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Unit Cost: Mortgage Loan Servicing
Definition & Measurement Details

The total cost of mortgage loan servicing operations (including labor, technology, occupancy and other overhead costs) divided by the average number of 
mortgage loans in the bank’s servicing portfolio over the same period of time.

Unit Cost: Mortgage Loan Servicing measures the average operating 
cost incurred by the bank, or loan servicer, to service a single mortgage 
loan over a defined period of time (e.g., monthly, quarterly, etc.). While 
loans within a servicing portfolio generate revenue through interest 
payments, servicing fees and/or secondary marketing earnings, overhead 
costs related to ongoing customer service (i.e., loan servicing) should be 
minimized to improve the profitability of the institution’s loan portfolio. 
There are several areas where efficiency can be improved to control 
costs, including call center operations, loan boarding, loan data quality 
control/maintenance, and payment processing. The customer service call 
center is typically an area rife with improvement opportunities - more 
robust self-service options, standard call routing procedures, improved 
call forecasting and staffing practices and accessible IVR/VRU menu 
options can help to improve capacity, service levels and efficiency within 
the loan servicing function.

Mortgages Closed per Closer, Mortgages Closed per Secondary 
Employee, Mortgage Loans Serviced per Mortgage Loan Servicing 
Employee

Total Mortgage Loan Servicing Expense / Total Number of Mortgage 
Loans in Servicing Portfolio

Two numbers are used to calculate this KPI: (1) total mortgage loan 
servicing expense incurred by the organization over a given time period, 
and (2) the average number of mortgage loans in the organization’s loan 
servicing portfolio over the same period of time. Total mortgage loan 
servicing expense should include labor (salaries/wages, commissions, 
bonuses and benefits), occupancy, technology and other overhead 
costs related to loan servicing. The loan servicing function is typically 
responsible for loan boarding, payment processing, customer service/call 
center operations, escrow account management, collateral management 
and investor relations. Do not include costs related to defaults (loss 
mitigation, property preservation, etc.) in this calculation. To calculate 
the average number of loans in the organization’s servicing portfolio 
over a given time period, add the number of loans at the beginning of 
the measurement period and the number of loans at the end of the 
measurement period, and divide that number by 2.

What is Unit Cost: Mortgage Loan Servicing?

Formula

Why should this KPI be measured? How is this KPI calculated?

Related KPIs

ABRIDGED CONTENT

Purchase to View Full Definition & Measurement Details!
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Unit Cost: Mortgage Loan Servicing
Benchmarks & Characteristics of High Performers

Unit Cost: Mortgage Loan Servicing
Total Mortgage Loan Servicing Expense / Total Number of Mortgage Loans in Servicing Portfolio

How to read this chart: This chart summarizes the performance gaps between high (Top 5%), mid 

(Median) and low (Bottom 5%) performers for this Key Performance Indicator (KPI). For example, the 

column labeled “Top 5%” represents a company that outperformed 95% of the peer group observed 

for this metric.
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Sample Size: XX

KPI Type: XX

Unit: XX

Is High or Low Best?: XX

Characteristics of High Performers

• KPIs are well-defined, tracked and tied to 
performance reviews

• Robust self-service options for customer 
(online FAQs, etc.)

• Agents cross-trained to handle and resolve 
multiple call types

• KPIs are well-defined, tracked and tied to 
agent performance reviewsSAMPLE CONTENT

Purchase to View Actual Benchmarking Data!
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trademark OpsDog, Inc., and are OpsDog’s proprietary information. No part of this book shall be 

reproduced, stored in a retrieval system, or transmitted by any means, electronic, mechanical, 

photocopying, recording or otherwise, without written permission from OpsDog, Inc.

OpsDog, Inc. assumes no liability with respect to the use of the information contained herein 

which is provided “as is” and there are no warranties of any kind provided by OpsDog with 

respect to this report. OpsDog assumes no responsibility for errors or omissions and will not be 

liable for any damages resulting from the use of the information contained herein.
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