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“While most young Millennials are not ready to purchase a
home, they soon will be, and it is more important to them

to work with a lender they trust than it is to get the best
interest rate. This priority differentiates them from older
borrowers who historically focus only on interest rates.”
– Robyn Kaiserman, Financial Services Analyst

This report looks at the following areas:

• Is trust still an issue for the big banks?
• How to increase usage of mobile mortgage apps?
• An opportunity in HELOC resets?
• Is it time for reverse mortgages?

The mortgage industry is in constant flux because the housing market is in constant flux. After a few
bad years that followed the housing crisis, there have been a few good years and now the market is
slowing down again. However, while some experts believe the housing market will strengthen, albeit
modestly, others believe it will stall or perhaps even weaken in the near future. Whichever way it goes,
lenders need to keep up with borrowers’ preferences, whether they are for specific products,
technological advances, or customer service needs.
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Figure 34: Chase introduction to buying a home video, 2013
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Figure 48: Brand analysis, Quicken Loans

Online

Social media

Video
Figure 49: Quicken Loans random acts of saving you money video, 2014

Figure 50: Quicken Loans Abraham Lincoln car chase television commercial, 2014

Figure 51: Quicken Loans hole-in-one promotion television ad, 2014

Direct mail
Figure 52: Quicken Loans smart reasons mortgage direct mail ad, 2014

Figure 53: Quicken Loans prequalification letter direct mail ad, 2014

Email
Figure 54: Quicken Loans mortgage email ad, 2014

Figure 55: Quicken Loans mortgage calculator email ad, 2014

Online ads
Figure 56: Quicken Loans jumbo mortgage loan online ad, 2013

Report Price: £2466.89 | $3995.00 | €3133.71

Mortgages and HELOCs - US - August 2014

The above prices are correct at the time of publication, but are subject to
change due to currency fluctuations.

BUY THIS
REPORT NOW

VISIT: store.mintel.com
CALL: EMEA +44 (0) 20 7606 4533 Brazil 0800 095 9094
Americas +1 (312) 943 5250 APAC +61 (0) 2 8284 8100
EMAIL: reports@mintel.com

reports.mintel.com © 2014 Mintel Group Ltd. All Rights Reserved. Confidential to Mintel.

http://reports.mintel.com//display/store/680562/
mailto:reports@mintel.com


Figure 57: Quicken Loans underwater mortgage loan online ad, 2014

Mobile
Figure 58: Quicken Loans mortgage first mobile ad, 2014
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Homeownership is highest among Whites
Figure 62: Ownership of primary residence, by race/Hispanic origin, May 2014
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Figure 63: Renters' intent to purchase, by gender, May 2014
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Figure 68: Type of loan held, by gender and age, May 2014
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Figure 69: Type of loan held, by household income, May 2014
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Personal relationships are more effective than mortgage ads
Figure 70: Source for finding current mortgage lender, by gender, May 2014

Young people rely less on banks to find their mortgage
Figure 71: Source for finding current mortgage lender, by age, May 2014

Income plays almost no role

Homeownership Rates

Do Renters Plan to Purchase?

Type of Loan Held

Source for Finding Current Mortgage Lender
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Figure 72: Source for finding current mortgage lender, by household income, May 2014

Key points

The challenge for primary banks
Figure 73: Loan application plan/use of apps/mortgage experience, by gender, May 2014

Millennials most likely to be in the market for a HELOC or home equity loan
Figure 74: Loan application plan/use of apps/mortgage experience, by age, May 2014

Income plays a role in plans to apply for a HELOC or home equity loan
Figure 75: Loan application plan/use of apps/mortgage experience, by household income, May 2014

Hispanics more likely to be in HELOC market next year
Figure 76: Loan application plan/use of apps/mortgage experience, by race/Hispanic origin, May 2014

Key points

Primary goal: Getting the lowest interest rate possible
Figure 77: Any important factors when choosing a mortgage lender, by gender, May 2014

For young people, trust is more important than cost
Figure 78: Any important factors when choosing a mortgage lender, by age, May 2014

Amount of down payment most concerning to young women
Figure 79: Any important factors when choosing a mortgage lender, by gender and age, May 2014

Bundled products more likely to appeal to higher-income households
Figure 80: Any important factors when choosing a mortgage lender, by household income, May 2014

Blacks more interested in mobile capabilities
Figure 81: Any important factors when choosing a mortgage lender, by race/Hispanic origin, May 2014

Bundled products sway two thirds of mortgage customers
Figure 82: Important factors when choosing a mortgage lender, by source for finding current mortgage lender, May 2014

Key points

More satisfied with interest rate than closing fees
Figure 83: Any Satisfaction with lender, by gender, May 2014

Satisfaction with loan officer advice is not high
Figure 84: Any Satisfaction with lender, by age, May 2014

Satisfaction with interest rates higher than with customer service among highest household incomes
Figure 85: Any Satisfaction with lender, by household income, May 2014

Overall, Blacks more satisfied than Whites
Figure 86: Any Satisfaction with lender, by race/Hispanic origin, May 2014

Key points

Most believe their home values have increased

Loan Application Plans/Use of Apps/Mortgage Experience

Important Factors When Choosing a Mortgage Lender

Customer Satisfaction

Consumer Attitudes about the Value of their Home
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Figure 87: Attitudes toward value of own home, by gender, May 2014

For most homeowners, their home is not their largest financial investment
Figure 88: Attitudes toward value of own home, by age, May 2014

Higher household incomes more likely to believe their home value has increased
Figure 89: Attitudes toward value of own home, by household income, May 2014

Blacks are twice as likely as Whites to believe their home is worth less now
Figure 90: Attitudes toward value of own home, by race/Hispanic origin, May 2014

Key points

Most are optimistic about home values

More optimists among aged 55+
Figure 91: Attitudes toward area home values, by age, May 2014

More optimism among people with higher household incomes
Figure 92: Attitudes toward area home values, by household income, May 2014

Optimism about the value of homes differs by race/ethnicity
Figure 93: Attitudes toward area home values, by race/Hispanic origin, May 2014

Homeownership rates
Figure 94: Ownership of primary residence, by gender and age, May 2014

Figure 95: Ownership of primary residence, by five generations groups, May 2014

Do renters plan to purchase?
Figure 96: Renters' intent to purchase, by gender and age, May 2014

Figure 97: Renters' intent to purchase, by race/Hispanic origin, May 2014

Most homeowners currently have a mortgage
Figure 98: Type of loan held, by gender and age, May 2014

Figure 99: Type of loan held, by four employment groups, May 2014

Type of loan held
Figure 100: Type of loan held, by race/Hispanic origin, May 2014

Source for finding current mortgage lender
Figure 101: Source for finding current mortgage lender, by gender and age, May 2014

Loan application plan/use of apps/mortgage experience
Figure 102: Loan application plan/use of apps/mortgage experience, by gender and age, May 2014

Figure 103: Loan application plan/use of apps/mortgage experience, by type of loan held, May 2014

Customer satisfaction
Figure 104: Any satisfaction with lender, by gender and age, May 2014

Attitude toward value of own home
Figure 105: Attitude toward value of own home, by gender and age, May 2014

Attitude toward area home values
Figure 106: Attitudes toward area home values, by gender, May 2014

Attitudes about Area Home Values

Appendix – Other Useful Consumer Tables
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Figure 107: Attitude toward area home values, by gender and age, May 2014

Appendix – Trade Associations
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