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Introduction

Artificial intelligence (AI) is already being utilised by many 

firms, and often the challenge is keeping pace with its rapidly 

evolving advancements. However, AI presents a significant 

opportunity for mortgage brokers to enhance efficiency, 

accuracy, and customer satisfaction.

AI can empower brokers by automating tedious tasks, 

freeing them up to focus on the human element of 

mortgage broking – building trust-based relationships and 

providing personalised advice throughout the process. Far 

from replacing brokers, AI becomes a valuable tool that 

complements their expertise and allows them to deliver 

exceptional customer service.

We’ll cover topics including:

• Types of AI in the mortgage broker industry

• Building a strong foundation

• Choosing the right AI platform

• Implementation and adoption

We’ll also point you towards other useful blogs, guides 

and podcasts across Accord’s Growth Series, so you can get 

further context, insights and advice.

We hope you find it helpful!
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Understanding AI and its capabilities
Chapter one:

What is AI?

Artificial intelligence enables computers to think, learn, 

recognise patterns and solve problems independently, 

exactly as a human being might do.

Imagine having a tireless, data-driven assistant who can 

automate tasks, streamline processes and even identify 

hidden opportunities for your clients. That’s the power of AI 

in mortgage advice.

AI can analyse vast amounts of loan data to find the best 

rates and terms for your clients. It can also automate 

document processing, verification and even pre-fill 

applications, freeing you up to focus on what you do best – 

building relationships and providing personalised advice.

Just like how a seasoned broker learns the market and tailors 

strategies, AI can learn from your past successes and apply 

that knowledge to future client cases. This means faster 

turnaround times, happier clients and more closed deals. Machine learning

Machine learning involves training algorithms to 

recognise patterns and make decisions based on 

data. This includes large and complex datasets, 

and since it learns from the information it looks 

at, it can become more accurate over time.

Data analytics

AI-driven data analytics tools use advanced 

computational methods to analyse and extract 

insights and knowledge from large volumes of 

data, which can help to inform future decision-

making.

Neural networks

This form of AI is designed to emulate the 

structure and function of the human brain, so 

it can process input data, identify patterns and 

produce outputs. As a result, it’s particularly 

effective in processing unstructured data such as 

images, sound and text.

Natural Language Processing 
(NLP)

NLP enables computers to understand, interpret 

and respond to human language, thereby 

bridging the gap between human communication 

and computer understanding, and enhancing 

user interaction and accessibility.
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building a strong foundation
Chapter Two:

Before implementing AI, clearly define your objectives. 

Are you aiming to improve customer service, streamline 

workflows or enhance marketing efforts? Knowing your goals 

will help you select the right AI tools and measure their 

effectiveness.

foundation is everything

Supporting you with your 
clients

Assess your current technology infrastructure. Identify areas 

for improvement or potential upgrades to ensure a seamless 

integration of AI tools.  

 

This might include updating your CRM systems, improving 

data storage solutions or enhancing network capabilities.

Investing in training your team on AI concepts is crucial. 

Provide comprehensive training programmes that cover AI 

basics, its applications and how it can be utilised in daily 

tasks. Encourage continuous learning to keep pace with AI 

advancements.

Develop a detailed plan for transitioning to AI. This plan 

should include timelines, assigned responsibilities and 

success metrics to track progress. Regular reviews and 

updates will help ensure the transition is smooth and 

effective.

As we mentioned earlier, keeping pace with AI evolution 

requires preparation. Some resources that could help include 

industry reports on emerging AI trends in mortgage broking, 

webinars on best practices for AI integration, or online 

communities dedicated to mortgage technology:

• Industry reports such as the Mortgage Bankers 

Association provide insight into emerging trends around 

AI integration in the mortgage industry.

• Webinars and conferences from Mortgage Business Expo 

provide UK-focused discussions and practical advice for 

mortgage professionals.

• Online communities (e.g., LinkedIn Groups, 

MortgageNewsDaily, National Mortgage Professional 

Magazine forums) offer continuous learning and 

networking opportunities in mortgage technology.

By leveraging these resources, brokers can ensure they’re 

equipped with the latest knowledge to effectively integrate 

AI and other advancements for a competitive edge.

evaluating current infrastructure

training and development

planning for transition

regulatory considerations

Learn more: The Brokers’ Guide to Customer Experience

Learn more: Boosting Customer Retention with CRM

Defining your goals
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data - the fuel for ai
Chapter three:

High-quality, ‘clean data’ is essential for AI tools to function effectively. Cleanse your data to remove 

errors, duplicates and inconsistencies, plus regularly update information to maintain data accuracy.

Standardisation

Implement consistent data formats across all systems and 

platforms. Standardising data ensures uniformity for critical 

fields such as dates and addresses, facilitating smoother AI 

operations.

Cloud-based solutions: Cloud-based data cleansing services 

like Data8 offer a convenient and scalable option for 

businesses. These services can be accessed from anywhere 

with an internet connection and can handle large volumes of 

data.

In-house expertise: For some firms, it may be beneficial to 

hire a data analyst or specialist to handle data cleansing 

tasks.

By leveraging these tools and resources, mortgage brokers 

can ensure their data is clean and accurate, which is 

imperative  for optimal AI performance.

What support is available for firms?

Mortgage brokers don’t have to go it alone when it comes 

to AI integration. Industry experts at consulting firms like 

Accenture can guide them through the entire process, from 

strategy development to implementation. 

Similarly on the software side, vendors like Lendesk offer 

AI-powered tools specifically designed for the mortgage 

industry, often with included training and support. Cloud 

service providers like Microsoft Azure provide the necessary 

infrastructure and tools to build and deploy AI models, with 

extensive documentation and support resources. 

 

Education is central to the effectiveness of AI tools. The 

more you understand each platform and can input the 

right data, the more benefits you will feel. Informative 

platforms like the Growth Series and industry associations 

like the National Association of Mortgage Brokers also offer 

valuable educational resources, workshops and networking 

opportunities to help brokers navigate the world of AI and 

connect with others on a similar journey. 

With this wealth of support available, mortgage brokers can 

feel confident in taking advantage of AI to unlock new levels 

of efficiency and client satisfaction.

data cleansing made easy

We mentioned data cleansing earlier. It might sound like a 

complex process, but there are a number of user-friendly 

tools available to help. These tools can automate many 

aspects of data cleaning, making it a relatively simple task for 

businesses of all sizes. 

 

data integration

Consolidate data from various sources into a central, cohesive 

system. This might include your CRM, financial records and 

market analytics. Integrated data provides a holistic view, 

enhancing AI’s effectiveness.

secure storage

Implement robust data security measures to safeguard 

sensitive information. Compliance with data protection 

regulations like GDPR is  crucial to protect client information 

and maintain trust.

Let’s look at some ways to make data cleansing easier:

Data cleansing software: Many software programs are 

specifically designed to cleanse and organise data, such 

as WinPure. These tools can identify and remove errors, 

inconsistencies and duplicates. 

Ensuring Data Quality and Integrity
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choosing the right ai platform
Chapter Four:

Choose an AI platform that aligns with your specific needs. Ensure it offers the AI capabilities you require, such as 

machine learning, natural language processing or predictive analytics. The platform should also support the tasks 

you aim to automate or enhance.

Select a platform that can grow alongside your firm. It should 

accommodate new users and handle larger datasets without 

compromising performance. Scalability ensures long-term 

viability of the AI investment.

Strong customer support is essential. Ensure the platform 

provider offers robust support services, including training, 

troubleshooting and regular updates. Good support helps 

address issues promptly and keeps your AI tools running 

smoothly.

The AI platform should integrate seamlessly with your 

existing systems, including your CRM, loan origination 

software and data warehouses. This ensures a cohesive 

workflow and maximises the benefits of AI.

scalability customer support

integration with existing systemsuser-friendly interfaces

A user-friendly interface is crucial for smooth adoption. The 

platform should be easy to use, with intuitive navigation and 

clear instructions. This reduces the learning curve for your 

team and facilitates quicker implementation.

Learn more: The best AI tools for mortgage brokers

assessing functionality
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the power of data warehouses
Chapter Five:

Data warehouses are a central information hub that consolidates all your data in one place. This powerhouse simplifies data 

management and analysis by bringing everything together. With data housed centrally, retrieval and processing become a breeze, 

allowing you to unlock valuable insights and make data-driven decisions.

enhanced performance

Optimised for query performance, data 

warehouses facilitate faster data retrieval and 

processing. This is particularly beneficial for AI 

applications that require quick access to large 

datasets.

advanced analytics

Data warehouses come with built-in analytic 

tools that enable deeper insights into business 

operations and customer behaviour. Leveraging 

these tools can enhance decision-making and 

strategic planning.

scalability

Modern data warehouses can scale 

horizontally, allowing you to expand storage 

and processing power as your data grows. This 

scalability ensures that your data management 

infrastructure can keep pace with your business 

growth.

centralised storage

Data warehouses consolidate all your data in one 

location, simplifying management and analysis. 

This centralised storage supports efficient data 

retrieval and processing.

centralised storage
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future-proofing your ai strategy
Chapter six:

Continuously update your knowledge on the latest AI trends 

and best practices. Industry news, conferences and webinars 

are valuable resources. Staying informed helps you anticipate 

changes and adapt accordingly.

Implement AI systems with the flexibility to adapt to 

changing business needs and technological advancements. 

Flexible systems can be adjusted as required, ensuring long-

term relevance.

Periodically review your AI strategies and tools. Ensure 

they continue to meet your business objectives and deliver 

value. Regular updates and adjustments help maintain the 

effectiveness of your AI investments.

Foster a culture of continuous learning within your 

organisation. Encourage your team to pursue ongoing 

education and certification in AI and related fields. This 

ensures your team remains skilled and knowledgeable.

CONTINUOUS LEARNING

The future of mortgage brokering is 
intelligent, efficient and AI-driven.

staying informed

flexibility and adaptability

Regular reviews and updates

Partnering with AI experts

Consider partnering with AI experts and consultants. They can 

provide guidance and support as you navigate the evolving 

landscape of AI technology. Expert advice helps you avoid 

common pitfalls and maximise the benefits of AI.
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future-proofing your ai strategy
Chapter seven:

Starting small

Encouraging Participation

Open Communication

Celebrating Success

Don’t run before you can walk. Start with small-scale projects 

or pilot programmes. This approach allows you to test, learn 

and refine your AI usage before a broader rollout, minimising 

disruption.

Involve team members in the adoption process. Actively seek 

their opinions and suggestions and include them in pilot 

projects. First-hand experience can help overcome resistance 

and foster acceptance.

Maintain clear, open lines of communication. Encourage team 

members to provide feedback and raise any issues quickly. 

Addressing concerns promptly ensures a smoother transition.

Celebrate successes and share positive results. If AI helps 

achieve business goals or improve client experiences, make 

sure the entire team knows about it. Celebrating success 

builds enthusiasm and support for AI initiatives.
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Chapter Eight:

Chapter nine:

Overcoming Challenges

Ethical Considerations 
and Compliance

Data Quality and Availability

Transparency and Explainability Compliance with Regulatory 
Frameworks

Data Privacy and Security Addressing Unconscious Bias

Managing Costs

Aligning AI with Business Goals

Ensuring high-quality, reliable and diverse datasets is 

essential. Make sure the data you use is up-to-date and 

relevant. Historical data might not always reflect current 

market conditions, so ongoing data maintenance is crucial.

AI tools often operate as ‘black boxes,’ making it difficult 

to understand how decisions are made. Be transparent 

with clients about the use of AI and be prepared to explain 

decisions, especially if outcomes are not favourable.

Align AI adoption with existing rules and regulations, 

including those set by the FCA, GDPR and other relevant 

bodies. Compliance is essential for legal and ethical AI use.

Ensure your AI systems comply with data privacy regulations 

like GDPR. Implement robust security measures to protect 

sensitive client information and build trust.

AI algorithms can inadvertently perpetuate biases present 

in historical data. Regularly audit algorithms to identify and 

mitigate biases. Use diverse training data to ensure fair and 

equitable AI outcomes.

AI implementation may require substantial initial investment. 

Plan carefully and implement AI in phases to manage costs 

effectively. Gradual adoption helps spread out expenses and 

ensures a smoother transition.

Investing in AI is only worthwhile if it supports your business 

goals. Clearly define your objectives and ensure your AI tools 

align with them. Regularly assess the effectiveness of AI in 

achieving these goals.
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Chapter ten:

The Future of AI for 
Mortgage Brokers

Balancing Technology and Human 
Interaction

Meeting Client Expectations

Continuous Improvement Embracing AI for Growth

While AI can handle many tasks, it cannot replace the human 

touch. Focus on using AI to reduce administrative burdens, 

allowing more time for personal interactions with clients.

Clients will increasingly expect an enhanced, AI-driven 

customer experience. Ensure your services meet these 

expectations to stay competitive.

AI technology is constantly evolving. Keep learning, adapting 

and improving your AI strategies to maintain a competitive 

edge.

AI offers opportunities to expand your client base, retain 

existing clients and drive your business growth. Through 

embracing AI you can secure a competitive advantage and 

unleash your potential.

Learn more: How mortgage brokers can use AI with social media

Learn more: Navigating AI: A Broker’s Guide to Understanding The FCA’s View

Learn more: Choosing the right AI tools for you

Learn more: A Broker’s Guide to AI
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conclusion

The main point to stress is that technology is not going to 

replace mortgage brokers, as the human element simply can’t 

be provided or replicated by AI-driven tools.

But AI can drive efficiencies across your 
business, speed up countless tasks and 
business processes and help you make more 
accurate, evidence-based decisions.

That gives you more space to offer the personal touch for 

your clients, and provide the reassurance, empathy and 

tailored advice they rightly demand, expect and deserve.

At the same time, it could give you the time and space to 

focus on expanding your client base, retaining more existing 

clients and driving growth in your business.

Ultimately, embracing AI could be exactly 
what you need to secure a competitive 
advantage, take advantage of opportunities 
and unleash your potential.
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