
	  

 
 
Hello – How’s the Shopping Going? 
 
How We Shop Now 
 
The way in which we Canadians consume products and services has changed radically in recent years. Only a portion of you 
reading this piece can remember a time when, if you wanted to buy say a new television, you’d hardly know anything about the 
features and benefits of any make or model of TV until you actually went into an electronics store to check it out. You’d look at 
it, “learn” about it from a salesman, do a gut check then slap down your credit card.  
 
Today? You Google it. You read ratings and reviews, written by actual past customers. You familiarize yourself with prevailing 
features and lingo for all TV’s. You go to different retailers’ sites and compare prices and warranties – maybe even check out 
used examples on Craigslist. Whatever your own methodology is for buying something these days, you’re a LOT more 
informed than you’ve ever been. Walking into the store to buy is now the formality at the end of the process; and chances are 
the salesperson helping you grab your TV knows way less about it than you.  
 
Mortgage Shopping 
 
Safe to assume, you’re reading this article because you’re shopping for a mortgage. And again, thanks to the wonder of the 
Internet, you’re using this and other documents, sites, groups and guides in order to “sponge up” online about mortgages on a 
steep curve. So that when the moment of truth arrives, you have an arsenal of information in your head about the product that 
is a mortgage. You, and other mortgage consumers, are better off by it. 
 
I would agree that to an extent, mortgages as products are commoditizing: among themselves, competing mortgages have 
enough basic traits in common for a sophisticated consumer to really grasp and base a decision on (this includes rate, but I 
have a whole other article on that). However, I’m here to humbly submit two points: 
 
- Yes, a 5-year mortgage is a transaction – just like walking in to buy the TV you had decided on; but in the “novel that is 

lifetime home ownership,” a mortgage term is only one chapter. 
 

- Despite all of your research, the mortgage that you perceive is right for you, may not even be available to you. In terms of 
being a product, a mortgage “being the right product for you” is much more of a two-way street – between you, and your 
prospective lender (and their policies). 

 
And so, the mortgage-shopper takes a slight step backward in time – a realization that they’ll need a proverbial TV salesman 
of some sort after all, for more guidance. Luckily, there are different styles of people out there placing mortgages for a living. 
 



	  

Some Different “Species” of Mortgage Professionals 
 
I should lead off by saying that this is not an observation of morals, ethics, personality, or conduct. This is meant to be an eye-
opener about different working styles. I leave the former attributes up to your judgment. 
 
The “Banker” 
 
This is the friendly bank employee sitting in your local branch, or knocking on your front door for that home appointment. The 
poor Banker has ONE suite of mortgage products to review with you: his or her employer’s. The rates are the rates; the terms 
and conditions are what they are – and depending on you, the property you own or the bank’s lending policies, little or none of 
those mortgages may actually be available to you. As part of their mandatory pitch, Bankers may also “cross-sell” you some of 
the bank’s other products: a no-fee chequing account? An RRSP loan? A pen? By their very nature as Big-Six bank employees, 
Bankers are compensated (and pressured by their managers!) based on what they sell: and because of this, they are pre-wired 
to treat mortgages the wrong way – as the transaction of a product. Legions of people sign on as Bankers; and they either 
sink or swim. Keep this in mind because chances are A, the Banker will be too terrified by their sales quotas to keep in touch 
with you or B, they’ll burn out and leave the bank before your first term even matures. 
 
The “Volumizer” 
 
The Volumizer is free of the ball & chain of employment by one bank. He or she is an independent mortgage broker with 
access to several lenders, which bodes better for you. And while some of their lenders may be big banks, you’ll rarely hear 
Volumizers cross-selling you a non-mortgage product. Take heed, however: mortgage brokers become Volumizers when they 
decide to focus on mortgages-out, commissions-in, damn the torpedoes and let’s be top producers by volume. These are the 
guys and gals who may suck you into their enormous sales funnel – usually by way of dangling their most slashed-rate, no-
frills mortgages in front of you at all the big Rate Websites. Once you’re on the phone with them or one of their staff, it will be a 
courteous call; but in all likelihood, you may run into the same problem as you did with the Banker – product mismatch. You 
wouldn’t qualify for that door-buster mortgage; or on deeper examination, the product is relative garbage. With quick feet, the 
Volumizer will place you into something that fits less awkwardly; and his posse will ensure that your transaction closes 
quickly. At this sheer scale and pace, the human touch is high at first, but begins to fade. If you do hear from the Volumizer 
between the sale of your mortgage and its renewal date, it may smell like database mining and canned prose. Calling a 
Volumizer a couple years down the road may result in a more delayed response than you would expect. 
 
The “Planner” 
 
Drawing an analogy from the world of finance: if the Volumizer is a “high frequency trader,” then the Planner is a “wealth 
manager/financial planner.” Planners are also independent mortgage brokers by definition – access to several competitive 
lenders, and little to no non-mortgage cross selling. Where they typically differ is in size, pace and interaction. Industry peers 
and competitors (as described above and in other iterations) keep Planners honest: they must still consult and service their 
clients promptly, and they must offer mortgage products at comparable rates and terms. Planners are willing to take the extra 
time needed to match a less typical, “Special Situation” client (self employed, immigrant and so on) with a sympathetic lender 
having the right mortgage products to fit. By problem-solving like this, the Planner’s practice grows through word-of-mouth 
referrals and loyal, repeat business. You witness a boutique firm with the Planner and perhaps 1-2 staff, to ensure that the 
level of “touch” always remains high with clients: personalized communication, high accessibility and responsiveness. The 
Planner does not view mortgage brokering as an ongoing blare of transactions, but a long-term relationship with several 
homeowners/families – one property or mortgage term at a time (or if ever necessary, more/sooner). Indeed: much like an 
actual wealth manager/financial planner seeks to be the long-term shepherd of your largest assets (savings, investments, 
etc), a mortgage advisor seeks the privilege of being the active, long-term manager of your single largest liability. Make sense? 

 
 



	  

Some Questions for your Next Mortgage Professional 
 
Here are a few questions to bounce off your next bank employee or mortgage broker. Regardless of their “species,” you’ll get 
some great insight as to whom you’re dealing with. 
 
What Are Mortgage Rates Based On?  
The only correct answer is the Bank of Canada rate for variable-rate mortgages; and mortgage backed securities, specialized 
mortgage bonds, or Government of Canada Long Bonds for fixed rates. Don’t work with a mortgage professional who’s too 
engrossed in your transaction not to be following the indictors – or worse yet, doesn’t even know what the indicators are.  
 
How Might Today’s Low Rates be Harming Me? 
Some simplistic brokers may mistakenly answer that if your rate is locked in, then you’re safe from rising rates in the future. 
This is an incredibly dangerous thought process. What would happen to your payments at renewal if rates have risen from 
their current, historically low levels to a more-normal 2%+ higher than today? You’d be in some serious trouble. Mortgage 
advisors called this Payment Shock, and it can incredibly adversarial to your financial health. A good professional will 
proactively manage your mortgage and notify you when rates change; moreover, he or she will design and implement an 
inflation hedge mortgage strategy in order to minimize your Payment Shock and help you amortize your mortgage sooner. 
 
What Commitment are You Giving Me, to Personally Manage My Mortgage Long-Term? 
This is a critical question, pay close attention to the answer. Certain mortgage professionals, particularly bank employees, 
haven’t the desire, ability or occupational description/tools to proactively manage your mortgage over the long haul. How can 
you take advantage of changing mortgage products or markets in the future if nobody is sitting at the helm for you? Who will 
ensure that you don’t miss an opportunity to renegotiate or switch? Why let someone manage your variable rate mortgage 
when they’ve made no commitment to keeping an eye on it? 
 

Final Thoughts: Are You a Fit? 
 
Let’s teleport back to the electronics store, where you’ve been chatting with the TV salesperson for a while. As your 
conversation continues, you know in your gut you’re buying the TV; but you notice you’re also having a chat with yourself 
about the intangibles forming that gut feeling. Is the salesperson knowledgeable about the product? Is she courteous and 
responsive? Has he gone the extra mile today? Can I phone back if I have a question or a problem? Realize: while the shopping 
process has evolved rapidly, rapport and customer service never go out of style.  
 
In your quest for home financing or home ownership, shopping for and learning about a mortgage is a good thing. But the best 
decision of all is to shop for the right mortgage professional.  
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