
WEBINAR SERIES 

Using the Borrower Inquiry Website to 
Improve the Customer Experience 



Meet the team. 

Anthony Villa 
Moderator 
Director of 
Marketing & Sales 

Nick McCracken 
Lead Developer 



Today you will learn: 

1. The benefits for Servicers using our Borrower Inquiry portal 
 

2. New enhancements and features 
 



Our agenda. 

What is Borrower Inquiry? 

Benefits of BI for Servicers 

The Borrower’s Website Experience 

“Should I be using Borrower Inquiry?” 



Servicers are in the age of Borrower Transparency 

Increase in the 
number of CRE 

investors to manage 

Increase in auditor 
requests for data 

Increase in reporting 
obligations 

Increase in borrower’s 
expectations of 

communication and 
technological 
capabilities 



What is Borrower Inquiry  

Our web-based, customer self-service website for the modern borrower 



Benefits of Borrower Inquiry for Servicers 

 Allow customers to access their loan information instantly, from anywhere 

 Improve the borrower experience with 24/7 customer service with no additional staff 

 Reduce Servicing staff intervention for everyday, common Borrower requests (especially 
during times of high call volumes) 

 Borrowers can access the following themselves: 
 Bills (Write Track) 

 Account Status Summary 

 Escrow Analysis Letters 

 Amortization Schedule 

 Reports 

 Rapid cloud-based deployment  

 Customize naming and appearance of screens & field labels 

 Include your own branding and logo 

 

 

 



The Borrower’s 
Website Experience 



Disclosure Screen 

 
 



Log on  



Administration & Security 

 Administrator Role Controls Access to Application 

 Unique User Accounts 

 Control Loan Access 

 Control Screen Access 

 Internally Administered 

 Contact Information and Forms  

 Security Access Based on 

 Loan Groups and User Profile 



Loan Search  



Borrower Information 



Loan Profile 



Property Profile 



Loan Balances 



Escrow / Impound 



Transaction History 



Account Status Summary Example 



Late Charges 



Year to Date 



Payment Information 



Reports 



Forms 



Contacts 



Future 
enhancements in 
development 



Allowing borrowers to submit a request you can 
easily assign & track w/ Process Manager 
• Adding electronic forms so borrowers can submit a loan 

request or change quickly 
• Electronic signatures 
• New preference options for the borrower to have the 

ability to enter an email address to receive status 
notifications and display the notification on the Request 
page 

• Servicers can immediately assign the request, track the 
tasks/approvals associated with the request, and 
automatically update the borrower on the status of their 
request 

• Servicers can communicate with the borrower to confirm 
requests were received, provide status updated, and 
request need for additional information 



Let’s wrap up 



“Should I be using Borrower Inquiry?” 

 My call volumes from borrowers occupy a lot of time and resources 
 

 I don’t have a customer-facing website already in place 
 
 Our customer experience could be improved with more self-service 

 
 I want to integrate McCracken BI website functionality or information into our existing 

borrower inquiry website 
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Next Steps  

• This presentation is available at www.mccrackenfs.com in the SUPPORT CENTER under 
WEBINAR PRESENTATIONS 
 

• If you are interested in implementing BORROWER INQUIRY please reach out to the 
McCracken Support Center at: 

 
SupportCenter@McCrackenFS.com 
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http://www.mccrackenfs.com/
mailto:SupportCenter@McCrackenFS.com


Thank you for attending our webinar.  Don’t forget to: 

Contact McCracken if 
you’d like to learn more. 

Share the webinar 
recording with 

your colleagues. 

Attend our 
monthly webinars. 




