with 
HECM for Purchase in 2009, she 
set up a vigorous schedule that she 
follows to this day. Like Ann Marie, 
Ron delivers about 14 varied semi-
nars a month, supports realtor open 
houses, and meets financial advisors 
by visiting BNI groups around town. 
He asks simply that a new financial 
advisor “send him a case to illustrate.” David believes that 
you cannot do this business “sitting in a chair.” For him, the 
FHA PL changes generated a new resolve. He estimates that 
he needs eight to ten at bats now instead of two to three to 
be able to do the number of HECMs that satisfy his drive 
for excellence, and his genuine desire to help as many people
as possible. In the last 35 days, David has presented 11 work-
shops. None of the panelists is concerned about competition 
because they engage with a “servant’s heart” and rely on their 
own actions that build deep, trusting relationships. They are 
confident in their alliances with referral partners and do not 
fear that competitors can woo them away.

FHA Changes Do Not Alter The Value 
The HECM Brings
 David suggests loan officers should look in their mirrors 

and ask, “Do I love what I do? Do I love helping seniors?” 
If the answer is yes, the future of reverse mortgages can 
only be bright. There will always be a need for reverse 
mortgages, especially since people are living longer. “How 
this product changes lives is the fuel that drives me. I don’t 
see how you cannot get excited about what the HECM 
does for our customers.”
 Ron feels privileged to “change the lives of retirees. If 
you gotta work, this is literally the best job I can imagine.” 
Ann Marie concurs: “The FHA changes do not alter the 
value the HECM brings to extend retirement stability and 
reduce fixed expenses. I love being able to help a senior get 
in a better spot.”

Honing Their Craft:
The HECM Story Has Evolved To Focus 
On Cash Flow In Retirement
 Not surprisingly, all three of these loan officers hone 
their skills constantly. David listens to audio tapes over 
and over again to understand the research on how housing 
wealth integrates with retirement income planning. Ron 
coaches all of his referral partners to understand how the 
HECM provides liquidity and cash flow. His conversa-
tion with both referral partners and customers has totally 
changed over the years. Last week, a client called to tell 
him how pleased he was, because of the HECM, to be 
taking only the required minimum distributions from his 
retirement portfolio. This client recognized that he was 
able to keep more money invested for the duration of this 
retirement. Ann Marie’s understanding of retirement in-
come principles, likewise, solidifies her reputation and like 
David and Ron, is considered the go-to HECM person in 
her community. 

Conclusion
 Many of us in the industry have been providing 
HECMs for 20 years and, let’s face it, are a bit long in the 
tooth ourselves. Perhaps doing just a few transactions a 
year is now just fine for our own personal situations and 
there is nothing wrong with that. But where is the next 
generation of loan originators? Many companies find it 
difficult to attract young people with high income dreams 
when there is no bank presence to drive referrals immedi-
ately. But, as these loan originators prove, even without 
the banks, the HECM business can deliver an excellent, 
fulfilling career and high earnings. Returning to Henry 
Ford, our successful loan originators “don’t find fault, but 
find a remedy.” And they depend on and trust face-to-face 
interactions to ensure that the unique safety and value of 
the HECM is thoroughly understood and appreciated. RM

Ann Marie Harrison
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I’M A TRAINER. I HAVE BEEN FOR OVER 25 YEARS. 
My goal is to impart to my trainees as much knowledge 
as possible. I not only want to teach you the basics of
reverse mortgages, I want to provide education on Financial 
Assessment, Non-Borrowing Spouses, Reverse Mortgage 
Math, HECM Servicing and so on. If I do my job well, 
you’ll have all the knowledge you need, when you need it. 
But does a potential borrower need or want to hear every-
thing you know? 
 Sometimes, all that information can be a curse. We try 
to show how much knowledge we have. We want to be the 
experts. Answer all the questions–maybe even before they 
are asked. 

STOP! Research shows that the less you talk,
the more loans you’ll close!

 We have compiled a lot of data by listening to calls, 
speaking to borrowers and trying new ideas when speak-
ing with clients. A theme quickly emerged: LESS TALK = 
MORE LOANS! 
 Gong.io conducted a survey in 2017, The Science of 
Winning Sales Conversations, which analyzed over 250,000 
calls. These were sales calls in various industries, some busi-
ness-to-consumer, some business-to-business, but the themes 
were the same and they backed-up what we observed.
 They came up with six conclusions:

1. Talking vs. Listening 

 • The longer the client talks, the better the close rate;
 • Most conversions happened with a 43 percent/

57 percent ratio. You should be talking less than half 
the time. On an average sales call, the sales person 
talks up to 75 percent of the time; and

 • Four Minutes – Letting the client speak for four 
uninterrupted minutes increases the close rate by 
11 percent.

 Conclusion: Let the client talk!

2. Company Overview
We should all be proud of the place we work. But that 
doesn’t mean you have to tell your client everything 
about it. Keep it to two minutes. 

 • More than two minutes is a deal killer. Keep the 
company overview short, no need for history, a 
who’s who, the position in the industry, etc.;

 • Talking about you and your company wastes time. 
  The client isn’t doing the talking; and
 • Too much company information can backfire. It 

sounds egotistical. Talking negatively about com-
petitors is also usually bad for your business. And 
it drives the client to research/reach out to the 
competition.

Conclusion: Let the client talk!

3. Listen for Competitors
We are in a competitive market today. Chances are 
your client has spoken to or met with one or more of 
your competitors. 

 • If the client doesn’t mention others that they have 
spoken to or received a package from, ask them who 
they have spoken to? Don’t wait to ask, do it early;

 • The longer in the conversation you wait to discuss 
  competitors, the conversion rate decreases;
 • Discussing competitors early increases the close rate 
  by up to 49 percent; and
 • Knowing they are speaking to your competitors 
  early allows you to put “your best foot forward.” 

 Be familiar with your competitor’s product mix, rates 
and fees, but don’t tell the client “they’re wrong.” 
Remember step #2 when talking about your competition 
to your clients!  

Conclusion: Don’t be afraid to talk about the competition.

If You’re
Talking Too Much,
You’re Not Listening!  
It’s about them, not you  By Craig Barnes, CRMP
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4. Timing is Everything
As sales professionals, we all hate to hear ‘I need to 
think about it,’ or ‘I need to talk to...’, or ‘I’m not sure.’ 
There are cues you can listen for that increase the rate 
of conversion. 

 • Listen for signals throughout the conversation. 
In the thousands of calls that were listened to, the 
word “probably” had a positive outcome;

 • Be careful not to push or pressure;
  – We have all gotten the line, “What can I do to get 
           you into this car today?” Avoid that and similar lines.
  – Don’t suggest “the deal won’t be here tomorrow.” 
 • Return to “their story,” their vacation plans, the life 

they were talking about AFTER they closed on 
their reverse; and

 • Offer to talk to their advisors (kids, financial planners,
  other advisors).

Conclusion: Don’t push but be ready to “put them into
the loan.” 

5. Talking Price
Sometimes we are victims of our own mind. We have 
all heard “reverse mortgages are expensive” so many 
times we tend to shy away from the Good Faith Estimate 
(GFE) and talking how much the loan costs. 

 • Don’t be scared to talk price – clients feel it; 
 • Don’t lead with price. Most consumers will pay 

more for a better value proposition. Give it to them 
first. Remember the premium features of a HECM, 

non-recourse, no monthly principal and interest 
payments, LOC growth;

 • Being the expert can be deadly. We all know the 
fees and their purpose, but unless the client asks 
(remember, they are leading the conversation) for 
a fee-by-fee breakdown, keep it high level; and

 • Put your best foot forward. You’re not selling used 
cars, don’t haggle. Remember #3, by this point 
you should know what they are getting from 
the competition.

Conclusion: Don’t start with price, but don’t be afraid of 
it either!

6. Risk Reversal 
We all want an out. Risk reversal can help make the 
deal when the clients know they have an out. 

 • 32 percent increase in close rate when the client 
  knows they can get “out;” and
 • Don’t overcomplicate the “outs.”

– Right of Rescission. Three days to change your 
   mind if they get buyer’s remorse.
– No prepayment penalty. If you win the lottery you 
   can pay the loan off without a penalty.
– Non-Recourse. You or your kids will never have 
   to pay anything out-of-pocket, no matter how 
   long you’re in the home. 

Conclusion:  People want to be able to change their mind, 
show them how they can!

If You’re Talking continued on page 20
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Getting them talking means you have 
to stop!
 Here are four questions you have all heard along with 
suggestions on swapping out some long-winded answers 
to a shorter answer that puts it back to the client. 

1. How can I get my money?
– Instead of: You can get tenure payments, term pay-
ments, lines of credit, cash-out or modified tenure or 
term payments 

– Try this: How would you like to get your money?

2. Do I have to pay it back?
– Instead of: When you pass away or sell the house, 
the loan becomes due and payable, you or your heirs 
will have six months to pay it back, sell the home or 
apply for extensions

– Try this: Just like any mortgage, it does have to be 
paid back, but no monthly payments are required. 
How long do you plan on staying in your current home?

3. What if I still have a mortgage?
– Instead of: Depending on the amount of the payoff 
you may still qualify for the loan, but it will depend on 
the product you pick. I have ARMs, Fixed and Jumbos.

– Try this: We pay off any of your existing mortgage 
with proceeds from the loan. How much do you owe on 
your home?

4. Why are the closing costs so high?
– Instead of: Well, some of the costs go to the govern-
ment since it’s a government loan, then there are the 
fees that go for title, recording the lien, origination fees 
and fees for the credit report, to make sure your home 
is not in a flood zone…

– Try this: Is there a specific fee you are questioning? 
I would be happy to explain each one for you. 

 All the responses are shorter and generally turn the 
conversation back to the client, so they can tell more 
of their story. Ultimately, when they are telling their 
story, and you are listening, you’ll get all your questions 
answered without saying a word.

If You’re Talking continued from page 19

RM
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IN A WORLD FULL OF NOISE, IN WHICH OLDER ADULTS   
are barraged with sales offers via email and cellphone daily, 

how do you best and most efficiently appeal to the reverse 

mortgage potential borrower and make him or her feel most 

comfortable with the product and the process. At the recent 

NRMLA Western Regional Meeting in Huntington Beach, 

CA, four highly experienced reverse mortgage originators 

came together to offer individual perspectives. Their views 

exemplify the diversity of the HECM and proprietary 

markets in general, but all represent proven best practices, 

depending on the area and situation.

 Two factors quickly stand out: One is to zero in on just 

what the potential borrower wants to achieve. And while 

the relationship with the borrower ultimately becomes the 

key factor in reaching that point, a robust means of obtaining 

good referrals appears to be central to every strategy.

 As the panel’s moderator, Sherry Apanay, chief devel-

opment officer for Finance of America Reverse in Tulsa, OK, 

observed, “I think we would all agree that the conversation 

has changed today from what it was even a year or two 

years ago. It’s a question of learning what method works 

for you.”

Galen Call, CRMP
Manager, Reverse Mortgage Division, 
TreeHouse Mortgage Group, a 
division of American Pacific Reverse 
Mortgage Group, Monterey, CA

 “The conversation changed significantly and with retire-
ment planning, a very holistic approach took over and 
became dominant. Previous leads, whose principal limits 
were reduced, requalified with proprietary options,” states 
Call, who is committed to finding the right solution to 
helping her clients age in place, whether that solution is a 
HECM, one of the new private jumbo reverse mortgages, 
or some other option. “A lot of the people I’m talking to 
are home improvement-driven for aging in place. Home 
health care is often Priority Number One.”
 She calls herself “old school,” and uses direct mail
campaigns to market to fiduciaries of various kinds,
including attorneys and tax advisors, and bankers who don’t
offer reverse mortgages, as well as selectively to some real-
tors. One of her most successful outreaches is to business
owners of senior support services.

Providing Comfort  
Selling in Today’s World   By Mark Olshaker

Providing Comfort continued on page 22
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 “I frequently do one-on-one meetings and small group 
presentations, so I get a lot of face time [with potential 
referrers and borrowers].”
 As to meeting with potential borrowers themselves, all 
of which is face-to-face, “I prepare very specifically. How 
do you handle objections about not having enough money? 
I ask about what other assets there might be. Can the family 
help? We do a budget analysis to examine their current 
expenses. If they say the fees are too high, I say, ‘In relation 
to what?’ If they have experience with a forward mortgage, 
it leads to a great discussion, and once they’ve broken it 
down, the fee is not an issue most of the time.”

 “The main thing is to get that conversation going. 
Most often, it starts with, or circles back to, their financial 
advisor or trust attorney. How do they preserve the assets 
they already have? Do they want to liquidate some of their 
equity? Do they want to avoid tax consequences that result 
from tapping home equity, as opposed to assets under 
management? They [the advisor] will start this conversation 
with the client and then the client calls me, or they will call 
me and then the client follows up. [For example], the advisors 
learn about the proprietary as a second loan, keeping the 
mortgage in place to help preserve equity in the house.
 “And the conversation with advisors still brings in the 
children, which opens up another avenue, which is beneficial 
as well. They have to learn about negative amortization, of 
course. If you want to leave [the home] to the kids, we look 
at the whole issue and say, ‘Can you afford to have your cake 
and eat it, too?’ Do the children really even want it? This, in 
turn, leads to a discussion of what is really going on in the 
clients’ lives and what are they trying to accomplish? The loan 
and the ability to live where they want to live is all about them 
and not their children. They come to terms with the legacy 
and after that, it’s about what’s in the bank for the kids.
 “We have choices to offer. The menu has expanded. 
And my attitude that I present is one of optimism and 
hope: I’m here to solve problems. And that is not what 
they’re used to hearing.”

Susan Perry, CRMP
Attorney, President, 
Broker and Loan Officer, 
Capital Funding, 
Laguna Niguel, CA

 “I’m in a unique situation in that I don’t reach out to 
the general public. My business is almost 100 percent refer-
rals from financial planners and attorneys, so I try to join 
more organizations, more associations, and be much more 
in front of them. I go online to find whatever local organiza-
tions I can to become a member and attend meetings. That 
helps you differentiate yourself and show you’re willing to 
become an expert in a particular field. And I’ve focused a lot 
more on getting back into estate planning to deal more with 
those types of professionals. But I still stay in touch with 
existing clientele, who frequently give me referrals.”
 “Because of all this, when I speak to a borrower, they’re 
already a very ‘warm’ referral, but they generally don’t know 
much about who I really am, so I do spend time talking 
about myself. I want them to have confidence in who 
they’re dealing with. Then I’m really, really big on educating 
them, which makes them want to ask me questions. And 
by the end of the conversation, they’re often thanking me 
because there’s no sales pitch going on whatsoever. I give 
them the option to come in and talk some more, so they 
know I’ve always got their best interests at heart.”

 Perry, who says she conducts about 50 percent of her 
business face-to-face, recommends a realistic approach but 
sees reason for optimism within that. “We need to not 
look in the rearview mirror, but what it is today, and it’s 
going to be in the future. And I really see a lot of hope and 
promise. It seems there is a lot more marketing being offered 
by a lot of companies to help us go out there and spread 
the message about reverse mortgages. There has been a lot 
of misconception [about the product]. Moving forward, 
we have a lot of opportunity to change that.”

Providing Comfort continued from page 21

We need to not look in the rearview
mirror, but what it is today, and it’s going 
to be in the future. And I really see a lot

of hope and promise.

“We have choices to offer. The menu has 
expanded. And my attitude that I

present is one of optimism and hope: I’m 
here to solve problems. And that is not 

what they’re used to hearing.”
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“It’s important to emphasize your
experience and that you’re local, stressing, 
‘I’m the local person you need to contact 

about reverse mortgages.’”
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Bruce E. Simmons, CRMP
Reverse Mortgage Manager, 
American Liberty Mortgage, 
Denver, CO

 

 For Simmons, the strategy is, “Try to stay out in front 
of people.” To do this, he produces a quarterly newsletter 
that he markets to around 2,500 people. In addition, his 
marketing to financial advisors, bankers and real estate 
agents, centers around contacts every two weeks, mainly 
through emails to bring them to his website. Each quarter, 
he holds two HECM for Purchase classes for realtors.
 “They hear me on the radio, they see my website, so 
they’re calling me first. If you buy leads, you have to over-
come that. I talk to bankers and financial advisors on a regular 
basis, which is much better than cold calls or handling 
cold inquiries. It’s important to emphasize your experience 
and that you’re local, stressing, ‘I’m the local person you 
need to contact about reverse mortgages.’
 Obtaining as much information about the potential client
is critical. “My goal is to eventually get to an information 
meeting, so my first question is, ‘What are you hoping to 
accomplish?’ Then, I can gear the conversation. I tell them, 
‘I’m not there to sell you anything; I’m not going to ask you to 
sign anything. It’s an education focus and you’ll have to talk 
to a counselor.’ And I give them a list of counselors.

 “I try to position myself as the person of trust. If they 
ask me, I say I’m a salesman, so you don’t want me to tell 
you to do this. What I can do is give you the informa-
tion. It’s just a question of being genuine with them. I 
break down the fees. I explain the amortization schedule 
and make them understand how interest accumulates over 
time. If someone’s trying to hide that, that’s not a good 
thing. I don’t want them calling me back two or three years 
later telling me I screwed them over with this lousy loan. 
It’s a good loan if they know what it is going into it.”

Michael Zwerling 
Sales Manager, 
New American Funding,
Tustin, CA

 “We are in one of the toughest, most difficult times for 
reverse mortgages,” says Zwerling, who—unlike the others
—primarily sells by phone and nationally. You need to 
break the old rules. You need to be willing to consider new 
ways of doing things. Remove all conditions and obstacles. 
Don’t tell people, ‘I can’t do that.’ You have to make the 
process easy on them.
 “There’s always a risk they’ll take your figures down 
the street and shop you. But 100 percent of the people 
you don’t give a number to will go somewhere else. The 
cheapest product is not the best product. Have confidence 
in what you’re offering. Give your figures with confidence.
 “The Number One thing to accept as a salesperson is 
that no one knows who you are, so you have to get out 
there. People buy from people they know, and if they don’t 
know you, they can’t trust you. There are two levels to this: 
They don’t know you, and they forget about you, so you 
have to be top of mind.
 “Every single idea you have has to be going out to a 
LinkedIn, a Snapchat, an Instagram, a Facebook. You need 
a variety of content to reach a lot of people. What does 
your company do? What services do you offer? What is the 
news in your business? Cross-promote with other people. 
Do it yourself or pay someone. Spend money to get atten-
tion. I’m also working on an online presentation. I can 
drop a voicemail to all my leads at the same time to keep 
them updated; the same with text messages.”
 To Zwerling, the opportunity in the field is only growing. 
“There are over 80 million Baby Boomers out there and 
we’ve done a little over a million reverse mortgages. There 
is a need out there in our society to take debt equity and 
convert that money into cash for retirement. Home equity is 
at its highest level right now. There have been huge gains 
in the stock market. But what happens when this comes 
crashing down? That’s going to be an opportunity. And 
with low interest rates, you have an opportunity to get 
people in while these ten-year rates are low. It’s going to 
allow them to unlock more of their equity.” RM

e e



 24 REVERSE MORTGAGE / MAY-JUNE 2019
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Who are the HECM Borrowers?  
Factors That Affect the Demand for Reverse Mortgages  By Edward Seiler

HOMEOWNERSHIP RATES FOR OLDER 
Americans remained close to 80 percent at 
the end of 2018, and for the first time, the 
amount of home equity available to house-
holds age 62 and over exceeded $7 trillion 
(NRMLA/RiskSpan). This is good news, espe-
cially since recent data show that as seniors 
age their expenditures decrease slower than 
their incomes, and many older Americans need 
to tap savings (or other resources) to make 
ends meet.1

 Yet, despite these record home equity levels 
and palpable income shortfalls, only two per-
cent of seniors have taken reverse mortgages, and many who could potentially benefit from borrowing against their housing 
wealth haven’t done so.2 Indeed, we are a long way from the 12 to 14 percent of senior households that some have (conserva-
tively) suggested are eligible for, and could sensibly use, HECMs.3

 It would thus appear that if we can identify households that have a higher propensity to obtain reverse mortgages, we can 
tailor products and services to these potential borrowers and grow the reverse mortgage market. 

Who are the potential borrowers?
 Past studies indicate that households with low incomes, modest non-housing wealth, previous mortgages and poor health 
are the most likely reverse mortgage borrower candidates. Furthermore, early HECM program data suggests that borrowers who are 
older, who live in households headed by a single female, and who are Black or Hispanic are more likely to seek a reverse mortgage.4 
 We update and complement these theoretical and older results by examining the results from two recent empirical papers.
 Moulton, Loibl and Haurin’s 2017 Cityscape article (referenced above) is, in the authors’ words, primarily meant to inform 
assumptions for practitioners regarding “the demand for and takeup of reverse mortgages.” The paper uses aging in place and 
administrative data on 1,761 households that received HECM pre-loan counseling and compares these households to similar 
households that did not receive counseling. The second paper, Chatterjee’s 2016 article5, uses statistical regression techniques to 
contrast HECM borrowers and non-borrowers using University of Michigan Health and Retirement Study (HRS) data.

1 See my article in the March-April 2019 Reverse Mortgage edition for more details.
2 Moulton, Stephanie, Cazilia Loibl and Donald Haurin, “Reverse Mortgage Motivations and Outcomes: Insights from Survey Data,” Cityscape 19.1 (2017). I refer to 
this article as the Cityscape paper.
3  Warshawsky, Mark and Tatevik Zohrabyan, “Retire on the House: The Use of Reverse Mortgages to Enhance Retirement Security,” MIT Center on Finance and 
Policy (2016).
4 Nakajima, Makoto and Irina Telyukova, “Reverse Mortgage Loans: A Quantitative Analysis,” Journal of Finance, 72.2, (2017) is a recent paper that provides 
theoretical results using a calibrated simulation retirement model. Other results are from older papers that are cited in the Cityscape paper.
5 Chatterjee, Swarn, “Reverse Mortgage Participation in the United States: Evidence from a National Study,” International Journal of Financial Studies 4.5, (2016). 
I refer to this article as the Chatterjee paper.

ECONOMIC RESEARCH REPORT:

HECM Borrowers continued on page 26
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HECM Borrowers continued from page 25

But is there room for growth?
 Before we review these papers, we review recently released Survey of Income and Program Participation data (from the U.S. 
Census Bureau) to scope the potential for growth in senior home equity extraction. 
 Illustration 1 shows household median net worth by age (including and excluding own home equity).

 The table shows that as Americans age their net worth increases (up to the oldest age group), and that home equity con-
stitutes two-thirds of net worth for the median borrower in the 65 to 69 and 70 to 74 age groups. 

                     

 Illustration 2 shows that over one-quarter of older households have net worths between $50,000 and $250,000. Since many of 
these households have a significant portion of their wealth tied-up in home equity, they could potentially benefit from equity 
release programs. In addition, over 45 percent of age 65 to 74 households have net worth of $250,000 and higher. As previous
research has shown, wealthier households can also benefit from reverse mortgages by mitigating periods of poor investment 
returns – especially in times of stock market uncertainty.6 
 There is thus ample room for growth.

6 See Sacks, Barry and Stephen Sacks, “Reversing the Conventional Wisdom: Using Home Equity to Supplement Retirement Income,” Journal of Financial 
Planning, (2012).

 Illustration 2: Distribution of Household Net Worth by Age Group

 Source: US Census Bureau.

 Illustration 1: Household Median Net Worth by Age Group

2	
	

Illustration	1:	Household	Median	Net	Worth	by	Age	Group	

Age	 Net	
Worth	

Net	Worth	(Excluding	
Equity	in	Own	Home)	

<	35			 $7,670		 $4,661		
35-44	 $55,390		 $21,870		
45-54			 $98,790		 $33,940		
55-64	 $163,300		 $61,390		
65-69	 $193,400		 $66,250		
70-74	 $209,200		 $62,560		
75	+	 $194,900		 $45,740		
TOTAL	 $81,850		 $25,230		
Source:	US	Census	Bureau.	

The	table	shows	that	as	Americans	age	their	net	worth	increases	(up	to	the	oldest	age	group),	and	that	own	home	equity	
constitutes	two-thirds	of	net	worth	for	the	median	borrower	in	the	65-69	and	70-74	age	groups.		

Illustration	2:	Distribution	of	Household	Net	Worth	by	Age	Group	

	
																						Source:	US	Census	Bureau.	

Illustration	2	shows	that	over	one-quarter	of	older	households	have	net	worth	between	$50,000	and	$250,000.	Since	
many	of	these	households	have	a	significant	portion	of	their	wealth	is	tied-up	in	home-equity,	they	could	potentially	
benefit	from	equity	release	programs.	In	addition,	over	45%	of	age	65-74	households	have	net	worth	of	$250,000	and	
higher.	As	previous	research	has	shown,	wealthier	households	can	also	benefit	from	reverse	mortgages	by	mitigating	
periods	of	poor	investment	returns—especially	in	times	of	stock	market	uncertainty.6		

There	is	thus	ample	room	for	growth.	

Comparing	HECM	counseled	borrowers	with	HECM	eligible	senior	homeowners	in	the	general	population		
Moulton,	Loibl	and	Haurin’s	Cityscape	study	analyzes	data	on	1,761	households	that	received	HECM	pre-loan	counseling	
between	2006	and	2011	and	consented	to	participate	in	the	Aging	in	Place	(AIP)	survey	in	2014-15.	Of	these,	74	percent	
(1,294	borrowers)	obtained	a	reverse	mortgage.		

A	potential	pitfall	with	this	data	is	that	to	be	included	in	the	final	1,761	records,	the	researchers	needed	counseled	
borrowers	to	have	viable	contact	information,	to	opt	into	responding,	and	then	consent	to	participate	in	the	AIP	survey.	
This	data	collection	process	(common	is	social	science	research)	is	not	ideal—the	three	data	selection	hurdles	imply	that	
the	sample	of	households	that	participated	may	not	representative	of	the	overall	population	of	counselled	households.	
The	Cityscape	authors	acknowledge	this	and	apply	a	sample	weighting	scheme	to	overcome	selection	issues	to	ensure	
that	the	sample	is	representative.			

																																																													
6	See	Sacks,	Barry	and	Stephen	Sacks,	“Reversing	the	Conventional	Wisdom:	Using	Home	Equity	to	Supplement	Retirement	Income,”	
Journal	of	Financial	Planning,	(2012).	

 Source: US Census Bureau.
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Comparing HECM counseled borrowers with HECM eligible senior homeowners in the 
general population 
 Moulton, Loibl and Haurin’s Cityscape study analyzes data on 1,761 households that received HECM pre-loan counseling 
between 2006 and 2011 and consented to participate in the Aging in Place (AIP) survey in 2014-15. Of these, 74 percent (1,294 
borrowers) obtained a reverse mortgage. 
 A potential pitfall with this data is that to be included in the final 1,761 records, the researchers needed counseled borrowers to 
have viable contact information, to opt into responding and then consent to participate in the AIP survey. This data collection 
process (common is social science research) is not ideal—the three data selection hurdles imply that the sample of households 
that participated may not be representative of the overall population of counseled households. The Cityscape authors acknowl-
edge this and apply a sample weighting scheme to overcome selection issues to ensure that the sample is representative.  
 The comparison non-counseled data used is derived from University of Michigan Health and Retirement Study (HRS) 
survey data from 2008 and 2010. The authors filter the HRS sample so that households would have been eligible for a HECM 
loan (i.e., homeowners with at least one person age 62+). The HRS data consists of 13,516 records.7

 Illustration 3 shows demographic and financial summary statistics for counseled and non-counseled households.

 Of note in this table:

• A higher proportion of HECM borrowers are Black (14 percent) than in the general population (eight percent). This differ-
 ence is morepronounced for black households (27 percent) that received counseling but did not take out a HECM loan.
• Homeowners who have a two- or four-year college degree are more likely to obtain HECM loan counseling. The relationship 
 is flipped for homeowners who have a high-school education level.

7 While we discuss representativeness issues for the AIP data counseled loans, the non-counseled HRS data also has selection issues since eligibility is matched on 
only two characteristics. However, since the scope of the Cityscape paper is limited, the data is appropriate. Also note that the data predate recent changes in the 
HECM program (e.g., as in October 2017 as described in HUD Mortgagee Letter 2017-12), and thus reflect a different loan environment than potential future 
borrowers face.

HECM Borrowers continued on page 28

 Illustration 3: Descriptive Statistics (Sample Means, Financial Values in 2014 $)
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The	comparison	non-counseled	data	used	is	derived	from	University	of	Michigan	Health	and	Retirement	Study	(HRS)	
survey	data	from	2008	and	2010.	The	authors	filter	the	HRS	sample	so	that	households	would	have	been	eligible	for	a	
HECM	loan	(i.e.,	homeowners	with	at	least	one	person	age	62+).	The	HRS	data	consists	of	13,516	records.7	

Illustration	3	shows	demographic	and	financial	summary	statistics	for	counseled	and	non-counseled	households.	

Illustration	3:	Descriptive	Statistics	(Sample	Means,	Financial	Values	in	2014	$)	
	 Counseled	HECM	

Borrowers	
Counseled	HECM	
Nonborrowers	

HRS	Non-counseled	
Nonborrowers	

Demographics	 	 	 	
						Hispanic	(%)	 4%	 6%	 6%	
						White	(%)	 76%	 64%	 89%	
						Black	(%)	 14%	 27%	 8%	
						Education:	Less	than	high	school	(%)	 15%	 15%	 16%	
						Education:	High	school	(%)	 46%	 44%	 54%	
						Education:	2-year	college	(%)	 9%	 11%	 4%	
						Education:	4-year	college	(%)	 21%	 21%	 13%	
						Education:	postgraduate	(%)	 8%	 9%	 11%	
						Age	of	youngest	household	member	(years)	 70.16	 69.62	 69.76	
						Unmarried	male	(%)	 19%	 22%	 11%	
						Unmarried	female	(%)	 35%	 38%	 31%	
						Married	(%)	 45%	 40%	 58%	
Financial	Variables	($)	 	 	 	
						Household	income	 2,981	 2,682	 5,310	
						Assets	other	than	primary	residence	 38,788	 39,535	 252,051	
						Home	value	(primary	residence)	 312,615	 242,715	 239,649	
						Mortgage	debt	(where	>	0)	 132,644	 118,015	 115,457	
						Home	Equity	of	primary	residence	 230,919	 163,853	 197,491	
						Monthly	mortgage	payment	(where	>	0)	 1,132	 1,007	 1,048	

	Source:	2017	Cityscape	article,	Exhibit	4.	(Note	that	this	table	is	a	selected	extract	from	the	full	table).		

Of	note	in	this	table:	
• A	higher	proportion	of	HECM	borrowers	are	Black	(14%)	than	in	the	general	population	(8%).	This	difference	is	

more	pronounced	for	black	households	(27%)	that	received	counseling	but	did	not	take	out	a	HECM	loan.	
• Homeowners	who	have	a	two-	or	four-year	college	degree	are	more	likely	to	obtain	HECM	loan	counseling.	The	

relationship	is	flipped	for	homeowners	who	have	a	high-school	education	level.	
• A	higher	proportion	of	HECM	borrowers	are	unmarried.	This	is	true	of	unmarried	men	(19%	borrowers	versus	

11%	in	the	general	population)	and	unmarried	women	(35%	versus	31%).	The	larger	difference	among	
unmarried	men	is	a	novel	finding.	

• The	Cityscape	data	corroborate	past	studies	in	that	HECM	counseled	households	have	lower	incomes	and	more	
modest	non-housing	wealth	than	the	general	population.	

Using	regression	models	to	study	reverse	mortgage	participation		
While	the	Cityscape	paper	provides	some	clear	indicators	of	who	is	likely	to	obtain	a	reverse	mortgage,	the	results	are	
derived	from	a	uniquely	constructed	dataset.	It	is	thus	incumbent	on	us	to	look	at	a	second	set	of	results	to	corroborate	
these	findings.		

																																																													
7	While	we	discuss	representativeness	issues	for	the	AIP	data	counseled	loans,	the	non-counseled	HRS	data	also	has	selection	issues	
since	eligibility	is	matched	on	only	two	characteristics.	However,	since	the	scope	of	the	Cityscape	paper	is	limited,	the	data	is	
appropriate.	Also	note	that	the	data	predate	recent	changes	in	the	HECM	program	(e.g.,	as	in	October	2017	as	described	in	HUD	
Mortgagee	Letter	2017-12),	and	thus	reflect	a	different	loan	environment	than	potential	future	borrowers	face.	

 Source: 2017 Cityscape article, Exhibit 4. (Note that this table is a selected extract from the full table). 
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• A higher proportion of HECM borrowers are unmarried. This is true of unmarried men (19 percent borrowers vs. 11 percent 
 in the general population) and unmarried women (35 percent vs. 31 percent). The larger difference among unmarried men is  
 a novel finding.
• The Cityscape data corroborate past studies in that HECM counseled households have lower incomes and more modest 
 non-housing wealth than the general population.

Using regression models to study reverse mortgage participation 
 While the Cityscape paper provides some clear indicators of who is likely to obtain a reverse mortgage, the results are derived 
from a uniquely constructed dataset. It is thus incumbent on us to look at a second set of results to corroborate these findings. 
 Chatterjee’s 2016 paper (referenced earlier) uses 2012 HRS data to examine the factors that affect the propensity for 
homeowners aged 62 and over to obtain a reverse mortgage. Chatterjee’s data includes 10,625 households, but only 104 with 
a reverse mortgage. He uses a weighting scheme to try to overcome these small sample issues, make the sample more nationally 
representative and the results more robust. Summary statistics for his final data are shown in Illustration 4.

 Of note in this table:

• Households with reverse mortgages are more likely to be approaching or in their 70s, to have a college education, and 
 (as opposed to the Cityscape paper) be White and be married.
• Households with reverse mortgages have better self-reported health statuses and have fewer Activities of Daily Living 
 (ADL) problems. 
• The proportion of borrowers with long-term care policies is two-thirds less (five vs.14 percent) than for households without 
 a reverse mortgage.
• A higher percentage of reverse mortgage respondents are in the top two quartiles for income and net worth.
• Households with reverse mortgages are more risk averse, are more likely to have prepared a 5+ year financial plan and are more 
 likely to report a higher probability of leaving a bequest.

HECM Borrowers continued from page 27

Illustration 4: Descriptive Statistics for Homeowners with and Without Reverse Mortgages (RM) (Sample Means)

4	
	

Chatterjee’s	2016	paper	(referenced	above)	uses	2012	HRS	data	to	examine	the	factors	that	affect	the	propensity	for	
homeowners	aged	62	and	over	to	obtain	a	reverse	mortgage.		Chatterjee’s	data	includes	10,625	households,	but	only	
104	with	a	reverse	mortgage.	He	uses	a	weighting	scheme	to	try	to	overcome	these	small	sample	issues,	make	the	
sample	more	nationally	representative	and	the	results	more	robust.	Summary	statistics	for	his	final	data	are	shown	in	
Illustration	4.	

Illustration	4:	Descriptive	Statistics	for	Homeowners	with	and	Without	Reverse	Mortgages	(RM)	(Sample	Means)	
Variable	 Has	a	RM	 No	RM	 	 Variable	 Has	a	RM	 No	RM	
Age:	 	 	 	 Income	 	 	
					62–67	years	 9%	 26%	 	 					Quartile	1	(lowest)	 11%	 25%	
					68–73	years	 36%	 26%	 	 					Quartile	2	 25%	 26%	
					74–79	years	 42%	 24%	 	 					Quartile	3	 33%	 24%	
					80	+	 13%	 24%	 	 					Quartile	4	(highest)	 31%	 25%	
White	 80%	 71%	 	 Net	Worth	 	 	
Married	 76%	 57%	 	 					Quartile	1	(lowest)	 6%	 25%	
Education	 	 	 	 					Quartile	2	 19%	 25%	
					<	High	School	 20%	 24%	 	 					Quartile	3	 35%	 25%	
					High	School	 30%	 34%	 	 					Quartile	4	(highest)	 43%	 25%	
					Some	College	 28%	 21%	 	 Total	Wealth	 	 	
					College	 12%	 10%	 	 					Non-housing		 $106,000	 $251,000	
Health	Related	 	 	 	 					Housing		 $190,000	 $120,000	
					Activities	of	Daily	
					Living	(ADL)	Problem	 4%	 10%	 	 Risk	Averse	 78%	 64%	

					Self-Perception	of		
					Excellent	Health	 12%	 9%	 	 Have	a	Fin.	Planning	

Horizon	>	5	years	 8%	 5%	

					Self-Reported	Prob.		
					Live	beyond	75	 67%	 63%	 	 Self-Reported	Prob.	Of	

Leaving	a	Bequest	 81%	 63%	

					Have	Long	Term	Care		
					Insurance	(LTCI)	 5%	 14%	 	 	 	 	

	
Of	note	in	this	table:	

• Households	with	reverse	mortgages	are	more	likely	to	be	approaching	or	in	their	seventies,	to	have	a	college	
education,	and	(as	opposed	to	the	Cityscape	paper)	be	White	and	be	married.	

• Households	with	reverse	mortgages	have	better	self-reported	health	statuses	and	have	fewer	ADL	problems.		
• The	proportion	of	borrowers	with	long-term	care	policies	is	two-third	less	(5	versus	14	percent)	than	for	

households	without	a	reverse	mortgage.	
• A	higher	percentage	of	reverse	mortgage	respondents	are	in	the	top	two	quartiles	for	income	and	net	worth.	
• Households	with	reverse	mortgages	are	more	risk	averse,	are	more	likely	to	have	prepared	a	5+	year	financial	

plan	and	are	more	likely	to	report	a	higher	probability	of	leaving	a	bequest.	

Chatterjee	also	performs	statistical	regression	analysis	to	estimate	the	likelihood	that	a	household	has	a	reverse	
mortgage.8	The	main	results	of	his	analysis	show:		

• Younger	homeowners,	ages	62-67,	are	less	likely	to	have	a	reverse	mortgage.	
• Married	homeowners	are	40	percent	less	likely	to	have	a	reverse	mortgage.	(Note	that	this	overturns	our	initial	

finding	in	Illustration	4.	In	other	words,	when	we	control	for	all	demographic	and	financial	factors	the	inference	
switches.	This	illustrates	the	importance	of	taking	all	factors	into	account).	

																																																													
8	Technical	Footnote:	Regression	analysis	allows	us	to	estimate	the	probability	that	a	62+	homeowner	will	hold	a	reverse	mortgage	
based	on	the	joint	effect	of	all	the	variables	that	determine	the	probability.	An	additional	advantage	of	regression	is	that	it	enables	
us	to	study	the	individual	influence	of	each	of	the	predictive	variables	(while	taking	into	account	all	the	other	variables).	We	focus	on	
Chatterjee’s	“rare	event	logit”	regression	results	and	report	only	on	variables	that	are	(statistically)	significant.		
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8 Technical Footnote: Regression analysis allows us to estimate the probability that a 62+ homeowner will hold a reverse mortgage based on the joint effect of all 
the variables that determine the probability. An additional advantage of regression is that it enables us to study the individual influence of each of the predictive 
variables (while taking into account all the other variables). We focus on Chatterjee’s “rare event logit” regression results and report only on variables that are 
(statistically) significant. 

 Chatterjee also performs statistical regression analysis to estimate the likelihood that a household has a reverse mortgage.8 
The main results of his analysis show: 

• Younger homeowners, ages 62 to 67, are less likely to have a reverse mortgage;
• Married homeowners are 40 percent less likely to have a reverse mortgage. (Note that this overturns our initial finding in 
 Illustration 4. In other words, when we control for all demographic and financial factors the inference switches. This illustrates 
 the importance of taking all factors into account);
• Respondents with some or a full college education are twice as likely to have a reverse mortgage as homeowners that didn’t 
 finish high school; 
• Homeowners with two or more ADL problems are 70 percent less likely to have a reverse mortgage;
• Respondents with high net worth are nine times more likely to have a reverse mortgage than those in the lowest net 
 worth quartile;
• Risk averse respondents are 44 percent more likely to have a reverse mortgage than those who are not; and
• Homeowners with private long-term care insurance are 67 percent less likely to have a reverse mortgage.

In Closing
 Homeowners ages 62 and over have over $7 trillion in home equity, yet only a small portion of the seniors who are eligible 
for, and could sensibly use, a reverse mortgage has done so. By identifying and quantifying the demographic, socio-economic, 
health and financial factors that affect the propensity of senior homeowners to obtain a reverse mortgage loan, we should be 
able to successfully tailor products and services and grow the market. RM

Premier Reverse Closings (PRC) offers many tools to 
assist you in strategizing how to grow your business.  

Let our team of experienced professionals help you put a 
plan in place to succeed!

Contact us today to ensure that you are taking 
advantage of all that PRC has to offer, such as:

Online Fee CalculatorOnline Fee Calculator • PRC Mobile App • Trust and POA 
Reviews • TitlePro247 • REiSource/ListSource • Educational 

Forums • CRMP Course • H4P in AZ, CA and TX • Fully 
Integrated with BayDocs • Integrated with ReverseVision

The Experts You Need
The Partner You Can Trust

Toll Free: (800) 542-4113 or PRClosings.com
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CRMP continued on page 32

ARE THERE MAGIC WORDS LIKELY TO LEAD TO 
success in the reverse mortgage sales process?
 That is what we asked three leading NRMLA Certified 
Reverse Mortgage Professionals – CRMPs. While they con-
cede there is no “Open Sesame” incantation that assures 
all the moving parts—including borrower motivation, 
counseling, Financial Assessment—will all come together 
for a satisfying closing, there are a number of words and 
phrases that, if faithfully heeded and followed, can greatly 
improve an originator’s track record and, in fact, represent 
best practices for a frequently (and often unfairly) maligned 
industry.
 At the top of the list are: Listen, Educate, Be Patient, 
Don’t Sell Too Hard, Determine the Borrower’s Individual 
Needs and Keep the Relationship Going. The commonality 
to all of these magic words: Put yourself in the borrower’s 
shoes. Oh, and it doesn’t hurt to conduct your business 
face-to-face.
 “From my perspective, in today’s 
market, it’s most important to have 
face-to-face contact,” states Alison 
Calamia, assistant vice president of 
America’s Mortgage Resource’s reverse 
mortgage loan office in New Orleans,
LA. “Borrowers are looking for absolute
exposure and transparency. They 
want detail. I believe they have to understand why the 
mortgage insurance premium (MIP) is there, why the 
changes in the program are there, and what it will take to 
qualify them. When you tell them, they get it. You take 

away the fear factor when you provide information, they 
can’t easily get anywhere else. I never want someone to 
come to me later and say, ‘You didn’t tell me that!’ That’s 
one of the reasons we get a lot of bad press.”

Needs and Trust
 “To me, what’s unique about the 
reverse mortgage is that it is not just 
a cookie cutter loan, like a forward 
mortgage, where it’s just about mak-
ing payments,” says Tim Nelson of 
VIP Mortgage in Scottsdale, AZ. 
“We customize the product based on 
the borrower’s needs. There are so 
many characteristics that it’s crucial 
to listen to the borrowers: What do they need? What do 
they want to accomplish? If you can determine the bor-
rower’s need, you can say, ‘Based on your circumstances, 
here’s how this can help you, and here are your options.’ 
You can narrow the decision down for the borrowers. Very 
importantly, the loan officer has a lot to do with the success 
of the transaction. It’s so important to have an experienced 
loan officer or CRMP.” Since 2009, Nelson has been
involved exclusively with reverse mortgages. In 2013, he 
became the first loan officer in Arizona to earn the CRMP 
designation.
 “Almost all of our business is face-to-face,” says James A. 
“Jimbo” King III of McGowin-King Mortgage in Birming-
ham, AL. “I would say, once we engage them, we don’t try 

The Magic Words  
Loan Originator Perspective  By Mark Olshaker

Allison Calamia

Tim Nelson
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to sell the product so much as edu-
cate. Most people come into the con-
versation with the perception there’s 
a dark cloud hanging over the prod-
uct. So, I say, don’t try to sell them; 
let them gain perspective.”
 “It’s about developing a level of 
trust,” Nelson believes. “That’s the 
biggest issue we all face because of negative publicity.”
 “A woman recently told me she’d heard some night-
mare stories,” Calamia recalls. “I said, ‘Okay, here’s why 
you’ve heard them.’ It takes a longer conversation, but I 
don’t rush through this. Going in detail through the why’s 
gives them a level of comfort and trust.” 

Slow Down and Listen
 “This is not the kind of loan to rush through,” she 
says. “Slow down, talk less and listen! There is no substitute 
for ‘boots on the ground.’ I love sitting across the kitchen 
table, listening. They want to tell the story of their lives 
to a younger generation. Hearing it gives me insight into 

what’s going on in their current lives, what their needs 
are and how we can make the program work for them. 
They’ll get to know me, and we’ll drill down on the real
issues. Do your prequalification that way. And if the 
HECM does not fit, I’ll be the first to tell them. Nobody 
wants their time wasted.”
 “I ask them what has led them to my doorstep, what 
need or concern,” King says. “They start talking; older 
people tend to be less self-conscious. They will tell you 
in a candid way what’s going on and you can match the 
characteristics of the reverse mortgage to their situation.”
 “Meet them more than once. Go at their pace. And as 
you listen, keep asking yourself, ‘Is this the right product 
based on what they’re trying to accomplish? Does it fit into 
a long-term plan? Don’t make it high pressure,” Nelson 
warns. “One of the reasons I think I’ve been able to do this 

for ten years is that I go at their pace. It can take six to 12 
months to reach a decision. Always remember that for the 
borrower, this should be looked at as a long-term retire-
ment strategy using home equity, and I invite the borrower 
to bring in children, family members, financial advisors or 
trusted neighbors. I tell them take the time you need, talk 
among yourselves, bounce it off someone else.”

Quality of Life
 It is in the inherent difference between a forward and 
reverse mortgage that the magic words most come into play. 
“In a forward mortgage,” King notes, “sometimes the bor-
rower doesn’t even interface. In the reverse, there is a different 
component for the borrower: Quality of Life. How do you 
live as best you can? And what value do you put on that? 
Then you get into the specifics: Do you need medical 
treatment, rehabilitation or are there ongoing expenses 
that need to be paid? What will it take for this individual 
to enjoy the best quality of life he or she possibly can?
 “For a thirty-year-old taking out a forward mortgage, 
the horizon seems nearly limitless, whereas a senior is more 
likely to think, ‘I’ve got a limited horizon. How can I make 
the most of my health and vitality while I still have it?’ We 

listen to them. We communicate the 
pros and cons of a reverse mortgage. If 
it’s a short-term need, such as a specif-
ic home improvement, maybe a line of 
credit is better for them. But by going 
over all the possibilities, they build up 
trust in us and good will for the prod-

uct itself. And the proof of that is when they’re willing to 
tell a neighbor.”
 
Location, Location, Location
 As in other aspects of real estate, the triple conjuring 
words of “location, location, location” have their signifi-
cance in the reverse sphere.
 “I’m local, and that’s really important,” says King. “So 
many people have had experiences with a national call center 
that just dropped them. I say, ‘Keep my number. If there 
is any problem, the first one you call is me.’ Servicing is 
an issue that hasn’t gotten as much attention as it should, 
and frankly, some people are just unkind, and word gets 
out about that. We hold [our clients’] hands and they’re 
delighted. I talk to somebody [who has already obtained a 
reverse mortgage] every week.”

CRMP continued from page 30
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They start talking; older people tend to be less self-
conscious. They will tell you in a candid way what’s going 
on and you can match the characteristics of the reverse 
mortgage to their situation.



 “I feel fortunate to be in Arizona,” Nelson comments. 
“We’ve got an average home value of $400,000. To let that 
asset sit there and not do anything, maybe [meaning] you 
can’t do everything you want to do, doesn’t make sense.” 
Scottsdale, where he is based, has a high median income 
and was named as one of the most livable cities in America 
by the U.S. Conference of Mayors.
 He continues, “But in Sun City, the average is about 
$200,000 to $250,000. The great thing is, there is a niche 
in which a reverse mortgage can work with most strategies. 
It will work if they have a $200,000 house or an $800,000 
house or more. To me, a reverse mortgage or a HECM in 
a retirement plan revolves around educating the client to 
all the variables and tailoring it to what they’re trying to 
accomplish. Some of our clients have strong real estate eq-
uity but little cash. Some are elderly individuals who want 
to help their family members but don’t want to dip into 
their retirement portfolios. I was out playing golf with a 

financial planner in North Scottsdale last week and talked 
to him about proprietary products. I told him we can do 
a reverse mortgage up to a $10 million home. That pro-
duced a lot of big smiles.”

A Healthy Respect
 “I arranged a HECM for my grandmother at 100,” 
Calamia relates. “She lived most of her older life as a widow. 
My grandfather left her pretty well off, but she outlived 
her money and her mind had outlived her body, and she 
didn’t want to go to a nursing home. She was a pretty awe-
some person. She died at home at 102, the exact way she 
wanted to.” 
 All of this underscores the healthy respect originators 
should have for each of their clients, as well as the one 
magic word all three CRMPs consider the most important: 
“Our older generation is so wise,” Calamia says. “More 
young people should just listen.” RM

PROPERTY PRESERVATION, INSPECTIONS & SPECIALTY FIELD SERVICES 
WWW.NFRONLINE.COM • 800-639-2151 x 2220
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Borrower
Chronicles

The Magic Words 
Borrower Perspective  By Jessica Hoefer

EVERYONE WHO DECIDES TO EXPLORE A REVERSE 
mortgage must be a little bit nervous when they enter the 
process. After all, they are considering borrowing against 
their largest asset and most valuable holding. But somewhere
along the line, those who complete the process find a sense 
of comfort. When does that occur? And what makes it occur? 
We asked some borrowers.

Seeing Amidst Fear
 Sharon Lackey moved to Tennessee at age seven and 
after high school graduation she began nurses training 
and joined the Women’s Army Corps from 1961-63. The 
military provided computer programmer training, which 
led Sharon to work in security in a plant until retiring in 
2003. By then, Sharon was married to her fourth husband, 
Eugene Lackey. Their marriage was fraught with health 
concerns. Eugene suffered several reoccurring forms of 
cancer before succumbing to bone cancer in 2015. Sharon 
suffered breast cancer. All of which figured into her desire
for a reverse mortgage. Though Sharon had a 401(k) and 
retirement package, and Eugene was a businessowner,
between their medical bills and modifications to the house 
to accommodate Eugene, money dwindled. Caring for 

Eugene at home meant refinancing the house, but Sharon 
was constantly in fear of losing everything.
 Before Eugene’s passing, Sharon explored reverse mort-
gages by calling a 1-800 number. The quote the California 
representative gave her was based on the tax card and not 
an appraisal, which unsurprisingly wasn’t enough, so she 
forewent the reverse mortgage. In subsequent years, Sharon 
was widowed and lost two adult sons, leaving her and her 
eldest son. 
 Still constantly worried, Sharon reconsidered a reverse 
mortgage through a local bank. Though she was apprehensive, 
Ken Wieland, CRMP, reverse mortgage advisor with TN 
Bank, eased her worries and quickly earned her complete 
trust. “I was nervous, I was down to my last asset and he 
recognized that,” says Sharon. “Ken didn’t try to oversell 
anything, he laid it all out and let me decide. After hearing 
my story, he said this program was made for people like me. 
That caught my attention, but when he said, ‘The house 
is still yours, there is no difference except you no longer 
make the mortgage payments,’ I was sold.” Ken recognized 
Sharon’s concerns and explained that one sure outcome of 
a reverse mortgage is the immediate relief. After years of 
fretting, Sharon says, “It wasn’t about the money, it was 
about the relief, that I could stop worrying. I finally have 
relief. I’ve even been able to save money. Before the reverse 
mortgage, I felt like the house owned me and now I own 
the house. It’s the best thing since sliced bread.” 

Seeing Potential
 Max Ackerman’s forte is seeing potential, whether in 
broken objects or houses. He’s owner of Ackerman Services, 
a handyman for 30 years, living in Venice, CA since 1994. 
In 1998, Max purchased property on a Venice walk-street 
intending to flip it. There’s a main house and a duplex in 
back, which he rents out to pay the mortgage on the million-
dollar property. As Max rebuilt and made repairs on the 
1907 buildings he fell in love. So, he stayed. 
 In 2008, the economy contracted, calls for jobs declined, 
income slowed. Max noticed neighboring homes were listing
for $2 million, and with a mortgage balance totaling $530,000, 
he realized he was sitting on $1.5 million in equity with poor 

Sharon Lackey and Ken Wieland, CRMP, Oak Ridge, TN
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cash flow, compelling him to research HELOCs. 
 With his diminished income, Max didn’t qualify for 
a HELOC. Then he discovered reverse mortgages. Over 
eight months, Max called 20 representatives looking for 
one thing, cash out. “I was honest and patient with each 
broker and asked what their best offer was. Being patient 
only gets you more information. The first guy said I could 
get $19,000 (after paying off my mortgage). That got my 
attention. Was this too good to be true?” The more people 
he spoke with the higher the cash out became.
 Seeking someone to do a proprietary “jumbo” reverse 
mortgage, Max chose Christina and Scott Harmes, CRMPs, 
at C2 Financial, based in San Diego. When Max discov-
ered that Christina lives in La Jolla, where he grew up, 
they bonded over “reminiscences of the lovely little seaside 
town.” When Christina came to Venice, she brought her 
father and senior partner, Scott. Max and Scott connected 
over their cars, each test driving the others on the way to 
lunch. “We were all friendly from the start,” recalls Max. 
 “I gave them a tour of the property and we discussed 
repairs for the appraisal. Christina got me $416,000. The 
math isn’t hard to figure. I was left with $1.2 million in 
equity, in case the market goes down or sideways. And she 
told me I could get a forward mortgage with her company 
if I wanted to buy another house with the reverse mort-
gage benefit of no monthly payments. It wasn’t too good 
to be true, it’s better. My reverse mortgage gave me enough 
cash to live on for the rest of my life.”

Seeing Beyond Biases
 Kurt Amling relocated to New Mexico, from his life in the 
California rat race, 12 years ago. Five of those years he owned 
a landscaping business and for another six he was maintenance 
manager for a nursing home. He’s retired from both and lives 
on his ten-acre property, “hopefully until I am 90,” he quips.

 In recent years, the local economy declined. Kurt con-
sidered selling, but due to location and worth of the house, 
offers to sell would be taking a loss. Kurt wanted to retire and 
get rid of his mortgage payments, but without the house 
being paid off, neither seemed feasible.
 After seeing reverse mortgage commercials, Kurt called 
a representative, but was turned off by the lack of warmth 
and desire to help. He feared the speculations about reverse 
mortgages equating to giving your home away were true. 
But then he found Ellen Skaggs, Reverse National Sales 
Manager with New American Funding in Tustin, CA, “and 
she was amazing,” says Kurt. “Reverse mortgages are com-
plicated, and I could tell she knew what she was doing.” 
 It took two months to decide. After his previous expe-
rience, Kurt was timid, but Ellen’s affect won him over. It 

wasn’t so much about what was said but how Ellen conducted 
business that convinced Kurt. “In my gut I knew I could 
trust her. She said she only handles reverse mortgages and 
that I was the ideal candidate. That was a big selling point 
for me.” With Ellen in California and Kurt in New Mexico, 
her enthusiasm and accessibility forged an even deeper level 
of trust for Kurt.
 “The process is confusing, you don’t know what’s hap-
pening behind the scenes. I didn’t even know what company 
was buying my loan, but I trusted Ellen. When there was a 
discrepancy in two acres that I’d split off, I was completely 
reassured by her team’s due diligence. I did get less cash out 
because of those two acres, but no more house payments, 
that was my goal. And I get to keep my home. I feel like I 
won the lottery!”

Borrower
Chronicles

Max Ackerman, Venice, CA

Kurt Amling, New Mexico
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Who’s Who in Reverse Mortgages
 

Member News

LRES Hires National Sales Manager
 LRES, a national residential and commercial mortgage services 
company providing valuations, REO asset management, and HOA 
solutions for the mortgage and real estate industry, hired Peter Lutz 
as its vice president, National Sales Manager. In this role, Lutz will
be tasked with leading the sales, marketing and client services teams. 
He was previously the founder and president of Data Control 
Group, LLC., where he provided leadership to the company for 12 
years and expanded to over 1,200 employees with locations in the 
United States, China, Mexico and the Philippines.

Long-Time NRMLA Member Retires
 Good luck to long-time NRMLA member and CRMP Henrietta 
Belcher-Stack of WSFS Bank, Hillsboro, DE, who announced her 
retirement earlier this spring. 
 Henri entered the reverse mortgage business in 2006, assisted 
with the early development of the Certified Reverse Mortgage Profes-
sional designation, and was part of the first class of CRMP recipients 
in June 2010. We wish her the best.

Hultquist Joins FAR as VP of Organizational Development
 Finance of America Reverse LLC (FAR) hired Dan Hultquist, 
CRMP, as vice president of Organizational Development. He joins 
the firm’s Learning and Development practice and will play a key 

role in the ongoing development of training and educational tools 
and materials across channels, including the financial planning and 
real estate communities. Hultquist co-chairs NRMLA’s Education 
Committee and is the author of “Understanding Reverse,” a top-selling 
book on the topic of reverse mortgages since 2014.

ReverseVision Named to Tech100 List 
 ReverseVision, San Diego, CA, was named to HousingWire (HW) 
Magazine’s Tech100™ list of innovative housing technology compa-
nies for a fourth time. ReverseVision was previously named a HW 
Tech100 honoree in 2015, 2017 and 2018. Now in its sixth year, the 
HW Tech100 awards program recognizes the most innovative tech-
nology companies in U.S. real estate, mortgage lending, mortgage 
servicing and investments. The full list of honorees can be viewed in 
the April edition of HW Magazine.

University Lending Group Acquires Huron Valley Financial
 Ann Arbor, MI-based Huron Valley Financial, Inc. and its reverse 
mortgage division, 1st Nations Reverse, have been acquired by Uni-
versity Lending Group, a subsidiary of University Bank. 1st Nations 
Reverse originates reverse mortgages through its wholesale lending 
division, HVF Partners, which ranked #19 nationwide in 2018 based 
on volume of loans originated. Founded in 1890, University Bank® is 
the 5th largest bank in Michigan and one of the oldest. RM

American Advisors Group (AAG)
 American Advisors Group (AAG) is the nation’s 
leader in reverse mortgage lending, licensed in 49 
states. The company, founded in 2004 by CEO 
Reza Jahangiri, is headquartered in Orange, 
CA. We are dedicated to helping American homeowners leverage their 
home equity as an asset to help fund retirement.
  AAG is accredited by the Better Business Bureau, has a 97 percent 
customer satisfaction rating and is a proud member of the National
Reverse Mortgage Lenders Association (NRMLA). Jahangiri serves as 
the association’s co-chairman and co-chairs NRMLA’s Policy Committee.

Fraser Tod, ftod@aag.com
866-964-1109 • Please visit AAG.com/Wholesale

Celink
People – We are a team of committed and 
ethical reverse mortgage servicing professionals 
and subject matter experts.  
Platform – ReverseServ™ is Celink’s proprietary reverse mortgage 
servicing platform.
Process – Celink manages thousands of line of credit requests, files 
hundreds of claims to HUD, and may process between two to 5,000 
monthly prepayments, foreclosures, due & payables, and T&I defaults.
Partners – Celink has long-term and mutually profitable relationships 
with very reputable names in the reverse mortgage industry.
Passion – Celink is dedicated to its clients, their borrowers, and the 
reverse mortgage industry-at-large.

Contact: Katie Rizzo, Director of Client Relations
517-703-1857 • www.celink.com

Finance of America Reverse LLC  
 FAR is the nation’s #1 Wholesale Reverse 
Mortgage Lender and oneof the largest issuers 
of GNMA securities. FAR’s commitment to 
customer service is more than “just business.” 
We strive to foster a personal rapport as our 
staff treats you and your customers as one of the family.
 From our exclusive HomeSafe® jumbo to HECM products, you’ll 
receive the tools and exceptional service to help you grow your business.
 Join the FAR family where you can expect best-in-class training, 
competitive pricing and a variety of lending platforms.

Jonathan Scarpati, VP
516-445-9465 • jscarpati@fareverse.com • www.farwholesale.com

Profiles of Member Companies

Member
Profiles

Allegiant Reverse Services
 Allegiant Reverse Services, a 
division of FNC Title Services, 
LLC., is a full-service title and 
settlement company with a national footprint. Our seasoned staff is 
regarded as the most knowledgeable and professional team in the industry. 
This, along with our steadfast dedication and loyalty to the reverse mort-
gage industry, continues to make us the partner you can depend on.

Megan Hafenstein, VP
megan@allegiantreverse.com • (844) 808-8299 x224
https://allegiantreverse.com/
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National Field Representatives
Reverse Mortgage Field Services
 Dealing with reverse mortgages is complex. 
NFR is your source for information, expertise 
and guidance when it comes to mortgage field 
services. For over 15 years, reverse mortgage 
servicing executives have relied on NFR to deliver field services with 
integrity and professionalism. We have earned the reputation as a trusted
partner meeting the real-world challenges facing reverse mortgage
servicers. Our team members know family members may not fully
understand a reverse mortgage and our coordinators are trained to deal 
with each situation gently and with compassion. NFR understands the 
importance of protecting your professional reputation.

Contact: Margie Schagen, mschagen@nfroline.com
Tel: 800-639-2151 x2220 • www.NFROnline.com

PRC
 Premier Reverse Closings (PRC) 
is a national, full-service, reverse 
mortgage title and settlement 
company that has closed more 
than 187,000 reverse mortgage 
transactions. PRC is experienced in all facets of the reverse business, 
ranging from teaching CRMP courses to closing and notary initiatives. 
PRC is a well-respected industry partner committed to our clients, our 
industry and senior borrowers. 

Angel Booth, Toll-free: 800-542-4113
abooth@prclosings.com

Reverse Mortgage Funding LLC (RMF)
 Reverse Mortgage Funding LLC (RMF) 
is an independent, reverse-only company. We 
don’t have competing corporate priorities or 
distracting lines of business. Everything we 
do is focused on making reverse mortgages 
better, in a proactive and nimble way that benefits everyone. Known 
for product innovation, exceptional service and unparalleled secondary 
market expertise, RMF delivers a wide array of products and superior 
pricing. Whether you are new to reverse or a seasoned originator, RMF 
has a variety of platforms that help our partners succeed. Partner with 
us today, and together we’ll create opportunities for a brighter future.

For wholesale opportunities: 
Call 877-820.5314 or visit partners.reversefunding.com
For career opportunities: Email careers@reversefunding.com

HighTechLending
 HighTechLending, dba 
American-Senior, is a FHA, 
Full Eagle Mortgage Bank, 
holding GNMA and FNMA 
approvals and specializing in retail, reverse and wholesale platforms. 
Based in Irvine, CA, we have over 50 branches and are licensed in 19 
states nationwide. Since its founding by Don Currie and Erika Macias-
White in 2007, HighTechLending has become a Top 10 HECM lender 
nationwide, and the second largest in California. With over 35 years 
in the mortgage industry, Don Currie’s vision is continuing to expand 
its national reverse footprint with confidence and integrity and always 
maintaining the perfect branch platform thanks to its exceptional staff, 
efficient operations and commitment to seniors.

Contact: Adrian Prieto, VP Wholesale and Branching
888-369-1573  • www.HTLWholesale.com

Liberty Home Equity Solutions
 For over a decade, Liberty Home Equity 
Solutions, Inc. (Liberty) has been committed 
to helping seniors gain financial independence 
and security through Home Equity Conversion 
Mortgage (HECM) loans. Based in Sacramento, 
CA, Liberty is one of the nation’s largest and most experienced lenders, 
focusing exclusively on providing HECM loans to senior clients and 
wholesale business partners. We have helped change the lives of over 
51,500 clients, and have provided education and lending solutions to 
over 1,000 business partners across the U.S.

www.libertyhomeequity.com
For career opportunities call 916-589-1853
For wholesale opportunities call 866-871-1353
   
© 2017 Liberty Home Equity Solutions, Inc.
NMLS # 3313 www.nmlsconsumeraccess.org. For a complete list of licenses, 
visit https://libertyhomeequity.com/licensesnmls/.

Longbridge Financial, LLC
 When you partner with Longbridge, your 
firm will be part of an exclusive group of 
high-quality lenders that do business with us. 
Our approach to the business is different; our 
Gold Program includes an industry-leading 
pricing plan that pays for both the drawn and 
the undrawn portions of the HECM ARM loan. This allows you to orig-
inate low-draw loans that might otherwise be uneconomical, expanding 
your market and better serving the needs of your customers.

Peter Sciandra, 214-701-0973 • www.longbridge-financial.com

LRES
 LRES is a national provider of property 
valuation and REO asset management ser-
vices for the real estate, capital market and 
finance industries. At LRES, we specialize 
in helping our clients effectively manage
compliance and financial risks associated with valuation matters. We are the 
preeminent valuations provider for the Reverse Mortgage industry and 
deliver peerless service as we strive to be your business partner of choice. 
LRES has experienced significant growth, regardless of market condi-
tions, thanks to an experienced staff, advanced technology, solid business 
planning, efficient operations, and the support of every client we serve.

Aaron Roaf, 714-872-5862 • aroaf@lres.com • www.lres.com 
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N o w  o n  S a l e

N R M L A  A N N U A L
November 18-20, 2019

Omni Nashville Hotel
Nashville, TN

May 20-21, 2019
InterContinental New York Times Square
New York, NY

N R M L A  E A S T E R N

S a v e  t h e  D a t e

FOR MORE INFO, GO TO: www.NRMLAonline.org/events


