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O PT I M I Z I N G  C U S TO M E R  E X P E R I E N C E

CONTENT GUIDELINES

Along with visual design, content is a big part of how users experience Borrower Wallet. The way we see it, 
consumers using an online mortgage application tool have three important needs:
1.	 Information 
2.	 Reassurance 
3.	 Validation

One way PromonTech addresses these needs in Borrower Wallet is by using plain language, which is the style 
recommended by the CFPB: http://www.plainlanguage.gov/. If you’re interested in learning more, the Plain 
Language site describes good business writing using many enjoyable references.

There are many consumer-facing applications that use traditional, mortgage-industry language. Borrower 
Wallet is different. For consumers, Borrower Wallet is not trying to be an online 1003 form. When there’s 
a choice, our designers prefer language that is more commonly used and easier to read, even if it’s not the 
language used on a government form, or in a traditional LOS. Most content in Borrower Wallet follows “Plain 
Language” guidelines and anticipates upcoming regulations that protect consumers with limited English skills. 
PromonTech is forward-facing. We’re committed to keeping lenders productive by anticipating the inevitable 
changes in regulations that have brought traditional loan origination systems to a standstill. Our forward-
facing user experience is designed for a generation of new homebuyers who demand digital-first, mobile-first 
tools. Not all customers are demanding this kind of app, but they can all benefit from it!

VA L I D AT I O N

Acknowledgement that these 
are difficult topics and that the 
amount of information can  
be overwhelming.

3
R E A S S U R A N C E

Sincere confirmation that they 
can do it. Friendly, non-technical 
language that communicates what 
users do right, not just what they 
do wrong.

2
I N F O R M AT I O N

Consumers’ own data, integrat-
ed into educational content that 
shows “What You Look Like to a 
Loan Approver”. Status updates, 
alerts, and emails.

1
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EMAIL  CONTENT
Email is a great way to personalize your customer experience and reinforce brand identity. Clients can 
add to the content within the existing format, there are no dynamic data elements, and the button and 
button label can’t be changed. Review Whitefall demo content for best practices. 

Either a monitored customer service email that users can 
reply to, or a placeholder, like no-reply@whitefallb&t.com or 
do-not-reply@whitefallb&t.com.

1 S E N D E R  E M A I L  A D D R E S S

3 B O DY  T E X T

What to do, how to do it. Clients can add a paragraph below 
the default text. Great for a tagline or just an extra thank you.

4 S I G N - O F F/ S I G N AT U R E

Don’t like “Yours Truly”? Use “Thank You” instead.

5 T E A M  N A M E / LO  N A M E

Account information (like password reset) comes from the 
system or lender. Other email can be “signed” by the loan 
originator and include their email or phone.

6 F O OT E R

Corporate, compliance, and legal information.

2 G R E E T I N G

Don’t like “Dear”? Use “Hi” or “Hello” to be a bit less formal.
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EMAIL  BUILDING BLOCKS

3

4

5

6

1

2

do-not-reply@promontech.com
to kayla.peterson@example.com
Subject: Borrower Wallet – Property Information Updated

3:35 AM (8 hours ago)
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EDUCATION CENTER

4

Clients may have three items linked to from the Dashboard. They may change the heading of the icon 
but not the icon itself. Content on the back of the card is configurable but must follow the template 
format. May skip the content and link directly to content on the client’s site. 
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4 E D U C AT I O N  C E N T E R  B U T TO N
Your customers can get to this content from everywhere in Borrower Wallet. 

(See opposite page.)

2 T H R E E  A R T I C L E  TA B S

If you have educational content that you want to add to Borrower Wallet, you can 

provide text for each of the three available article tabs. The screenshot shows how 

the content can be formatted. These tabs can be linked to the three education icons 

at the bottom of the dashboard.

3 T H R E E  H E A D I N G  L E V E L S
Our standard content templates provide lots of options for formatting your 

educational content within Borrower Wallet. Subheading color is based on your 

design theme choices.

5 YO U R  W E B S I T E  C O N T E N T  I N  B O R R O W E R  WA L L E T

Display content from your website within the Borrower Wallet Education Center.

1
Loan Rates and Terms - a glossary of words you’ll hear from your lender 
Getting a Mortgage - a quick guide to the most important steps
What You Look Like to a Loan Approver - a guide to some important loan numbers

S TA N D A R D  E D U C AT I O N  C O N T E N T

1

2

3

5
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CONGRATULATIONS
Content here must follow the same format of three headers and bullet points. The idea is to give 
applicants a preview of what’s next and keep them engaged as the application moves into processing 
and underwriting.

1

Keep it upbeat and positive!

H E A D I N G 2

Give applicants up to three 
things to focus on in this 
phase of the process.

G O A L S 3

List up to seven tasks or 
actions to take in the next 
few days and weeks

N E X T  S T E P S

1

2

3



BORROWER WALLET CONTENT GUIDEL INES

7

TERMS & CONDITIONS

1

Add client contact information to  
the PromonTech default terms and 
conditions language. Or, clients 
can provide their own terms and 
conditions content.

D E FA U LT  L A N G U AG E 2

A client privacy policy can be added to 
the Terms & Conditions and formatted 
with a separate link users can click to 
access it. 

P R I VAC Y  P O L I C Y

3

It’s possible to add the Terms & 
Conditions link to the content in the 
Borrower Wallet footer.

F O OT E R 4

A link to the terms and conditions is 
available on the Create an Account 
form.

C R E AT E  A N  AC C O U N T

N E X T  S T E P S

1

1

3

2
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ECONSENT AGREEMENT
Client-provided legal content and contact information.

1

Add client contact information to  
the PromonTech default e-consent 
language. Or, clients can provide their 
own e-consent content.

D E FA U LT  L A N G U AG E 2

In addition to the E-Consent page 
in Borrower Wallet, the e-consent 
language is sent to applicants after 
e-signing.

E - C O N S E N T  P D F

1
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PREQUALIFICATION LETTER

1

Add any of these pieces of data related to the pre-qualification:
Loan Product Name 		  Loan Amount Amortization Type 	 Amortization Term	
ARM Fixed Term		  Interest Rate		 APR			   Principal & Interest
Principal Interest Taxes Insurance Association Amount (PITIA)

P R E - Q U A L I F I C AT I O N  D ATA  E L E M E N TS

1
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C L I E N T-S P E C I F I C  L E G A L  L A N G U AG E

CREDIT AUTHORIZATION

1

Use client-specific language or the 
PromonTech default language. 

D E FA U LT  L A N G U AG E 2

In addition to client-specific language, 
clients can include a link to a separate 
Terms & Conditions page, hosted by the 
client or PromonTech.

C R E D I T  T E R M S  &  C O N D I T I O N S

Review the Whitefall Bank & Trust Credit Authorization Terms and Conditions.1
2
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1
Add client contact information to  
the PromonTech default e-consent 
language. Or, clients can provide their 
own e-consent content.

D E FA U LT  F O R M AT T I N G 2
Contact information, tagline, lender 
NMLS#, links to privacy policy, and 
terms & conditions.

W H AT  TO  I N C LU D E

FOOTER CONTENT

NMLS #1234

NMLS #12341-800-555-5280

1-800-555-5280

1 2
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CLOSING CENTER

1

Clients can change the content of 
each list item of what to bring, and 
can remove items from the list, but 
can’t add more items.

C LO S I N G  C H E C K L I S TS 2

Clients can change the answers using 
the same format and number of lines, 
but can’t add questions. 

C LO S I N G  C E N T E R  FAQ

1 2

1




