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The mortgage brokerage firm is a small-to-medium-sized enterprise, employing
around 50 loan officers and support staff. With an annual revenue of $10 million, the
company has experienced steady growth in recent years, expanding its client base
to over 1,000 active customers. The firm operates primarily in the U.S. housing
market, serving a diverse clientele ranging from first-time homebuyers to seasoned
property investors. 

Known for its customer-centric approach and deep industry expertise, the
brokerage has built a strong reputation for navigating complex mortgage processes
while maintaining personalized service. As the company scaled, its document
management processes became a bottleneck, particularly as they dealt with more
intricate loan cases requiring careful coordination across multiple teams. 

Recognizing the need for technological innovation to support its growing operations,
the company sought a more efficient, secure, and client-friendly solution for handling
the massive influx of documents. They turned to S-Drive, a Salesforce-native
document management tool, to address these challenges and maintain their
competitive edge in an increasingly fast-paced market. 
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As the firm's client base and loan volume grew, so did the complexity of
managing the associated paperwork. With multiple loan officers handling
dozens of applications simultaneously, the brokerage faced several key
challenges with their existing document management system in Salesforce. 

Disorganized Document Storage;
The brokerage struggled with efficiently organizing client documents using
Salesforce's native Files feature. Documents were often stored inconsistently,
making it difficult for loan officers to quickly locate essential files. As loan
applications piled up, so did the risk of misplaced or lost documents, which
slowed down the entire loan approval process. 

Manual, Time-Consuming Document Collection: 
The firm relied on email to collect necessary documents from clients, which led
to frequent back-and-forth communication. Missing or incorrect documents
had to be chased down manually, extending the time it took to process loan
applications. Loan officers found themselves spending valuable time on
administrative tasks rather than focusing on client relationships or closing
loans. 

Inconsistent Client Experience: 
Clients often reported confusion about which documents were needed,
receiving unclear or incomplete requests via email. This inconsistency not only
frustrated clients but also delayed loan processing, negatively affecting the
firm’s ability to provide a seamless customer experience. The lack of a
standardized process for document collection was eroding the firm’s
professional image and straining client relationships. 
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After exploring various solutions, the
brokerage firm implemented S-
Drive, a Salesforce-native document
management tool that promised to
resolve their inefficiencies while
maintaining tight integration with
their existing CRM system. S-Drive
offered several key features that
directly addressed the firm’s
challenges: 

Automated Document Organization: 
S-Drive enabled the brokerage to set up automated folders and file structures
tailored to their needs. Each client’s documents were now organized
automatically within predefined categories, allowing loan officers to instantly
find the files they needed. No more manually sorting through scattered
documents across different records—S-Drive streamlined the process, saving
significant time and ensuring no document was misplaced. 

Efficient Document Collection:
S-Drive allowed the firm to send secure, templated document requests directly
from Salesforce. Clients could upload their documents through a secure, easy-
to-use portal, which then automatically organized them in the correct
Salesforce folder. This eliminated the inefficient email exchanges and reduced
the chances of lost or incomplete documents, while also offering a secure way
to transfer sensitive information. 

Improved Client Communication and Experience: 
With S-Drive, the firm could send clear, standardized document requests that
outlined exactly what was needed, improving communication and reducing
client confusion. Clients appreciated the professional approach, and the
streamlined process reduced the amount of back-and-forth that had
previously delayed applications. This not only enhanced the client experience
but also reflected positively on the firm’s professionalism and operational
efficiency. 
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Since implementing S-Drive Document Management, the company
has observed considerable savings, primarily through improved
integration and streamlined operations. These efficiencies are
expected to drive better ROI, cost savings, and potential revenue
growth as the company can handle higher volumes of refinances
with fewer resources. 

Since adopting S-Drive, the brokerage firm has seen measurable
improvements across key areas of their operations. The transformation has
allowed them to handle more clients without sacrificing service quality or
operational efficiency. 

60% Reduction in Time Spent on Document Management

RESULTS AND
BENEFITS 

5

With the streamlined document collection process, the firm reduced
the time from loan application to approval by 30%. Loan officers no
longer had to spend days following up with clients for missing
paperwork, allowing the company to process applications faster and
provide quicker responses to clients. 

30% Faster Loan Approvals

The improved clarity and organization of document requests
impressed clients, who now found the process easier to navigate. As
a result, client satisfaction scores improved, leading to better
reviews and more referrals. The firm has since noticed an increase in
client retention and referrals due to the smoother experience.

Enhanced Client Satisfaction and Professionalism
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By implementing S-Drive, the mortgage brokerage was able to revolutionize its
document management process, addressing key challenges around
organization, collection, and client communication. The result? A faster, more
efficient loan approval process and an improved client experience. The firm is
now better equipped to handle growth, while maintaining the high standards of
service that initially made them successful. 

CONCLUSION 

By collecting and storing documents within Salesforce’s secure
environment, the firm ensured compliance with industry regulations
and protected sensitive client data. S-Drive’s built-in security
features, such as encryption and audit trails, added an extra layer of
confidence for both the firm and its clients. 

Improved Security and Compliance

Because S-Drive is natively built within Salesforce, the firm was able
to leverage the Salesforce platform’s powerful reporting and
configuration capabilities without the need for third-party
applications. This ensured a seamless experience for the loan
officers, who could now manage both CRM and document workflows
from one centralized system. 

Seamless Salesforce Integration


