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Mortgage Lender Sentiment Survey®  |  Q4 2019

Lenders weigh in on customer acquisition and retention strategies
As part of our quarterly Mortgage Lender Sentiment Survey®, our economists surveyed senior mortgage executives to better 
understand their lending institutions’ customer acquisition and retention strategies, now and looking forward, as well as the 
channels they consider most important to acquire new business.

Read the Perspectives blog, or dive into the full findings of our survey.
Led by Senior Vice President and Chief Economist Doug Duncan, our Economic & Strategic Research (ESR) Group studies current data, analyzes historical and 
emerging trends, and conducts surveys of consumer and mortgage lender groups to provide forecasts and analyses on the economy, housing, and mortgage markets.
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Top strategies for acquiring and retaining business

Voted most popular

Voted second most popular

Great 
customer 
service

Easier 
origination 
process

Lower 
interest 
rates

Targeted 
marketing

Broad 
marketing

Waiving 
fees

Offering 
rewards

PROVIDING 
GREAT  
CUSTOMER  
SERVICE
was overwhelmingly 
cited by lenders as 
the top strategy to 
acquire and retain 
business.

Most important channels to acquire mortgage customers (current versus future)

Loan officers

Partnering with  
real estate agents

Using channels owned  
by my organization

Partnering  
with builders

Leveraging customer 
relationships

Advertising on 
digital media

Voted most 
important

CURRENT

Voted second 
most important

Voted third 
most important

Voted most 
important

FUTURE

Voted second 
most important

Voted third 
most important
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http://www.fanniemae.com/portal/media/corporate-news/2019/mortgage-lender-sentiment-survey-q1-2019-6841.html
https://www.fanniemae.com/resources/file/research/mlss/pdf/customer-retention-acquisition-strategy-mlss-q42019.pdf
https://www.fanniemae.com/portal/research-insights/perspectives/2020/lenders-customer-acquisition-retention-smith-020420.html



