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Chapter 1   
highlights:

• Millennials take the home buying lead

• Generation X continue to be the highest 
earning home buyers and the most likely 
to purchase large or multi-generational 
homes

• Baby boomers are starting to downsize 
or remodel

• All three generations use technology to 
buy, sell, or refinance their homes

• The human component, in addition to 
technology, is still important to each 
generation

Millennials take the home buying lead as 
Generation X continues to be the highest 
earning home buyers and the most likely to 
purchase large or multi-generational homes, 
while the baby boomers are starting to downsize 
or remodel (National Association of Realtors, 
2021 Home Buyers and Sellers Generational 
Trends Report). 

According to the U.S. Census Bureau, millennials 
are the largest demographic cohort in the 
U.S., accounting for one quarter of the nation’s 
population. They are also the largest source of 
new demand for rental housing and represent 37 
percent of the U.S. home buying market (Figure 1). 

Like the boomers and Generation X, this 
generation leans on digital tools like looking at 
loan processes checklists online to help them 
buy or sell. 

The National Association of Realtors’ Real 
Estate in a Digital Age report revealed that with 
changing social and health standards coming 
out of the COVID-19 pandemic, online search 
tools are used even more widely with more than 
half of homebuyers viewing homes solely online. 

Chapter 1
How are generations 
affecting mortgage?
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What does this mean for lenders and servicers? 
Lenders and servicers as well as everyone in 
the value chain are going to have to get good at 
helping people buy homes in this type of market 
and helping people compete with all cash offers. 
This means we must listen to what consumers 
want from their digital homebuying and selling 
experience: speed. 

To support this need for speed, integrate the use 
of third-party technology and data providers to 
streamline more parts of the mortgage process 
for the consumer. Some businesses in mortgage 
are combining several third-party technology 
elements rather than depending on a primary 
loan platform. For example, a recent internal 
survey published by McKinsey & Company, 
found “that while technology innovation and 
investment in mortgage lending has been 
channeled toward the front end of the value 
chain, lenders can find further cost, labor, and 

time savings by reviewing more components of 
their mortgage technology stacks to accelerate 
automation efforts, including back-end elements 
such as straight-through processing and 
automated decisioning of applications.” 

To remain relevant, lenders and servicers as 
well as everyone in the value chain will have 
to hone on to the needs and wants of people 
buying homes in this type of market and give 
solid guidance in how to compete with all cash 
offers. While digital tools, including the internet, 
are vital in the homebuying and selling process, 
all three generations of buyers and sellers still 
look to real estate professionals to help them 
find the right home, negotiate terms of sale, and 
help with price negotiations. Baby boomers, 
especially, turned to real estate professionals to 
help market their home to potential buyers, sell 
within a specific timeframe, and price their home 
competitively.
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Chapter 2  
highlights:

• Forty-one percent of firms find it 
challenging to keep up with technology

 
• Avoid automating the entire homebuying 

or selling process without a human 
touch

• All three generations want lenders 
and servicers that can answer to the 
nuances of their requests 

• People helping people is still the focus

• Consider partnering with companies 
that offer MSAs to help tailor solutions 
to generational needs 

Millennials are now the dominant buying force, 
and they are using technology to help them 
find their dream home. They have grown up in 
a vastly different world than baby boomers and 
Generation X. They want on-demand, they want 
mobile native, they want to engage when, where, 
and how they want to and not on someone else’s 
timeline. Forty-one percent of firms agree that 
keeping up with these technological needs is 
a challenge (Figure 2). So, close to half of the 
mortgage lenders and servicers must meet this 
challenge. The best way to do this is to partner 
with companies who offer expertise in digital 
transformation, especially ones that offer master 
service agreements. These agreements can 
include plug and play solutions, outsourcing, and 
automation efforts. 

Chapter 2
What can I do to help generations through     
their homebuying and selling experience?
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Chapter 3   
highlights:

• 2022 is now a transitional year to less 
volume and everyone will need to be 
more efficient

• Lenders and servicers must help people 
in this market buy homes and compete 
with cash offers

• Press the accelerator on innovation and 
transformation in the private mortgage 
market

• The future does not belong to machines
 
• Find the helpers, or those vendors that 

are going to help you through the good 
times and the bad

Here is the truth: If firms are to use tech to 
support millennials, Generation X, and baby 
boomer’s real estate goals in 2022, then the 
industry must consider these three broad 
themes. 

#1 - Place a premium on efficiency. 

2022 is the year of transition, not unlike the 
second half of 2013, or 2017, or even many 
times before those years. The bottom line is 
2022, is now a transitional year to less volume 
and everyone will need to be more efficient. 
The industry goes through these periods of 
unprecedented volume and then we have to 
right-size. That is how 2022 is going to work and 
everyone in the industry will have to adjust their 
operating model and their people model for a 
lot less volume. They will have to get a lot more 
efficient on that volume because when there 
is less volume and less margin to go around 
everyone is going to have to tighten up.

Chapter 3
Now that I know what I know, 
where do I go from here?
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#2 - Accept it is a heavy purchase year. 

The purchase market, partially driven by shifting 
demographics, shows no signs of abating. 
Millennials are moving into the primary buying 
position and the baby boomers are looking to 
downsize or renovate. There is high demand 
and pressure on homes and home availability, 
particularly homes in the right school districts 
and in neighborhoods that are prime for raising 
families. 

There has been a dearth of home investment 
since the fiscal crisis of 2008, so there’s not 
enough supply. We will continue to see this 
high demand. In addition to this, lenders and 
servicers, and everyone in the value chain must 
become superb at helping people in this market 
buy homes and compete with cash offers. Many 
homes today are bought by investors with deep 
pockets, or second home buyers that are paying 
cash. The folks that come to our clients are the 
ones looking for a place to raise a family and 
they must compete with these offers and they 
need their mortgage company to move at a 
speed that enables them to be competitive. 

We are going to have to get incredibly good at 
the hardest part of the business, the purchase 
business, and we must do this for the end 
borrowers who are counting on us.

#3 - Move quickly. 

There is continued tension between agencies, 
the government mortgage finance sector, and 
the non-agency private market mortgage-based 
companies where investment and innovation are 
taking place. We need to continue to enable the 
investors, equip the lenders, and continue to help 

innovators bring transformation, standardization, 
stabilization, and a long-term view to that 
space. A healthy, vibrant housing market in the 
U.S. needs more than just Fannie Mae and the 
agencies—it needs a private sector here for the 
highs and lows. 

What is next? 
Continue to press the accelerator on innovation 
and transformation in the private mortgage 
market, so it is durable for the good times and the 
bad. This means not only considering generational 
trends and their impact on the industry, but 
also how innovation is changing the mortgage 
landscape. Just recently, Miami-based lender Milo 
announced a $17 million Series A round. Financial 
journalist James Ledbetter noted in his article 
“The Crypto Mortgage Arrives (At a Price),” that 
Milo will offer the first 30-year mortgage in the 
U.S. that can be backed by cryptocurrency as 
collateral. Individuals with crypto wealth show a 
significant need to utilize their digital assets to 
purchase real estate. While the crypto market is 
still in its infancy, keep in mind that so were Tesla 
cars, until demand and affordability increased 
over time. 

To handle this turbulent market do not be afraid 
to take the approach that the future doesn’t 
belong to machines alone. We know it belongs 
to smart, automated processes combined with 
experts who are empowered to intervene and 
override automation to help who matters most at 
the end of the day: your clients.
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