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Introduction



What consumers want now: 
the 2019 survey 

•

•

•

•

•

Determine what 
house they  
can afford
Set a goal and 
budget

Find the right 
house for  
them
Be able to make a 
competitive offer 
right away 

Determine the best 
loan product for 
them 
Easily  
understand  
the terms and  
price of the offer

Apply simply and 
easily 
Ease of  
documentation 
Receive a quick 
approval 

Paying the loan 
and managing  
the account
Owning and  
maintaining  
their home
Get access to 
additional  
funds as needed 

Most lenders just focus on a portion of the homebuyer’s 
journey – and it is quickly becoming commoditized

Source: PwC’s 2019 Home Lending Experience Radar
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OBJECTIVES

CUSTOMER  
OBJECTIVES

Planning  
and saving 

Finding a 
home 

Shopping  
for a lender 

Getting  
a loan 

Building a  
relationship 

MOST LENDERS FOCUS HERE

Before the loan After the loanLoan application, 
processing
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30% called this a key factor.

Top reasons for buying a 
home in 2018 and 2019

-1
For family reasons

More control over my home
16% -723%

Source: PwC’s 2018 and 2019 Home Lending Experience Radar. Home 
purchase respondents only. Question: “Why did you start looking for a 
home?” Note: Respondents were allowed to pick more than one response.

19% -827%

Own an asset

-2

Reached a financial goal/milestone
16% 18%

-2

Move to new neighborhood or area
14% 16%

-6

Change in financial situation
15%9%

-2

For my pet
12% 14%

+5

Personal preference
13% 18%

+3

Take advantage of low interest rates
13% 16%

-4

Work-related move out of town
13%9%

+6

Personal move out of town
12% 18%

-1

Low home prices
10%11%

-3

Shorter commute

2018   2019   Change 

4%

Stop renting
-1530% 45%

32%33%
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Percent of respondents in each age group with strong likelihood 
to use voice assistant for each step of the loan process

Determine my budget 
for my loans/what I  
can afford

Discuss my loan 
options and pricing

Complete my  
pre-approval

Complete my loan 
application

60%

46%
44%

58% 59%

45%

26%

22% 23%
21%

40%

51%

Source: PwC’s 2019 Home Lending Experience Radar, Home 
purchase respondents only. Question: “If your lender offered
virtual assistants (Alexa, Siri, Google Assistant, etc) to help you 
through the mortgage process, how likely would you be to use it 
to do each of the following?” Note: Strong likelihood defined as ≥
7 on a scale of 1-10.

18-34 35-54 55+



Mobile app

Percent of respondents at each step of the 
loan process that used each channel

Source: PwC’s 2019 Home Lending Experience Radar. Question: “How would you prefer to complete 
each of the following?” Select all which apply. Note: Mobile and PC/Laptop considered “digital”, and 
Phone and In person considered “traditional”. Row percentages sum to >100% because respondents 
could select more than one channel.

Research loan  
types and rates 28% 63% 17% 22%

Get a personal  
rate quote 18% 52% 26% 29%

Apply for a loan 16% 51% 18% 40%

Submit documents 15% 56% 8% 42%

Review documents 17% 58% 11% 38%

Sign documents 13% 46% 8% 53%

Pay up-front costs 17% 39% 10% 54%

PC/laptop Phone In person
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How lenders can help  
meet customer needs  
throughout their home 
improvement journey

Determine which 
improvement 
opportunity is worth 
the investment 

Evaluate designs 
for project

Set a budget

Determine return on 
investment  
for project

Save money

Evaluate options 
given budget, 
timeline, and design 
requirements

budget

Determine if loan 
needed on top of 
savings

Understand loan 
options and terms

Apply simply  
and easily

Receive a quick 
approval

Finish project on 
time and within 
budget

Make payments 
and managing  
the loan account

Own and  
maintain home

Potentially  
sell home

Explore referral 
programs with 
realtors, handymen, 
and home 
improvement stores

Provide tool to help 
consumers evaluate 
home improvement 
options

Partner with  
third parties that 
help consumers 
with design

Provide budget 
calculators and  
spending trackers

Connect customers 

designers and 
contractors

Partner with 
existing 
intermediaries that 
help customers 

contractors

Offer personalized 
loan offerings 
structured around 

needs

Streamline the 
process to make it 
quick and easy

Offer preapprovals 
for target customer 
segments

Provide project-
tracking tools

Consider new 
products like 
insurance to 
cover unexpected 
expenses should 
project take too 
long or have issues

Help borrowers 
develop their home 
maintenance plan 
to further build a 
trusting relationship
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Identify & 
prioritize

Design & 
budget

Find help Research & 
obtain financing

Renovate Ongoing 
support

Source: PwC’s 2019 Home Lending Experience Radar. Question: “How would you prefer to complete each of the following?”
Select all which apply. Note: Mobile and PC/Laptop considered “digital”, and Phone and In person considered “traditional”.
Row percentages sum to >100% because respondents could select more than one channel.



What this means for your 
business 
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•
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PwC’s 2019 Home Lending 
Experience Radar is our fourth set of 
data points on the consumer 
experience related to home mortgage 
products, updating research from 
2013, 2015, and 2017. 

How we developed our insights 

Our findings are based on an 
assessment of the needs and 
preferences of a subsection of the US 
population. Our methodology used a 
combination of primary market 
research, segmentation analysis, and 
business knowledge to reveal insights 
that project the future wants and 
desires of homebuyers. 

Who we surveyed 

PwC surveyed 1,500 recent and 
prospective homebuyers across the 
US about their experiences across the 
home-buying life cycle, from planning, 
to purchase, and into home ownership, 
refinance, and home improvement. 
Real estate purchasers are, on 
average, older and wealthier than the 
population average. As a result, this 
sample is not representative of the 
overall US population demographic 
mix. The survey was conducted during 
the fourth quarter of 2018. 

About PwC’s Experience Radar 

Experience Radar surveys help 
businesses find the often hidden 
sources of value that drive 
exceptional, differentiated customer 
experience. By helping companies 
rank their product and service 
features, Experience Radar locates 
opportunities to create value and 
thereby bolster top-line growth and 
bottom-line results. The Experience 
Radar assigns value to a broad set of 
customer experience attributes broken 
down into industry-specific elements 
and then ranked by what target 
segments value most. Our 
methodology employs a conjoint 
survey technique to reveal insights 
that can be honed to improve 
precision. While the results outlined in 
this report are at the industry level, 
PwC can use the same methodology 
to develop a customized Experience 
Radar study and uncover opportunities 
to accelerate your business. If you’d 
like to discuss these findings or how 
PwC can help you apply them to your 
business, please contact us.

About our 
research 



© 2019 PwC. All rights reserved. PwC refers to the US member firm or one of its subsidiaries or affiliates, and may sometimes 
refer to the PwC network. Each member firm is a separate legal entity. Please seewww.pwc.com/structure for further details. This 
content is for general information purposes only, and should not be used as a substitute for consultation with professional advisors. 

Thank you 

For a deeper conversation, please contact: 

Roberto Hernandez 
Principal, Consumer Finance Group 
(940) 367-2386 
roberto.g.hernandez@pwc.com 
www.linkedin.com/in/robertohernandez1/ 

Peter Pollini 
Principal, Consumer Finance Group 
(207) 450-9036 
peter.c.pollini@pwc.com 
www.linkedin.com/in/peterpollinipwc/ 

Martin Touhey 
Principal, Consumer Finance Group 
(206) 790-8751 
martin.e.touhey@pwc.com 
www.linkedin.com/in/martintouheypwc/ 

Jackie Studdert 
Manager, Consumer Finance Group 
(980) 267-8724 
jacquelyn.studdert@pwc.com 
www.linkedin.com/in/jackiestuddert/ 

We are grateful to Joe Hopgood, Jason McCabe, Meghan Green, Alex Duchesneau,  
Nicholas Wankasky, Daniel DePinto, Bailey Sheimo, and Kerry Hull for their insights and 
contributions to this publication. 

About us 

PwC’s people come together with one purpose: to 
build trust in society and solve important problems. 

PwC serves multinational financial institutions 
across banking and capital markets, insurance, 
asset management, hedge funds, private equity, 
payments, and financial technology. As a result, 
PwC has the extensive experience needed to 
advise on the portfolio of business issues that 
affect the industry, and we apply that knowledge to 
our clients’ individual circumstances. We help 
address business issues from client impact to 
product design, and from go-to-market strategy to 
human capital, across all dimensions of the 
organization.

At PwC, our purpose is to build trust in society and 
solve important problems. PwC is a network of 
firms in 158 countries with more than 236,000 
people who are committed to delivering quality in 
assurance, advisory and tax services. Find out 
more and tell us what matters to you by visiting us 
at www.pwc.com/US.

Follow us on Twitter @PwCUS 
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