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ReverseVision Suite is the leading reverse mortgage 
origination solution for mid to large sized organizations. 
It covers all aspects of the origination process from 
prospect to closing and shipping. 

 Complete integration from origination to processing, underwriting, closing and shipping.
 Highly scalable from small entities to enterprises with correspondents and branches.
 Sales oriented graphical interface integrates directly with Microsoft Word and Outlook.
 Direct interface or export for Celink, RMS, Fannie Mae, UBS, Goldman Sachs...
 Business process driven workflow for best practices in the reverse mortgage industry.

Over the past 12 months more than 100 companies with over 2000 users 
switched to ReverseVision.

Enterprise
solutions

Graphs Workflow End-to-end
POS to

shipping

Ease of use

Connectioins

Proprietary
loans

Automatic
update

Mobile

www.reversevision.com    (919) 834 0070    info@reversevision.com
ReverseVision Inc.    3310 Pollock Place    Raleigh, NC 27607-7006

Companies switching to ReverseVision 
experience an immediate increase in their 

productivity.
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“Borrow with Confidence,” the theme for NRMLA’s new consumer education campaign, 
was introduced to the membership at the annual meeting in Boston. The impetus behind 
this effort is to overcome pre-conceptions that might lead some older homeowners to avoid 

reverse mortgages, and address the often-held notion that a reverse mortgage should only be used as a tool of 
last resort. Accomplishing these objectives requires establishing a high level of transparency within the industry 
and educating consumers about what they should expect in terms of service, explanation and assistance from a 
reverse mortgage lender.
Much of the prevailing attitude towards reverse mortgages is generated by fear, resulting from unflattering press 
reports and misinformed comments in the media by so-called experts. Consumers often misunderstand our 
products and are often unfamiliar with the companies that provide them. As a result, they are forced to rely 
upon what they read and hear, with no reliable outlet to turn to for straightforward, technically correct  
information from a source that is not engaged in sales or counseling.
Our goal with “Borrow with Confidence” is to create a level of comfort for consumers, giving them the tools 
and information they need to make an informed decision about whether or not a reverse mortgage might be a 
viable option for their personal needs. Furthermore, we want to establish a level of trust that if they are dealing 
with reverse mortgage professionals at a NRMLA company that participates in our program, they can rest  
assured that they will receive accurate information, straightforward advice and superior customer service.
At a time when some in the industry are concerned that the introduction of financial assessment for  
prospective borrowers will hinder loan origination, we believe that earning the trust of consumers and getting 
them comfortable with the reverse mortgage process should more than offset volume lost to the new  
underwriting requirements.
When people are fearful of a product, or mistrustful of those who deliver it, that product will only be sought as 
a last resort.  To some extent, this is what has been happening with reverse mortgages.
Rather than recognizing a reverse mortgage as a tool that can be pro-actively used to help manage cash flow 
and organize personal finances, many consumers wait until it is the only option available before giving it  
serious consideration.
 We know that the demographic trends and household wealth profiles point to a huge potential market for us. 
However, we will only penetrate that market marginally until the public at large is comfortable with our  
products, our processes and our companies.  Eliminating the fear feactor is the overall objective of our initiative.
The tools we are setting in place for the Borrow with Confidence campaign include:
1.) Our Pledge to Consumers setting a benchmark for the level of service, information and assistance they 
should expect from a NRMLA reverse mortgage lender. (To read the pledge, turn to page 13);
2.) A Roadmap providing a detailed explanation of how the reverse mortgage process works from beginning 
to end, from the information gathering stage through application, loan processing and closing, and all the way 
through loan termination;
3.) A comprehensive new consumer website at www. reversemortgage.org, providing educational content on all 
aspects of reverse mortgages and searchable in a number of different ways;
4.) Printed collateral material for NRMLA members to distribute to prospective clients;
5.) Press outreach to explain the campaign and the benefits to consumers of working with a NRMLA member 
if they are evaluating a reverse mortgage;
6.) A blue ribbon advisory board of consumer advocates, experts in gerontological issues, former government 
officials and opinion-makers who can help assure that our campaign remains responsive to the public’s need for 
information on this increasingly important topic.
If reverse mortgages are originated only to those borrowers who will be able to meet their obligations throughout 
the duration of the loan, and if all loan originators fulfill their responsibility to be knowledgeable, accurate and 
straightforward with prospective customers, the reports that create fear would be substantially diminished. It is 
then and only then, that the reverse mortgage industry will truly find our stride, prosper and grow.
        —P.H.B.

Balanced Viewpoint
elimiNatiNg Fear  
oNce aNd For all 

By Peter Bell, PresideNt oF Nrmla
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For business and professional use only. Not for consumer distribution
All loans are subject to property approval. Certain conditions and fees apply. Mortgage financing  
provided by MetLife Home Loans, a division of MetLife Bank, N.A., Equal Housing Lender.  
© 2011 METLIFE, INC. R0211158892[exp0212][All States][DC]  © 2011 PNTS

It’s what we  
achieve together  
that sets us  
apart.

We’re committed to helping you build your reverse mortgage business.  
At MetLife Home Loans, we provide third-party originators like you with industry-leading practices, products, 

and pricing. You’ll also have the support of knowledgeable professionals behind you every step of the way.  

We’re a division of MetLife Bank, a MetLife company—and MetLife has been a trusted name for more than  

140 years. So you can count on us to help you succeed. After all, that’s what working together is all about.

Start building a successful reverse mortgage business by calling us today at 1-866-359-3817.

MetLife Home Loans
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“So when you hear [about] changes to 
the HECM program, I would really ask 
you to keep in mind that this is all in our 
view to ensure that we are creating 
and maintaining a sustainable product 
for both the FHA fund, and a  
sustainable product for the seniors 
who will use that product. ”

Q&a: carol galaNte, actiNg 
Federal HousiNg commissioNer
“This [HECM] program, if you didn’t get that already, is very 
important to HUD,” Carol Galante, Acting Federal Housing 
Administration Commissioner and Assistant Secretary for the 
U.S. Department of Housing & Urban Development, told 
attendees at NRMLA’s recent annual meeting and expo. “We 
think it’s very important for seniors as a tool, and we are all about 
trying to improve it, make it the best that it can be, stabilize it so 
that we can continue to offer this very vital product.” 

Galante shared with conference attendees some ways in which the 
HECM program should still evolve in order to be sustainable, 
while also sharing how FHA plans on dealing 
with overall housing issues. Here’s an excerpt 
from Galante’s recent presentation:

Reverse Mortgage: Frame some of the housing 
issues and opportunities we have in the country 
right now.

Carol Galante: I know that it’s no surprise to 
any of you, because you are all living it, that 
the recession obviously has lingered and that 
the housing markets have remained challenging 
in this country. I like to say that really what 
started as a problem with a particularly large 
amount of problematic loans has morphed 
into this Great Recession, and that in turn, has 
impacted the housing market even more, both 
in terms of property values but also in terms 
of changing the characteristics of the housing 
market challenge. So today, while we started with folks who got 

into mortgages that were challenges, we now have many more 
folks who are in mortgages who can’t maintain them because 
of unemployment or underemployment — so the nature of the 
challenge has changed. We are seeing, and the signals are  
mixed, but we are seeing some beginning of stabilization,  
some positive signs, but we know that there is a lot more to  
be done.  

RM: That said, what are some areas that you will be working on 
in the coming months?

CG: Definitely ensuring the FHA continues to play an 
important role in the markets in providing access to credit. 
Second is helping people stay in their homes. Third is stabilizing 
home prices and communities, and fourth is reducing uncertainty 

and strengthening the housing finance  
system overall.

RM: Post recession, what’s the new normal for 
the housing finance system?

CG: We very much believe, as the administration 
does, that we need to move along with this 
process of understanding what the new normal 
is going to be. We do want and expect and 
think that FHA should be an important part 
of that new housing finance system. But at the 
same time, we are committed to ensuring  
that private capital plays the lead role and that 
private capital gets back into the business of 
making mortgages in this country. To that 
end, and I know not everyone in the housing 
industry is happy about this, but the  

administration did support the lowering of loan limits this year 
and those took effect Oct. 1. Again, we think that it is important 
for FHA to be there in the marketplace, but we don’t want it to 
be crowding out private capital in the marketplace as well. It is a 
difficult decision while the housing market is still fragile. But we 
think this is a small step that needed to be taken, and so unless 
Congress changes their mind, which they are wont to do  
occasionally, we think this an important step in getting private 
capital back in the mortgage markets overall.

RM: Do you have plans to change the loan limits again?

CG: Because of what happened in the forward mortgage 
programs, there is perhaps some uncertainty about where HUD 
is with respect to the HECM loan limits. ….At this point in 
time, we don’t have any immediate plans to make any changes 
with respect to the HECM loan limits.

Carol Galante
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We are working very hard, with all these programmatic changes 
that we are looking at, to ensure that essentially the HECM  
program remains at least neutral [financially] to the federal  
government; otherwise, the fact is we will just simply not be 
able to continue to provide this program. So when you hear 
sometimes that you may or may not want to embrace in terms of 
changes to the program, I would really ask you to keep in mind 
that this is all in our view to ensure that we are creating and 
maintaining a sustainable product for both the FHA fund, and a 
sustainable product for the seniors who will use that product. At 
the end of the day, obviously, it needs to be a sustainable business 
for all of you, as well.

RM: Looking ahead, what’s one of the most important issues to 
address in the housing loan market?

CG: One of the most important is financial assessment of 
borrowers moving forward. … We don’t yet have the magic 
solution for exactly how we think borrowers should be assessed 
financially for their capability and their willingness to pay their 
taxes and insurance. But we think it is critically important that 
we work with you to figure out all these steps, all the nuances to 
that. As a result of that, we are entering into a rulemaking  
process where there will be a comment period; it’s  
going to take time; it’s complex, but we think it’s critically  
important that we get started and that we move this process  
along as quickly as possible.

RM: Another important issue is counseling. Will the HUD 
counseling program make its way back onto the 2012 budget?

CG: I’m cautiously optimistic that we will see some counseling 
dollars in the 2012 budget.

I have worked very hard with our housing counseling staff and 
appropriators both in the Senate and the House to demonstrate 
that we can run a cost effective and good housing counseling 
grant program. We have some new requirements of the  
Dodd-Frank Act for housing counseling, and we have to  
implement those, as well. 

I have literally been up to the Hill in conversations with  
Congress people directly and with their staffs on this topic  
more than anything else in the three months that I’ve been in 
this post, explaining to them that I am committed to and  
demonstrating that we are doing numerous things to improve 
the housing counseling program — from getting our funding out 
more quickly to frankly showing that we can operate the program 
with fewer staff than we have today. We can do more remote 
monitoring of housing counseling agencies and a number of 
things like that. I really do believe, and I am very optimistic, that 

WHo’s NeWs
Kenneth Kanady – Wendover Consulting
Kenneth Kanady has filled the position 
of managing director of learning and  
development at Wendover Consulting 
Inc. Kanady has more than 25 years of 
learning and development experience across 
many business sectors and countries and 
successfully developed a reverse mortgage 
training system at Wells Fargo nicknamed 
STORM. While in that role, he helped 
more than 2,500 officers receive reverse 
mortgage training and certification. At Wendover, Kanady will 
deliver skill-based training courses to aide the performance of 
both veteran and new reverse mortgage officers. He also serves on 
NRMLA’s Independent Certification Committee and authored 
the book Reverse Credibility. 

Greensboro, N.C.-based Wendover is a consulting firm that 
focuses on reverse mortgages. 

Robert Tollin – iReverse Home Loans
iReverse Home Loans has hired Robert Tollin as a reverse 
mortgage specialist and branch director of its Long Island  
office.  He will specialize in serving Nassau and Suffolk counties.  
Tollin received both his bachelor’s and master’s degrees at Touro 
College and has worked in the reverse mortgage industry since 
2007. He was previously a reverse mortgage consultant at  
Wells Fargo. 

iReverse Home Loans is based in Melville, NY and is a subsidiary 
of Owings Mills, MD-based Hopkins Federal Savings Bank.

Maverick Funding Group
New Jersey-based Maverick Funding Corp. 
opened a new subsidiary, Reverse Mortgage 
Network, in September. It is the company’s 
first venture into the reverse mortgage 
industry. The staff is comprised of 22 former 
Wells Fargo loan officers. 

Maverick Funding Corp. is a licensed mortgage lender with 
more than 114 employees.

our message of improvement is reaching the ears of the folks it 
needs to reach, and at the same time, them understanding that 
in this housing crisis that housing counseling continues to be 
critically important.

Ken Kanady
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“Distinguished Speakers,  
Delving Conversation”

2011 NRMLA Annual 
Meeting & Expo:

The nation’s top housing official, Acting Assistant 
Secretary for Housing & Federal Housing  
Administration Commissioner Carol Galante,  
expressed strong support for the HECM program as 
well as for the restoration of housing counseling  
funds that were eliminated  by Congress earlier this 
year. Patricia McCoy, Assistant Director for  
Mortgage and Home Equity Markets at the  
Consumer Financial Protection 
Bureau, said that a  collection of 
facts, not anecdotes, will form the 
basis of a congressionally-mandated 
study of reverse mortgages that her 
team will soon begin. State  
Representative Kevin Honan  
moderated a discussion with State 
Representative Paul Brodeur and 
Barbara Anthony, Director of the 
Massachusetts Office of Consumer 
Affairs, on key elements of the  
Commonwealth’s new reverse  
mortgage law, which includes  
mandatory face-to-face counseling  
by July 2012. 

By Darryl Hicks
For this year’s Annual Meeting & Expo, NRMLA’s 
members visited Boston. It was my 11th Annual 
and one of the most important events ever hosted by 
NRMLA. The breadth of government officials,  
academic researchers and retirement planning experts 
speaking at the event was unprecedented. 
Continued on Page 10

Carol Galante, Acting Assistant Secretary for  
Housing/Federal Housing Commissioner
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Carol Galante, Acting Assistant Secretary for  
Housing/Federal Housing Commissioner
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Highlights included the introduction of NRMLA’s new “Borrow 
with Confidence™” campaign, a national public affairs initiative 
directed at consumers that the association is undertaking in  
coordination with the launch of our new consumer website, 
ReverseMortgage.org, in the coming weeks. 

The campaign includes an educational Pledge to Reverse  
Mortgage Borrowers (see page 13) that reassures consumers they 
can “borrow with confidence” from a NRMLA member as well 
as a Road Map that guides seniors step-by-step through the 
reverse mortgage process. 

Throughout the conference, NRMLA members (both business 
owners and loan originators) shared personal stories, and invited 
input from audience members, on many important topics:  
helping clients confront and overcome the emotional issues that 
arise when discussing reverse mortgages; involving family  
members in the decision-making process; implementing hiring 
and training practices that result in a productive sales force;  

and marketing and advertising strategies that work in today’s  
lending environment. 
On the final day of the conference, the topic of financial planning 
took center stage. Although reverse mortgages are too often  
mischaracterized as an option of last resort, the financial planners, 
elder law attorneys and academic researchers who spoke believe 
reverse mortgages should be afforded serious consideration under 
the right circumstances. One comment that struck me came 
from Richard H. Ropelewski, a Certified Financial Planner™ with 
U.S. Wealth Management, who said a growing percentage of his 
clientele are retired school teachers and fire fighters, who are looking 
for ways to survive in the current economic climate and not the 
stereotypical high net worth individual.  These discussions are just 
the beginning of a public debate that explores the intermingling 
of home equity and retirement security. 
If you could not join us this year, here are highlights from some 
of the conversations. Other sessions are covered elsewhere in this  
issue and still more will appear in future issues of Reverse 
Mortgage Magazine.

summit WitH tHe FHa commissioNer:
Carol Galante, Acting Assistant Secretary for Housing/Federal Housing Commissioner

It is critically important that we have made changes to the 
HECM program and that we continue to look at what else 
has to be done. HECM is a negative credit subsidy program,  
meaning it has to at least break even in order for us to keep 
 providing the loan guaranty. If it costs us money, then we 
have to go to Congress to get appropriated dollars and in this 
environment where HUD’s budget is being cut in general it 
is not politically thinkable for HECM to require a positive 
credit subsidy. 

Carol Galante

This program is very important to HUD. 
We think it’s very important for seniors as 
a tool. We are all about trying to improve 
it and make it the best that it can be and 
stabilize it so that we can continue to offer 
this very vital product. We don’t have any 
immediate plans to make any changes with 
respect to HECM loan limits at this time. 

(For an interview with Commissioner 
Galante, please turn to In Reverse, page 6)

Continued from Page 8
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Hecm uPdate: curreNt coNVersatioN WitHiN tHe Hud staFF:  
Karin Hill, Director, Single-
Family Program Development, 
U.S. Department of Housing 
and Urban Development

We are forecasting 88,000  
endorsements for next year at  
a level of $22.5 billion. This  
assumes that new companies  
will enter the market to make  
up for some of those that left, 
but we have a positive outlook 
for next year.

I find it interesting that 88%  
of the people who complete  
the BenefitsCheckup actually  

qualify for some type of benefit. Not everybody does the  
BenefitsCheckup, but those people who are at 200% or less  
of the federal poverty level must do it. I think it’s really  
meaningful that 88% of these people are being referred to 
agencies and to people who can help them apply for benefits.  
A lot of these people had no idea they were eligible for  
benefits, so we think this is a great outcome of the counseling 
program.  

Colin Cushman, Director,  
Portfolio Analysis, U.S.  
Department of Housing and  
Urban Development

FHA is trying to balance the cost 
with the complexity of adding a 
financial assessment. We are going to 
require that any underwriting data 
is reported to FHA to help better 
monitor the program and determine 
whether our new policy is working. 
The hardest part of the exercise is that any set-aside options 
have to be integrated into the existing systems and HECM  
models. We do not want to go back and re-estimate the principal 
limit factor tables. That is the goal. We have some challenges 
ahead, but we are working hard to get these policies in place.

Karen Hill

Colin Cushman

“ A lot of these people had no idea 
they were eligible for benefits, so 
we think this is a great outcome 
of the counseling program.”

Effi cient, Comprehensive, and Professional
Reverse Mortgage Counseling

Be sure to visit us on the web at www.cambridgecredit.org.

3 reasons to put Cambridge Credit Counseling at the top of your list:
NO HOLD TIMES
Cambridge has a staff of over 60 fi nancial professionals, including 
nationally-certifi ed reverse mortgage, housing and credit counselors, 
helping ensure quick response times and timely counseling sessions.

CONVENIENT HOURS
Our extended offi ce hours include night and weekend availability for 
your clients’ convenience.

DEDICATED STAFF
The average tenure of each of our counselors is nearly a decade, making 
us one of the most experienced fi nancial counseling agencies in the country.

Cambridge Credit Counseling is a 501(c)(3) non-profi t housing and credit counseling agency.
We are approved by HUD to provide housing counseling services, and our reverse mortgage
counseling is approved by HUD and by the Massachusetts Executive Offi ce of Elder Affairs.  

We offer face-to-face counseling for clients in or around Massachusetts, while telephone counseling is offerred NATIONWIDE!

Call 1-888-764-7460 to fi nd out how Cambridge can help your clients start enjoying their golden years today.  

Continued from Page 12

November - December 2011 11Reverse Mortgage



tHe massacHusetts reVerse mortgage  
laW aNd Face-to-Face couNseliNg: 
Massachusetts Representative Paul Brodeur

Everybody in government who I’ve been exposed to understands 
that a reverse mortgage is a legitimate product that can help 
people get some financial and economic security so they can 
stay in the community, avoid institutional care and  
continue living in their homes with supportive services. But 
obviously we’re also concerned with protecting seniors. 

Barbara Anthony, Massachusetts 
Office of Consumer Affairs

A reverse mortgage is a very 
important financial decision that 
senior citizens will be making and 
we seek to ensure that they are as 
educated as possible. 

We found that in-person  
counseling for these products is a 
much better way to go. It gives an 
opportunity to ask questions, to 
have a back and forth exchange, 
with an independent third-party counselor, where other options 
besides a reverse mortgage can be discussed and where the senior 
can be referred to other resources. Our intent is not to turn 
seniors off to reverse mortgages and it’s not to turn them on 
either. It’s simply to make sure people are educated about them, 
that they understand the complexities and that they are more 
savvy when they enter into this type of transaction. 

Barbara Anthony

Paul Brodeur

iNtegratiNg a reVerse mortgage 
WitH otHer Products to create 
a BalaNced a retiremeNt PlaN: 
Michael Banner, American CE Institute

While some people are still concerned about leaving the home 
to their children, in Florida, I’m seeing less of that. As sad as 
this sounds, the generation that was most concerned about 
leaving their homes to their children is of course The Greatest 
Generation. Unfortunately, many of them are gone. The  
average person is 87 and they are dying by the thousands 
each day. When I talk to someone in their 60s or 70s about 
a reverse mortgage, their response is ‘I killed myself putting 
my kids through college, one is a doctor, the other is a lawyer, 
they don’t need my house.’

tHe retiremeNt toolBox, tHe 
role Home eQuity caN Play: 
Tony Webb, Center for Retirement Research,  
Boston College

We have calculated that 61 percent of working age  
households will not be able to maintain their standard of  
living in retirement.

Courtney Coile, Wellesley College

More than one-third of older households 
get 90 percent or more of their income 
from Social Security and nearly two-
thirds of households get at least half of 
their income from Social Security. For 
a typical person, Social Security only 
replaces about 40 percent of your average 
earnings. There was always this idea since 
the creation of the program of the  
three-legged stool that you would have 
Social Security, a pension from your employer and private  
savings and draw on all three of these resources to finance 
your retirement consumption. The idea that so many people 
seem to draw so heavily on Social Security  
suggests that there’s a greater role for those  
people to tap into their home equity and  
other assets to finance a more  
comfortable retirement. 

Courtney Coile

Continued from Page 11
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NATIONAL REVERSE MORTGAGE LENDERS ASSOCIATION 

PLEDGE TO REVERSE MORTGAGE BORROWERS

> Know and comply with all State and Federal laws and  
 regulations that protect reverse mortgage borrowers.

> Present you with the full range of reverse mortgage  
 products available from our company.

> Clearly explain the terms, benefits and costs of each  
 product we present.

> Inform you of your responsibilities as a reverse  
 mortgage borrower including paying real estate taxes  
 on time, keeping the property properly insured and  
 maintaining the home in sound condition.

> Work with you and, if you request, with your family  
 and financial advisors either face-to-face or on the  
 telephone as frequently as you choose to educate you,  
 answer any and all questions and help you assess  
 whether a reverse mortgage might be beneficial to you.

> Explain the benefits of and statutory requirement that  
 you have reverse mortgage counseling. 

> Provide you with a list of HUD-approved independent  
 housing counseling organizations that employ exam  
 qualified counselors to serve you. The choice of the  
 organization is yours and yours alone.

> Help you prepare for your counseling session to make  
 it most effective by providing you with questions you  
 might ask and information you should be prepared to  
 provide to the counselor.

> Prepare loan comparison projections and an amortization  
 table for the loan being proposed to review at your  
 counseling session.

> Not accept a formal application for your reverse  
 mortgage until you have met with the HUD-approved  
 counselor and provide a signed counseling certificate.

> Help you analyze your financial ability to meet your  
 responsibilities under the reverse mortgage.

> Recommend that you seek professional advice if you  
 are receiving assistance from SSI, Medicaid or other  
 government programs.

> Recommend you seek professional tax advice  
 when appropriate.

> Allow you to decide when to close on the reverse  
 mortgage loan and not pressure you to make a decision.

> Provide you with opportunities during the loan process  
 to change your mind and not take the loan. 

> Pay off the existing liens shown of record, verify taxes  
 are paid, and make sure that you have proper insurance  
 upon closing.

Once you have a reverse mortgage, a NRMLA member 
loan servicer will:

> Notify you promptly if you have fallen behind in your  
 tax and insurance obligations and direct you to seek  
 advice in the event you are not able to fulfill your  
 responsibilities.

> Keep you informed of your current loan balance and of  
 all costs by providing regular statements detailing  
 your account.

> Be available to answer any questions you may have 
 about your account.

The mission of the National Reverse Mortgage Lenders Association is to educate you about reverse mortgages and to 
help you determine if one might be the right choice for you. We know your home is a prized possession of you and your 
family. We are sensitive to the fact that utilizing your home equity while you remain in the home is a major financial and 
emotional decision. All NRMLA members are required to abide by a Code of Ethics & Professional Responsibility in which 
we pledge to serve you with integrity. Your best interests are our primary consideration.

Prior to you getting a reverse mortgage, as a NRMLA member we will:

You can BORROW WITH CONFIDENCE from a NRMLA member.
Copyright © National Reverse Mortgage Lenders Association 2011



Serving Seniors

By Randy Davis, CRMP 
Dollar Bank FSB

My First Short Pay  
Off Using a  
Reverse Mortgage

My education began at the 2009 NRMLA Annual Meeting in 
San Diego when I attended a session entitled “The Most  
Challenging Deal: Strategies for Persuading a Bank to Accept a 
Short Pay off,”  devoted to “short payoffs using a reverse  
mortgage.” I was excited to learn about 
the possibility of actually helping out 
a senior client save their home from a 
foreclosure--and I could not wait to use 
that knowledge if and when I ran into 
that situation.

Well, about a year later, I did. I received 
a call from an elderly couple (80 and 81) 
that was in trouble and facing a foreclosure 
on their home. When they first got the 
mortgage their payment was around $800 
and now it was close to $1600, which 
they could not afford with retirement and 
other expenses. They could afford to pay $1000 a month so they 
did in good faith in order to try and keep their home. I asked 
them if I could look up their home on our county website to see 
what I thought the value was and in my opinion it would come 
in around $130,000 to $145,000. It turned out that they owed 
$175,000 on a home that I figured was worth a lot less. When I 

ran the numbers they were short of paying off the mortgage by 
$75,000 to $85,000, which gave me an idea.

I asked if they were working with anyone at the bank on the 
possible foreclosure and they said a very nice man was helping 

them and that he did feel bad about their 
situation but was not sure where to turn. I 
thought maybe this is someone I can talk 
to regarding a short payoff, so I asked for 
permission to call him and to go over their 
entire situation. I discussed with them my 
idea of paying off less than what was owed 
on the mortgage and for them to keep their 
home. I explained it was a long shot but 
worth the try.

When I called the gentleman they referred 
me to, I found out he was the asset manager 

of the servicer for the lender and that he did have a good heart 
and really wanted to help the older couple keep their home. He 
was not that familiar with reverse mortgages, or me for that  
matter, so I explained to him my CRMP designation and what 
that meant.  I guided him to NRMLA’s member website,  
nrmlaonline.org, for him to read about the substantial  
requirements for the CRMP designation for himself. I also took 
him to our company’s website and walked him through the  
different scenarios of home value, the couple’s age and how 
much they could possibly get with the reverse mortgage.  I asked 
if the numbers were something his lender could work with. After 
many calls he said yes, his lender would consider it.

To make a long story short, the property appraised at 139,000 
and the homeowners were able to receive $91,000, which left 
them short by $79,000 to pay off the mortgage.

I called the asset manager and he was able to convince the lender 
to take $79,000 less and we closed the loan and saved their 
home. The asset manager was just as excited as all of us were!

I want to leave you with this quote from cartoonist Bill Keane.

“The past is history, the future is a mystery and today is a gift, 
that is why it is called the present.” May all of you in Reverseland 
use your gift well in helping and serving our senior clients.

Certi f ied R e v e r s e  M o r t g a g e  P r o f e s s i o n al
T M

 I dIscussed wIth them my 
Idea of payIng off less  
than what was owed on the 
mortgage and for them to 
keep theIr home. I explaIned 
It was a long shot but  
worth the try.
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GROW YOUR BUSINESS WITH

As the Reverse Mortgage market   
expands, so does the number of 
companies that offer this product.  
Many will promise; few can deliver.

Reverse it! has invested both its 
time and resources to cultivate this 
business field and develop solid 
roots in Reverse  Mortgages. We 
have helped pioneer this industry 
because everything we offer, we’ve 
tried and perfected ourselves. We 
know what works... period.

We are Reverse it! - The industry 
leader in wholesale lending and 
Reverse Mortgage resources. 
Come grow with us.

a division of Urban Financial Group

• 24 Hour Turn Times

• CompeTiTive priCing

•  reversevision sofTware

markeTing maTerials

•  same Day Closings

• informaTion kiTs

•  ConsisTenT unDerwriTing
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The  
Presentation 
of Self By Ken Kanaday,  

Wendover Consulting

Establishing product 
credibility in the minds  of 
Seniors (and their advisors) 
is a critical step for Reverse 
Mortgage Loan Officers — 
but so is establishing one’s 
own professional credibility. 

 There’s that moment when 
seniors “get it,” when they 
finally believe a reverse  
mortgage is a credible 
financial tool that can help 

improve their life.  They begin to feel 
much more optimistic and confident. But 
mostly, they feel relief. At that moment, 
the burden of decision-making and  
skepticism is lightened.  You can see it in 
their upright posture.  
Reverse mortgage loan officers who  
witness such moments have learned early-
on in their careers to savor and appreciate 
such special times. When a senior “gets 
it,” there likely have been hours, days or 
weeks of repetitive, caring and competent 
presenting of a reverse mortgage’s many 
moving parts and hidden complexities.
At that moment, loan officers know  
there’s a big personal payoff for them as 
well. Not a financial payoff, but a very 
private, powerful reward of sorts — the 
validation of your presentation capacity.  
You have truly educated another senior. 
This feeling of professional accomplishment 
rejuvenates, reinvigorates. It propels you 
to do it again and again. It’s the  
“salesperson’s high.” 
In my experience, there are two parts to 
arriving at the “got it” moment: One is a 
clear and patient presentation of the  
features and benefits of a reverse  
mortgage. Developing a credible  
presentation of features and benefits is a 
critical core competency worthy of  
continual refinement. 
But the second and equally important part 
which can make or break a relationship 
with a client is the presentation of self.  
In addition to establishing the product’s 
credibility, you must establish your  
own credibility.
Many probing questions are being asked 
more assertively of  loan officers (and 
much earlier in the relationship) than 
ever before. The answers, and equally 
important, how answers are presented can 
directly impact perceptions of a reverse 
mortgage loan officer’s credibility and a 
senior’s trust: 
•  Why are you in this business? Can you 

help me learn everything I need? Can I 
trust you alone in my home with me?  
How far are you willing to go for me?  
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Continued on Page 20

Will we be able to get along through 
all this? How will you engage my adult 
kids, my advisors, my attorney? Will you 
protect my privacy and personal data?  
What are your credentials?  Will you 
follow-through on every promise made?  
What do you stand for? What won’t you 
stand for?  How long have you been 
doing reverse mortgages? Do you have 
references from other seniors? Why I 
should believe you? What type of ethics 
and values drive you?   

None of these questions, you will notice, 
focus on reverse mortgage products. Yet, 
the answer to each can be as equally  
challenging (and impacting) as the  
toughest technical question. Loan  
officers must be ready to respond  
forthrightly and openly to these types of 
questions regarding their own credibility, 
the reputation of their company, and the 
character of the reverse mortgage industry, 
all of which are intertwined.
The Presentation of Self  is a critical 
skill-set.  Presentations do not have to be 
formal. A presentation is actually taking 
place each time you shake hands with a 
senior, conduct a phone conversation, chat 
on an elevator, or meet one-on-one with a 
senior or family in a dining room, a living 
room, or hospital room. Each presentation 
represents an opportunity to either gain 
or lose credibility. As such, loan officers 
are virtually presenting all the time. 
In today’s environment of social media 
and self exploitation, when a reverse loan 
officer is asked by a senior, “Before we 
move ahead, could you please tell me a 
little more about yourself?” everything 
about you is potentially fair game.  The 
entire scope of one’s background can be 
expected to be accessible. The lines drawn 
between what’s personal, social, professional  
or casual seem to have blurred. The 
Presentation of Self is therefore a far more 
challenging competency than ever before.  
Given this, it’s important for loan  
officers to truly know yourselves —  
who you are, who you represent, who  
you know and who knows you, what 
organizations you are connected to, how 
you conduct business, what values drive 
you, and what you stand for. 
You must know how to present such things 
effectively, consistently and honestly, just  

as you do reverse mortgage product  
information. The more credible a loan 
officer is in the eyes of seniors (and their 
advisors), the more comfortable seniors 
become when attempting to learn and 
accept the credibility of reverse mortgage 
products. As Robert H. Irving, reverse 
mortgage loan officer at First Liberty 
Mortgage says, “The most important 
decision a senior can make (in getting a 
reverse mortgage) is the selection of the 
right reverse loan officer. Seniors have the 
right to know the person they’re dealing 
with is thoroughly vetted and of good 
character.” Therefore, building a practical 
understanding of credibility’s dynamics is 
an important first step for reverse  
mortgage loan officers. 

tHe crediBility Pie
The Credibility PIE model (see graphic) 
has been utilized for the past nine years  
in recruiting, training, and developing 
over 2,500 reverse mortgage loan  
officers across the U.S.A.  It has helped 
simplify many complexities naturally 
associated with the often elusive, abstract 
concept of credibility. It has been helpful 
with not only reverse mortgage loan  
officers, but processing, closing and  
servicing teams as well. 

There are three key elements constantly 
in play regarding perceptions of a person’s 
credibility. Each element plays a unique 
role--but they are also interdependent. 
This triad of elements is directly aligned 
with three fundamental questions regarding 
a person’s behavior, motive and knowledge:  

•  How? (Your Process or the P of the pie.  
Your methods of engaging and  
communicating with others in  
achieving results),

•  Why?  (Your Intentions or the I of the 
pie. Your motives, attitude and values 
driving your process and expertise), 

•  What? (Your Expertise or the E of the 
pie.  Your knowledge, credentials, track 
record, and experience used in achieving 
results), 

Just one missing ingredient in the baking 
of warm apple pie can leave a bad taste 
in the mouth of a hungry person. So too, 
one missing ingredient of a person’s  
Credibility PIE can also leave a bad taste 
for a person assessing trustworthiness. 
Research in this field has consistently  
concluded that credibility — the  
perceived quality of being believed, being 
worthy of trust — involves much more 

tHe reVerse crediBility P.i.e. model

Intent:
The perceived motives and  
values of a reverse  
loan officer

PROCeSS:
The perceived  
methods and  
behaviors used by a  
reverse loan officer

exPeRtISe:
The perceived knowledge 

and credentials of  
a reverse 

loan officer

A reverse loan officer’s Expertise is critical to his credibility.  However, the manner 
in which his Expertise is conveyed and applied (Process), coupled with how his 

motives and values (Intent) are perceived often makes the difference between gaining 
and losing the trust of Seniors.

The ability to convey the fullest scope of one’s Crediblity is “The Presentation of Self.”
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It’s Important for loan  
offIcers to truly know  
yourselves – who you are, 
who you represent, how you 
conduct busIness, what  
values drIve you, and what 
you stand for.

Continued from Page 19
than just a person’s expertise. It also involves character, values, 
attitude and behavior. The presence and interaction among all 
three elements usually creates the greatest opportunity for seniors 
to experience the fullest scope of a person’s credibility. 

To convey the full scope of anyone’s credibility involves the  
presence of all three elements within one’s Credibility PIE.  
However, at times a single element can play a more important 
role from a senior’s view. For example, a loan officer’s knowledge 
and experience (Expertise) may be of top importance to some se-
niors, while others may value the loan officer’s manner and style 
of relating (Process) or their attitude and motives (Intent) much 
more. Regardless, all three elements combined are always in play 
to some degree when it comes to establishing lasting trust. 

The National Reverse Mortgage Lenders Association (NRMLA) 
has recently released a concise, yet powerful, set of behaviors and 
values that its member loan officers and loan servicers strive to 
emulate “before and after” each senior acquires a reverse mortgage. 
This single page document (“Pledge to Reverse Mortgage Borrowers, 
see page 13) also subtly reflects all three elements of  The 
Credibility PIE. and clearly illustrates the industry’s promise  
“… you can borrow with confidence.” 

A lengthier menu of key reverse-specific best practices, do’s and 
don’ts, and values follow.  Each has a direct impact on a senior’s 
ultimate credibility assessment of the loan officer, his respective 
company, and the reverse mortgage industry. 

By considering each of following specific examples, loan officers 
can acquire a broader understanding of their own Credibility 
PIE  and an objective assessment of their own Presentation of 
Self skill set. 

Process: How an individual conveys or applies their expertise 
in helping seniors achieve positive results: 

A credible reverse mortgage loan officer: 

• Listens more than presents.
•  Follows the rules — the legal and compliance road-maps for 

assisting, educating and helping seniors. 

•  Paraphrases lengthy senior explanations to ensure clarity (rather 
than “nods politely”). 

•  Empathizes genuinely when exposed to highly emotional and 
personal senior scenarios. 

•  Keeps the relationship on a “formal” basis until given 
permission by the senior to be more casual. 

•  Does not “self-disclose” (presents information about  
themselves) until asked to do so by seniors. 

•  Does not manipulate the emotions of seniors. 
• Does not feign nor inflate professional credentials. 
•  Does not present product information until earning the “right 

and privilege” to do so. 
•  Does not attempt to sell to seniors outside their FHA approved 

geographic boundary. 
• Does not falsely advertise to seniors. 
•  Does not automatically begin speaking louder, slower or  

deliberately just because they’re with a senior. 
•  Seeks permission before asking potentially sensitive questions 

of a senior. 
•  Avoids giving compliments unless also providing a senior  

“… an easy way out.” 
•  Avoids discounting (down-playing or diminishing) genuine 

compliments given by a senior. 

•  Avoids taking an application without first ensuring the senior 
has completed counseling. 

•  Understands when to use relevant humor with a senior (and 
when never to do so). 

•  Determines what appropriate type and volume of literature to 
leave with a senior.

•  Renders all required federal and state disclosures in a compliant 
and in a senior-friendly manner.

Your Process elements are usually the first dimension of  
credibility experience assessed by a senior. 

Intent: Why an individual is driven or motivated to improve 
the lives of Seniors in the first place: 

A credible reverse mortgage loan officer:

•  Sets proper expectations early-on both what can be achieved 
and what cannot.

• Isn’t afraid to say “I don’t know” to tough questions.

•  Does not stereotype seniors based on culture, age, ethnicity, 
race or gender.

•  Knows when to show “both” sides of controversial issues (and 
when not to do so).

•  Follows through on all commitments (from protecting  
information to returning every phone call).

•  Does not disparage competitors, colleagues, federal government 
or others in front of seniors. 
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1-866-318-7583
ConsumerCredit.comACCC

Reverse Mortgage
Counseling
At Its BestHow we can assist your clients:

•  Standard non-emergency counseling sessions booked within 3-5 days from required paperwork
•  Emergency counseling sessions within 24 hours of booking if all required paperwork has been   
   distributed and reviewed
•  Thorough 1 hour and 15 min (average) counseling sessions
    including FIT and Benefit Checkup Assessments
•  Telephone or private face-to-face appointments at our office
•  Professional, honest, and reliable counselors

Each counseling session adheres to HUD required HECM topics and accommodates the needs of our clients, resulting in the 
most comfortable counseling and the best understanding of reverse mortgages. All of our counselors are HUD certified and 

participate in ongoing education and training to ensure the highest quality counseling services.

American Consumer Credit Counseling maintains 
the highest counseling standards and works 
diligently to assist clients as quickly and as 

efficiently as possible.

www.ConsumerCredit.com

Continued on Page 22

credIbIlIty — the perceIved 
qualIty of beIng belIeved, 
beIng worthy of trust —  
Involves much more than just 
a person’s expertIse. It also 
Involves character, values, 
attItude and behavIor. 

•  Remembers that over 50% of their attitude is conveyed to 
seniors “non-verbally.”

•  Remembers to keep seniors well informed and involved in 
the process.

•  Remembers to use the most appropriate document signing 
method appropriate for the senior. 

•  Remembers seniors usually expect (and need) to be educated 
first, before deciding to proceed. 

•  Does not “steer” seniors to a specific product or counselor.

Conveying your Intent consistently is the hardest, most  
challenging element of credibility!

Expertise: What knowledge, credentials and track record of 
results are available to help seniors 

A credible reverse mortgage loan officer: 

•  Simplifies complex reverse mortgage concepts by using  
analogies, stories, illustrations, graphs, visuals. 

•  Simplifies complex concepts by breaking them into smaller, 
digestible chunks of information.

•  Simplifies complex concepts by starting with bottom-line or 
key take-away messages. 

•  Avoids introducing new information without first linking to 
previous content or resetting expectations. 

•  Repeats key information and important concepts routinely, 
subtly, and naturally.

•  Utilizes simple language (avoids jargon, mortgage speak, buzz 
words, acronyms, “erudite” terms). 

•  Understands the full scope and depth of originating  
compliance rules and regulations. 

•  Provides logical and well timed internal summaries and 
transitions between major topics. 

•  Places emphasis on the first and last key points a senior will 
hear or see during presentations. 
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 Bay Docs is the ORIGINAL Reverse Mortgage Document Preparation Company 

888-297-3627 * www.baydocs.net 

 
 

Technology Consulting and Custom Software Development: 
Bay Docs’ highly experienced and skilled technology team will work with you to     
integrate your system with ours. We can accommodate any loan origination system. 
Bay Docs offers custom call center calculator software that allows loan officers to run 
multiple loan scenarios, compare products, obtain pre-application and/or three-day 
disclosure packages, TALC, and TIL calculations, and amortization schedules. 
 

Legal and Compliance: 
Bay Docs’ legal and compliance staff provides state specific application and closing 
packages that are reliable and up-to-date within the reverse mortgage industry. Our 
periodic newsletter details key legal and regulatory changes that are provided to 
our clients. 

        Integration? Technology? 
            We can do it together! 

•  Explains the “big picture” (boundaries, purpose) prior to going 
“deep” on technical/financial data. 

•  Knows when to “draw conclusions” for the senior (and when 
never do to so).

• Personalizes key content and messages.

•  Gives credit to all sources of key information when presenting 
data to seniors.

•  Knows when to use “emotional appeals” versus “rational 
appeals” with seniors (and visa versa).

•  Understands when to begin presentations with the weakest 
versus strongest points.

•  Does not “go-deep” (“answers the unasked question”) unless 
first taken there by a senior. 

•  Knows how to structure and deliver presentations when  
English is the senior’s second language.

Your Expertise involves much more than knowledge of  
reverse mortgages! 

Balancing, conveying and continually developing all three ele-
ments is the key to lasting credibility. It may be easily assumed 
from a reverse loan officer’s perspective, that “...As long as I 
know all the facts, can answer every question asked, and get the 

senior the reverse mortgage, then my credibility is assured.” Not 
so. Knowledge and results (Expertise) are important for sure, but 
how seniors are treated and engaged (Process) and how they view 
a reverse loan officer’s motives and attitude (Intent) also play key 
roles in establishing credibility. The presence of all three elements 
(The Credibility P.I.E.) conveyed through one’s Presentation 
of Self skill-set provides the greatest opportunity for seniors to 
discover the fullest credibility of a reverse mortgage loan officer. 

There is a shorthand for remembering the elements of credibility.  
When engaging seniors (and their advisors), just try to remember 
the word credibility is always spelled with three “I’s.” Each “I” 
represents a key message that every senior secretly wishes to believe 
and hopes to hear from their reverse mortgage loan officer:

•  I can fit-into your world, communicate effectively with you, 
and will always follow the law. (Process) 

•  I sincerely want to help you achieve your goals and will do so 
honestly and ethically. (Intent) 

•  I am very knowledgeable of reverse mortgages and can get you 
the results you deserve. (Expertise)  

Ken Kanady is the Director of Learning for Wendover Consulting, 
Inc. responsible for helping Reverse leaders strengthen the performance 
of sales and operations teams. He created and managed Wells 
Fargo’s Reverse sales learning program from 2003 to 2011. 

Continued from Page 21
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Looking for a Wholesale Lender?

If you are looking for an investor
to sell reverse mortgage production, the following companies

participate in NRMLA’s Wholesale Lender Council.

NRMLA does not endorse any of the companies listed. This is for informational purpose only.

To get more information, visit NRMLAonline.org.

By Shannon Hicks



the end of the sandwich,” he said. Indeed. Financial advisors 
work to make assets last for a lifetime based on life expectancy, 
inflation, rates of return and other factors. The challenge today 
is that most companies have moved away from defined benefit 
plans (pensions) to profit sharing plans, like the popular 401(k). 
This leaves the onus of saving on the individual to save extra and 
enough and manage those funds to last throughout retirement.

In recent years reverse mortgage professionals have made a 
focused effort to gain acceptance and understanding in the 
financial planning community. The primary emphasis has 
been on the benefits of the federally-insured reverse  

mortgage’s tax-free proceeds, use of home equity and increased 
cash flow. The introduction of the HECM Saver helped  
overcome some of the stigma that reverse mortgages are  
prohibitively expensive, but will reduced costs alone truly help 
financial advisors embrace the reverse mortgage as a planning 
tool? Will a lower cost product alone erase the perception that a 
reverse mortgage is a loan of last resort? Most likely not. Beyond 
features and benefits we must capture both the attention and 
imagination of the financial community that a reverse mortgage 
should be part of their financial tool box for clients.

During NRMLA’s annual meeting in Boston a paradigm shift 
began. It may have escaped some, but Dr. John Salter’s  
presentation in cooperation with Harold Evensky, “Integrating 
reverse mortgages with other products to create a balanced  
retirement plan” laid the groundwork for an educated and 
comprehensive approach to utilizing reverse mortgages as part 
of a comprehensive financial plan. It is perhaps the most well 
rounded and credible strategy for our industry to capture the 
imagination of today’s financial planner. I had the privilege to 
interview Dr. Salter shortly after his presentation.

Not aN eVeNt But a Process

When a borrower obtains a reverse mortgage it is a defined event 
in their financial plan. However, what about their overall  
financial plan for retirement? “The financial planning process is 
not an event but an ongoing process,” said Dr. Salter. The  
process focuses on whether and how a client can meet their  
lifetime goals by managing financial resources. Until recently the 
home usually was not included in that equation. Besides serving 
as an Assistant Professor at Texas Tech University teaching  
financial planning, John serves as Vice President & Wealth 
Manager at Evensky & Katz Wealth Management based in 
Coral Gables, Florida. Unlike most, Evensky & Katz has been 
modeling home equity as part of the retirement plan for many 
years. The goal is “to make the peanut butter and jelly last until 

“ The goal [of a balanced 
retirement plan] is to make 
the peanut butter and  
jelly last until the end of 
the sandwich.” 

moNte carlo...it’s Not just a city

Concepts are fine but financial advisors will ask “where’s the 
beef?” In other words, show me the numbers. Monte Carlo  
simulations have been used in finance since the mid 1960’s. It 
takes portfolios or investments and exposes them to varying  
factors of uncertainty like returns, tax rates, and economic  
conditions to project likely outcomes. Texas Tech doctoral  
candidate Shaun Pfeiffer ran a variety of scenarios through  
varying simulations that made use of a reverse mortgage and 
came up with some eye-opening conclusions.

casH FloW reserVe &  
tHe staNdBy reVerse

When it comes to the math of retirement planning the  
question of sustainable withdrawal must be answered. That is, 
what percentage of the client’s portfolio can be withdrawn each 
year (adjusted for inflation) that gives the portfolio the best 
chance of lasting for life? For most investors typical sustainable 
withdrawals range from four to five percent per year. So where 

Innovation
caPture tHeir imagiNatioN:  
makiNg iNroads  
iNto tHe FiNaNcial  
PlaNNiNg commuNity 
By Shannon Hicks
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Too big To ignore

With retirement planning being the number one reason people 
seek financial advisors and the home usually being one of the 
largest assets in a portfolio, reverse mortgages can no longer 
be ignored as a valuable tool. Dr Salter summarizes, “Having a 
fiduciary responsibility means looking at all options.” So beyond 
being a mere source of funds, the reverse mortgage is a strategic 
tool that can be used judiciously to help maintain and grow a  
retirement portfolio while meeting sustainable withdrawals for 
the life of the investor. Now the peanut butter and jelly can last 
until the end of the sandwich. Beyond the typical benefits  
usually espoused we have an opportunity to present reverse 
mortgages as a true financial planning tool thus capturing both 
the attention and imagination of financial advisors.

does the reverse mortgage fit? It can help fund the client’s cash 
flow reserve or be a “standby reverse mortgage.”

rallyiNg FiNaNcial PlaNNers

If the market has taught us anything it is returns are not  
predictable in the short term. However, investors can usually rely 
on historical rates of return when planning that help them meet 
their needed living expenses. Dr Salter explains it this way, “We 
use the cash flow reserve (CFR) to fund a client’s short-term  
financial needs which takes the focus off using the long-term  
portfolio investments allowing them to grow.” That cash flow reserve 
is typically funded by short term investments in the portfolio and 
refilled as the portfolio grows thus replenishing it. But what about 
a down market? That’s where the “standby reverse mortgage” can 
play a key role. “Rather than selling a depreciated asset we can use 
the reverse mortgage line of credit to meet short term needs in 
the CFR allowing them to grow and repay the money used in the 
future.” The cash flow reserve can be funded for six months to two 
years depending on market conditions. Now the home’s equity, 
which typically remained untapped, can be used strategically to 
increase the success of a client’s portfolio lasting their lifetime. A 
variety of scenarios were simulated with high or low home equity 
and portfolio balances. One simulation shows that an investor  
using a reverse mortgage to refill their cash flow reserves 
whilewithdrawing 5% per year from their portfolio increased their 
success of not outliving their money from 56% to 100%. For 
those not wanting to repay the reverse mortgage the standard or 
traditional HECM with tenure payments also fits nicely.

“ The process focuses 
on whether and 
how a client can 
meet their lifetime 
goals by managing 
financial resources.” 

C R E D I T   C O U N S E L I N G   S O L U T I O N S

www.ClearPointFS.org

Call 866-786-9268

HECM Counseling Certif icates 

      ...without the Headaches

Easy – Clients call a dedicated 1-800 number designed to 
quickly get them with a real person to schedule their appointment. 
We provide nationwide telephone counseling or face-to-face 
counseling in 17 markets, and can provide the counseling in English 
and Spanish and Tagalog.

Free, Quick, and Consistent!
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Bay docs, iNc.
Since 1994, Bay Docs’ core focus has been reverse mortgage 
document preparation. Bay Docs is the document provider of 
choice for many of the top 20 reverse mortgage lending  
institutions, including 
two of the top three.  
We remain the only 
document preparation 
company dedicated solely 
to the reverse mortgage industry. 
We are your one-stop resource for pre-application, three-day 
disclosure and closing packages for lenders and brokers who offer 
the FHA Home Equity Conversion Mortgage (HECM) loan 
program. We have a highly qualified staff with extensive legal, 
compliance and technology expertise, which allows us to offer 
services beyond traditional document preparation. 
Call: 888-297-3627 or visit www.baydocs.net
Contact: Kathleen Leonard 415-408-5134 or email  
kleonard@baydocs.net

camBridge credit  
couNseliNg corP.
Cambridge Credit Counseling is a 501(c)
(3) non-profit housing and credit  
counseling agency, providing financial 
education and a variety of counseling  
services to individuals and families across 
the country.  Cambridge offers credit/debt  
counseling, foreclosure intervention  
counseling, reverse mortgage counseling, first-time homebuyer 
education, post-purchase, and rental assistance counseling.   
The agency’s counselors are nationally trained and certified and 
have an average tenure of nearly a decade, making them one  
of the most experienced, full-service financial counseling  
agencies in the country.  Cambridge’s housing counseling services 
are approved by the U.S. Department of Housing and Urban 
Development, and their reverse mortgage counseling services  
are approved by the Massachusetts Executive Office of Elder  
Affairs.  Cambridge is a member of the Better Business Bureau 
and currently maintains an A+ rating.  The agency has been an 
ISO 9000 certified agency since 2001.  Since their inception in 
1996, Cambridge has provided financial counseling to well over 
1 million consumers across the country.

www.cambridgecredit.org 
www.keepyourhome.us

Housing Counseling:   
Phone:   1-800-757-1788 
E-mail: housing@cambridgecredit.org

Credit Counseling: 
Phone: 1-800-527-7595 
E-mail: info@cambridgecredit.org

celiNk
Celink’s Reverse Mortgage Servicing Mission is threefold.  
We Lead —
Ethics, integrity, and unwavering core values direct all of our actions. 
We Support —
We support our clients  
through new and often  
uncharted territory.

We Innovate —
We explore and uncover new 
and cost-effective ways to  
increase our value to our  
clients and their borrowers. 
We meet every industry challenge and every client and borrower 
need with the confidence that comes from knowing who we are 
and what we’re about. Your reputation and your borrowers are safe 
with Celink. 
Visit celink.com for a full Corporate Overview.
John LaRose, CEO: john@celink.com (517) 321-9002
Ryan LaRose, COO: ryan@celink.com (517) 321-5491

clearPoiNt credit couNseliNg
ClearPoint Credit Counseling Solutions is one of the nation’s 
largest 501(c)(3) nonprofit credit counseling organizations, and 
has the third largest capacity for reverse mortgage counseling. 
We provide counseling nationwide, and offer  
face-to-face appointments in  
17 markets. As a national HUD 
approved intermediary, 
we follow all of the newest 
HUD requirements.

Phone: 866-786-9268

www.ClearPointCCS.org/
ReverseMortgage

Director of Housing: Martha.Viramontes@ClearPointCCS.org

james B. Nutter & comPaNy
Known as America’s First FHA Reverse Mortgage Lender, James 
B. Nutter & Company is a national mortgage banking firm 
licensed in 50 states, the District of Columbia and the  
Commonwealth of Puerto Rico. Founded in 1951, the company’s 

who’s who in ReveRse MoRtgages
Profiles of NRMLA Member Companies
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headquarters 
are located in 
Kansas City, 
Missouri where 
the firm  
specializes in originating FHA, VA and Conventional loans.   
In 1989, James B. Nutter & Company was honored to close  
the first FHA HECM Reverse Mortgage in the nation for  
Ms. Marjorie Mason of Fairway, Kansas.      

www.jamesbnutter.com

Retail Division:   
Chris Peters (800) 342-7334

Wholesale Division:  Paul Madson (800) 798-3946

metliFe BaNk
MetLife Bank N.A., a MetLife company, is a federally chartered 
bank offering deposit products and a nationwide retail and 
wholesale provider of home financing. With a dedication to  
responsible reverse mortgage lending, MetLife Bank is  
committed to helping older Americans make the most out of 
this important mortgage option. The Bank offers a wide range 
of federally-insured HECM loan options, as well as skilled, 
straightforward guidance that simplifies the loan process and 
helps customers make  
informed decisions. 
MetLife Bank is a  
member of the National 
Reverse Mortgage  
Lenders Association 
(NRMLA), and we adhere 
to the highest ethical standards in the industry. 

Career opportunities:  
Call 1-866-951-4777 or visit  
www.metlifebank.com/careers
Wholesale division: Call 1-866-359-3817 or email Mike 
Mooney at mmooney1@metlife.com
MetLife Bank, N.A. is an Equal Opportunity/Affirmative Action Employer.

Mortgage financing provided by MetLife Home Loans, a division of 
MetLife Bank, N.A., Equal Housing Lender. © 2010 METLIFE, INC. 
R0511183309[exp0612][All States][DC] 

reVerseVisioN
ReverseVision is a leading technology company in the reverse 
mortgage industry. 10,000 users in 1000 companies rely on 
ReverseVision to originate reverse mortgages.
Loan officers like the simplicity of ReverseVision and the  
powerful graphical representation of reverse mortgages.  
Lenders rely on ReverseVision for RESPA compliance and use  
ReverseVision’s reporting features to manage their operation. 

ReverseVision is privately owned and independent and focuses 
on reverse mortgages exclusively. The company is located in 
North Carolina and employs a team of leading software  
engineers and reverse mortgage specialists with a combined  
experience of over 50 years.

www.reversevision.com 
(919) 834-0070 
info@reversevision.com

reVerse mortgage solutioNs
Reverse Mortgage Solutions (RMS) is a premier provider of 
hosted reverse mortgage loan servicing software as well as the 
nation’s leading authority on all aspects of reverse mortgages — 
specializing in reverse mortgage servicing and sub-servicing. The 
RMS suite of reverse mortgage technologies automates the entire 
reverse mortgage life-cycle 
from loan origination to 
loan servicing to Ginnie Mae 
HMBS issuance and master 
servicing. 

The corporate objective is to  
continue to be a dominant 
force in all aspects of reverse 
mortgage business, as well as other mortgage and  
mortgage-related specialty serving products.  To learn more about 
RMS click here: www.rmsnav.com

uFg/reVerse it! 
Urban Financial Group & Reverse it! offer a complete line of 
products and services in the retail and wholesale reverse mortgage 
industry, respectively. Consistently ranked among the top ten 
lenders in the nation, Urban Financial Group and Reverse it! 
have built their success using a turn-key, streamlined approach 
for their clients to 
assure all loans are 
closed accurately, 
quickly, and above 
all — ethically. As a 
pioneer in the reverse 
mortgage industry, Urban Financial Group also uses its strength, 
experience, and proud NRMLA affiliation to lobby for fair laws 
that protect seniors from abusive and predatory practices. Visit 
us at www.reverseit.com 

Career opportunities: Call 888-777-3311 or  
email us: sandy@urbanfinancialgroup.com
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Below is a ranking of HECM activity by state from January 1, 2011, through September 30, 2011.

RANK LOANS ISSUED
Y-o-Y % 

CHANGE
MARKET- 

SHARE

heCM voluMe tRends
Below is a graph of HECM activity by volume from October, 2009, through September 30, 2011.

Source: Reverse Mortgage Insight (www.rminsight.net)

Source: Reverse Mortgage Insight (www.rminsight.net)
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the nation’s 20 laRgest heCM states

1 0 California 7,449 0.1% $3,063,517,619 13.6%
2 1 Texas 4,743 7.0% $767,573,263 8.7%
3 -1 Florida 3,583 -24.0% $725,017,388 6.6%
4 0 New York 3,348 8.3% $1,224,063,428 6.1%
5 3 Pennsylvania 2,558 24.1% $459,927,173 4.7%
6 0 New Jersey 2,337 8.4% $699,431,832 4.3%
7 0 Virginia 2,099 -1.4% $493,216,238 3.8%
8 -3 Maryland 1,842 -20.6% $469,563,761 3.4%
9 7 North Carolina 1,433 28.9% $283,470,008 2.6%
10 -1 Illinois 1,409 -22.7% $272,337,865 2.6%
11 -1 Washington 1,387 -7.7% $402,335,911 2.5%
12 -1 Georgia 1,289 -8.5% $237,087,348 2.4%
13 -1 Puerto Rico 1,280 -4.3% $217,967,481 2.3%
14 -1 Massachusetts 1,131 -4.8% $373,253,300 2.1%
15 0 Arizona 1,104 -3.2% $248,059,212 2.0%
16 3 Tennessee 1,045 19.6% $181,321,638 1.9%
17 -3 Oregon 1,006 -13.5% $254,978,870 1.8%
18 -1 Colorado 1,004 6.7% $284,496,452 1.8%
19 -1 South Carolina 963 9.8% $192,754,362 1.8%
20 1 Louisiana 930 15.5% $154,554,000 1.7%
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the nation’s top 100 heCM lendeRs
R

AN
K

R
AN

K

LENDER LENDERLoans 
Issued

Market-
share

Market-
share

Max. 
Claim 

Amounts*
Loans 
Issued

Max. 
Claim 

Amounts*

Y-o-Y 
%

change

Y-o-Y 
%

change

1 Wells Fargo 13,850 20.1% 3,626.07  25.3%
2 Metlife Bank 4,987 115.6% 1,294.96  9.1%
3 Bank of America 3,467 -30.5% 940.27  6.3%
4 One Reverse Mortgage LLC 3,356 50.0% 561.32  6.1%
5 Urban Financial Group 1,498 -17.0% 275.55  2.7%
6 American Advisors Group 1,188 125.9% 232.72  2.2%
7 Generation Mortgage Co. 1,162 22.2% 254.10  2.1%
8 Reverse Mortgage USA Inc. 687 -17.8% 100.21  1.3%
9 Security One Lending 661 50.9% 187.00  1.2%
10 Genworth Financial 584 46.4% 137.11  1.1%
11 New Day Financial LLC 532 16.7% 107.90  1.0%
12 The First Nat’l Bank of Layton 512 488.5% 171.39  0.9%
13 Senior Mortgage Bankers Inc. 464 2.9% 72.06  0.8%
14 Net Equity Financial Inc. 440 -23.1% 117.62  0.8%
15 PNC Reverse Mortgage LLC 435 36.8% 98.81  0.8%
16 M and T Bank 424 -2.5% 75.96  0.8%
17 TPO Brokers** 409 - 118.76  0.7%
18 iReverse Home Loans 376 75.7% 91.80  0.7%
19 Money House Inc. 358 -18.1% 61.62  0.7%
20 Great Oak Lending 354 -23.0% 78.96  0.6%
21 Suntrust Mortgage Inc. 327 32.9% 67.81  0.6%
22 Financial Freedom Acquisition 300 -63.8% 88.81  0.5%
23 Equipoint Fin’l Network Inc. 268 -21.9% 70.60  0.5%
23 All Financial Services 268 211.6% 34.64  0.5%
25 Royal United Mortgage LLC 239 69.5% 49.23  0.4%
26 Aspire Financial Inc. 234 8.8% 35.46  0.4%
27 Midcontinent Fin’l Center 212 42.3% 50.33  0.4%
28 Primelending (Plainscapital) 197 103.1% 49.11  0.4%
29 MAS Associates 193 -2.0% 46.53  0.4%
30 Senior American Funding 176 -29.6% 58.08  0.3%
31 MortgageShop 174 -5.4% 34.66  0.3%
32 Cherry Creek Mortgage Co. 143 40.2% 40.30  0.3%
33 Integrity First Mortgage 132 -43.8% 17.55  0.2%
34 United Southwest Mtg Corp. 130 - 44.96  0.2%
35 Open Mortgage LLC 123 0.8% 42.88  0.2%
36 Reverse Mortgage Solutions Inc. 116 11500.0% 22.61  0.2%
36 American Pacific Mortgage 116 6.4% 36.59  0.2%
36 Trinity Reverse Mortgage 116 58.9% 50.49  0.2%
39 M&I Marshall and Ilsley Bank 113 -15.0% 20.58  0.2%
40 Network Funding LP 110 44.7% 23.20  0.2%
41 Tripoint Mortgage Group 109 32.9% 54.28  0.2%
42 Sidus Financial LLC 108 4.9% 20.32  0.2%
43 Envoy Mortgage Ltd. 107 -2.7% 22.63  0.2%
44 Webster Bank 106 -17.2% 26.15  0.2%
44 Sun American Mortgage Co. 106 24.7% 25.46  0.2%
46 Home Savings of America 103 90.7% 27.83  0.2%
47 GMFS LLC 102 -8.9% 18.60  0.2%
48 Nationwide Equities Corp. 95 1.1% 37.86  0.2%
49 Stay In Home Mortgage 94 -53.7% 19.20  0.2%
50 Academy Mortgage 93 -36.3% 24.05  0.2%

51 Montgomery Mortgage 89 -29.4% 14.70  0.2%
52 West Town Savings Bank 88 1366.7% 18.43  0.2%
53 VIG Mortgage Corp. 87 2800.0% 16.61  0.2%
53 Christensen Financial Inc. 87 26.1% 17.73  0.2%
55 Brian A. Cole & Associates Ltd. 86 -60.6% 9.42  0.2%
56 Primary Residential Mtg Inc. 85 -4.5% 20.10  0.2%
56 Harvard Home Mortgage Inc. 85 -47.5% 14.71  0.2%
58 Priority Mortgage Corp. (Fla.) 80 -57.0% 13.47  0.1%
59 Metro Island Mortgage Inc. 79 33.9% 14.47  0.1%
59 First Mariner Bank 79 -74.7% 19.42  0.1%
59 New Castle Mortgage 79 0.0% 13.46  0.1%
62 AMTEC Funding Group 78 -38.6% 23.25  0.1%
63 ARAMCO Mortgage 76 81.0% 33.82  0.1%
63 Approval First Home Loans 76 31.0% 22.39  0.1%
63 East Coast Capital Corp. 76 -14.6% 31.25  0.1%
66 Fulton National Bank Assoc. 75 11.9% 15.35  0.1%
66 Gateway Funding Diversified 75 -11.8% 19.55  0.1%
68 Universal Lending Corp. 73 -12.0% 20.10  0.1%
68 Upstate Capital 73 -55.5% 14.58  0.1%
68 United Southwest Mortgage Corp. 73 -49.0% 26.87  0.1%
71 American Senior Lending 72 4.3% 12.21  0.1%
71 First Mortgage Corp/HealthOne 72 - 24.90  0.1%
73 United Northern Mtg Bankers 71 42.0% 28.66  0.1%
74 Sovereign Lending Group 70 218.2% 30.44  0.1%
75 Rockland Trust Co. 68 3.0% 20.57  0.1%
75 Axis Financial Group 68 240.0% 7.62  0.1%
77 The Senior Equity Group 66 43.5% 29.10  0.1%
77 AA Mortgage Group 66 -32.0% 11.90  0.1%
77 Sterling Savings Bank 66 6500.0% 14.18  0.1%
80 Libertystreet Financial Group 65 -11.0% 28.51  0.1%
81 Value Financial Mtg Services 63 -33.0% 13.11  0.1%
82 Advanced Funding Solutions 62 8.8% 24.91  0.1%
82 American Nationwide Mtg Co. 62 -12.7% 13.84  0.1%
84 Traditional Home Mortgage 60 -59.2% 16.43  0.1%
84 Oceanfirst Bank 60 39.5% 12.00  0.1%
84 McGowin-King Mortgage 60 -15.5% 10.21  0.1%
87 Allied Home Mortgage Corp. 59 - 16.97  0.1%
88 High Tech Lending Inc. 57 78.1% 20.24  0.1%
89 Watermark Capital 56 -30.9% 17.79  0.1%
89 Southwest Funding LP 56 -18.8% 8.71  0.1%
89 The Money Source Inc. 56 - 12.01  0.1%
92 Wintrust Mortgage Corp. 55 41.0% 13.88  0.1%
93 Seniors Reverse Mortgage 54 -79.1% 12.42  0.1%
94 Atlantic Bay Mortgage Group LLC 53 35.9% 10.70  0.1%
94 Axia Financial LLC 53 488.9% 15.21  0.1%
94 Allied Home Mtg Capital Corp. 53 -49.5% 10.39  0.1%
94 Accutrust Mortgage 53 60.6% 16.19  0.1%
98 Legacy Home Financing 52 85.7% 20.89  0.1%
98 Guaranteed Home Mtg. Corp. 52 73.3% 20.85  0.1%
100 Gateway Reverse Mtg Group 51 -62.5% 4.91  0.1%

Source: Reverse Market Insight (www.rminsight.net)

*In Millions
From January 1, 2011 through September 30, 2011 **These are loans originated late last year and earlier in 2011  

by Third-party originators that FHA could not identify.
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Nest Egg
By Marty Bell

tWo  
geNeratioNs

If you have arrived this deep into this issue, I hope you stopped 
along the way to read both NRMLA’s Borrow with Confidence 
Pledge to America’s Seniors and Ken Kanady’s article about the 
importance of the “The Presentation of Self ” in the origination 
process. Both of these provide paths to better communication 
with America’s seniors.

There is no more important skill in the reverse mortgage process 
than this ability to communicate with clarity and empathy, which 
is why the “kitchen table conversation” remains the most prevalent 
image in our ongoing intra-industry conversation.  Even in today’s 
more technical communications environment where much of the 
outreach is via telephone or Internet, the tone remains a “kitchen 
table conversation,” homey, warm, appropriately intimate.  After all, 
both aging and  personal finances are a private and touchy issues.  

At NRMLA’s recent Annual Meeting & Expo in Boston,  
communication skills was one of the topics that ran through a 
number of sessions.   It seems to be a major theme that pervades 
all of our gatherings. You might think that after more than a 
decade of NRMLA conferences, we have covered this topic 
thoroughly enough already.  But it is as relevant now as ever—
especially since we appear to be in the midst of a change in the 
demographics of our potential clientele.

As Karin Hill, Director of Single Family Program Development 
at HUD reported to attendees, “We have noticed substantial 
changes in the last 12 to 14 months in the mortgagor profile and 
the use of the product.”

The change is partially self-generated by the creation of the 
HECM Saver, a product that appeals to younger borrowers.  But 
it has also obviously been motivated by the need created by  
economic recession.  Though the need for the product by 

the older half of the senior sector has not decreased, the need 
amongst the younger half has vastly increased.

 At a conference session focused on Intergenerational Consensus, 
researcher John Marttila, who performed focus groups and surveys 
on NRMLA’s behalf a year earlier, reported that while conducting 
these focus groups he was struck by the fact that there are now 
clearly two generations of potential reverse mortgage borrowers—
and their perception of the product are different.  Interestingly, 
what most separates them is the concept of debt.  

To the older generation of borrowers, or what Tom Brokaw has 
labeled “The Greatest Generation,” no four letter word is as  
offensive as debt.  After all, they have devoted their long adult 
lives to getting out of it.

In contrast, the younger generation of borrowers, or the  
Boomers, have largely spent their lives depending on credit cards 
seemingly without hesitation and debt is as routine a part of 
their daily lives as Starbucks. 

Another session at this year’s gathering was inspired by a comment 
made by Alain Valles of Direct Finance Corporation and a CRMP, 
on a NRMLA sponsored webinar earlier in the year.  The biggest 
hurdle with the older generation of seniors, according to Valles, is 
not getting them to understand the benefits of the product, but an 
emotional hurdle.  “This generation of seniors,” Valles said, “feels 
that assuming debt at their age means they have failed.” 

At this session Valles, along with colleagues, Sarah Hulbert, Harlan 
Accola and Henrietta Belcher-Stack discussed a series of obstacles 
provided by the older generation including a penchant for  
hoarding, political views that came out of World War II (“I 
learned quickly that pulling into their driveways in a Honda was 
not a good idea,” Hulbert said), and religious rigidity (“One client 
told me God came to her in her sleep last night and told her, Thou 
shalt not reverse thy mortgage,” Valles said.)

On the other hand, the Boomer generation and their needs have 
been affected by societal changes the previous generation never 
contemplated, including more divorces, more working women, 
more single moms, more gay couples, and the unprecedented  
possibility that the value of their home could actually decrease.

The convergence of two phenomena—the huge increase in the 
American birth rate following World War II and the increase in 
expected lifespan by about 15 years since that war ended—have 
yielded the largest and most diverse senior sector in our history 
and, as a result, a huge market for reverse mortgages.  But piercing 
this market is going to require a continually evolving and  
expanding set of communications skills.  

“[Communication] is as 
relevant now as ever —
especially since we appear 
to be in the midst of a 
change in the demographics 
of potential clientele.” 
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