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Satisfaction Rating 94

Key Behaviors

Performance Metrics

NPS
Score 85

 Your highest impact category, Loan Officer (2.4 impact) remained steady at 96 and is one point 
higher than the National Average. Application Process (1.5 impact score), also remained steady at 
92 and is now two points above your peers (90).  

These are the categories most responsible for your overall SAT and NPS scores, and should 
continue to be monitored closely.

 Below you can see Q4 performance by Region. Region 6 is of particular interest, with the lowest 
Satisfaction Score and NPS.

 My Mortgage Co.’s Q4 behavioral metrics show a two-point gain in Satisfaction from Q3 (92) 

which is four points higher than the National Average (90).  

 The Net Promoter Score (NPS) saw a two-point gain from Q3’s 83 to 85 for Q4. You are nine 

points above the National Average (76).

 In the category of Likelihood to Recommend, 94 percent of 985 responding borrowers gave 

you a nine or ten when asked their Likelihood to Recommend. This is two points above Q3

(92), and three points above the National Average of 91.
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 Drilling down into LO Seven’s individual performance, we can see that on five of nine loans 
this quarter, borrowers stated they did not close at expected rates and fees, dropping 
satisfaction from 84 to 39.

 These are the types of teaching opportunities that can help your overall satisfaction 
scores improve rapidly.

 Your closing fees were as expected 

91 percent of the time, but when 

they were not (80 borrowers) 

Satisfaction fell from 94 to 79. 

 Borrowers stated that they were 

contacted prior to closing 90 

percent of the time, but when they 

were not (55 borrowers), 

Satisfaction fell significantly, from 

94 to 67. 

 Drilling down further into Region 6, it is evident that not all LOs are struggling. The three LOs 

noted above appear to be driving scores down for the group. Note: A ”dash” indicates 

negative NPS, which means there are more people bad-mouthing you than promoting you.

LO One LO Two LO Three LO Four LO Five LO Six LO Seven
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Response Rates

 My Mortgage Co. was below peers on response rate with 22.2 percent vs 30.1 percent for the 

National Average. 

 My Mortgage Co. had 1363 surveys started and 1202 completed (88.2%).

Portal Usage

 Portal usage is below average vs. peers with 51 total logins in Q4. 

 Seven users signed on during the quarter.

National Benchmark Insights – Credit Scores

Biggest Gains & Losses

 You had a few gains this quarter, the most notable being a one-point gain in Loan Products and a two-

point gain in the Cost category. 

 Your most notable loss was in the Appraisal Process category which saw a three-point drop to 91 from 

94 in Q3. There were small losses in subcategories for the Loan Processor and Closing categories. 

Fortunately, these losses did not impact the overall scores for these categories. 

 According to data from 23,731 respondents in Q4, there appears to be a correlation between credit 
score and satisfaction with the loan process, with satisfaction decreasing as credit scores increase.

 We surmise that this correlation is in part due to expectations for a quick and easy process held by 
high credit borrowers who are disappointed when the process is not quick and easy, especially when 
it comes to being asked to provide additional documentation.

 The National Benchmark shows a seven-point difference between the lowest and highest credit 
ranges, and My Mortgage Co. shows a slightly larger difference of nine points.  

National Benchmark

My Mortgage Co. 
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Highly Satisfied Customers

- Recent Testimonials 
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Dissatisfied Customers

- Risk Mitigation 
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