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CREATING AN INCLUSIVE CLIENT EXPERIENCE
Diversity and inclusion in lending implies providing fair & equal 
access mortgage services to individuals without discriminating 
based on gender, age, race, religion, disability and sexual orientation. 
Researchers have found disparities in home-lending across Hispanics, 
Black and LGBTQ+ communities. Let’s explore some of those negative 
experiences and shift them into positive actions.



Analysis by Pew 
Research found that 
Black borrowers, 
at a local level, 
have difficulties 
securing access 
to credit. Banking 
and credit deserts 
due to a history of 
racial discrimination 

In 2015, the American 
Housing Survey 
by the U.S. Census 
found that over half 
of Black head-of-
households reported 
down payments of 
10% or less of the 
property’s value. In 
comparison, Whites 

In 2017, Brookings 
found that a majority 
of ZIP codes in 
predominantly Black 
communities with 
250,000+ residents 
have less banking 
competition than 
non-majority Black 
neighborhoods. 

Tip: Lenders can 
inform borrowers of 
equitable financial 
services and tools 
with the goal of 
securing lower 
interest rates and, as a 
result, higher savings.

Underserved Communities Strive for Homeownership
Hispanic Experience

Racial Inequalities in Access to Banking Services
Black Experienceinsight #1

Most Likely to 
Seek a Loan for 
Homebuying

insight #1
Access to Credit 
Remains a Challenge

Hispanics desire 
homeownership at a 
higher rate than any 
other group in the 
U.S. Yet wealth gap 
inequalities emerge 
when considering 
loans and their 
purpose. Hispanic 
Americans have a 
majority of their 
assets invested in 
their homes and, in a 
polling of registered 
Hispanic voters, 
70% of those who 
rent their homes 
expressed a desire 
to buy a home in the 
near future.

Hispanic applicants 
received 470,000 
loans to finance 
their home purchase 
in 2019 – which 
represented 58% of 
all loans to Hispanics, 
and exceeded the 
national average 

Research shows that 
in 2019:

• Hispanic 
homebuyers paid 
on average $6,521 in 
closing costs on 30-
year single-family 
home purchase 
loans – nearly twice 
as much as White 
buyers ($3,187).

• Approximately 
436,000 Hispanics 
paid $1.5 billion in 
additional closing 
costs, in comparison 
to White borrowers.

Like all ethnic 
groups, Hispanic 
borrowers are not 
a monolith – they 
vary by region, 
cultural identity, and 
heritage. And their 
experiences will 
differ, as well.

California, Texas, 
Florida and Arizona 
all lead in the 
number of loans 
that go to Hispanic 
applicants, but have 

of 47%. This could 
put borrowers at 
a greater risk of 
predatory loans.

Tip: Lenders could 
help Hispanic clients 
understand their 
homebuying options 
and heighten the 
importance of larger 
down payments. 

• New Hispanic 
homeowners paid 
more in interest than 
White homeowners. 

Tip: Lenders can 
educate their 
Hispanic borrowers 
on ways to pay less 
in closing costs and 
get lower interest 
rates, helping 
stimulate long-term 
wealth-building.

differences in market 
share. Consider, for 
example, denial rates: 
In states where the 
Hispanic population 
is high – such as in 
California – the denial 
rate on home loans is 
8% in comparison to 
Florida, at 13%.

Tip: Lenders should 
understand their 
Hispanic audiences 
with respect to 
the local region 
and traditional 
homebuying 
experiences, not 
generalizations.

insight #2
Higher Closing 
Costs & Interest 
Rates

insight #3
Motivations Vary 
Across Region, 
Ethnic Group

insight #2
Lower Down 
Payment, Higher 
Mortgage Rate

insight #3
Black 
Neighborhoods 
Have Fewer 
Financial Services

within underserved 
communities also 
present challenges 
for everyday banking 
accessibility.

Tip: Lenders can 
partner with bank 
branches to connect 
more with Black 
communities, and 
elicit relationship-
building.

reported 37% and 
Asians 31%.

In 2015, the American 
Housing Survey 
by the U.S. Census 
found that over half 
of Black head-of-
households reported 
down payments of 
10% or less of the 
property’s value. In 
comparison, Whites 
reported 37% and 
Asians 31%.

Lower down 
payments can result 
in higher mortgage 
rates – which can 
make homeownership 
a constant battle of 
affordability.

Tip: Lenders can 
hold a course or 
webinar for potential 
borrowers on the 
common down 

payment questions 
and how it can 
impact a mortgage.



Gen Z Youth Cite Increased Acceptance
LGBTQ+ Experience

More than 92% of 
LGBTQ+ respondents 
of Pew Research’s 
survey of LGBT 
individuals reported 
that modern society 
is more accepting of 
them in comparison 
to the previous 
decade. But there 
are still instances of 
varied treatment.

IIn the LGBTQ+ 
Real Estate Alliance 
report, more than 
20% of member 
respondents 
shared that real 
estate agents 
were the primary 
source of housing 
discrimination as 
reported by LGBTQ+ 
people.

In that same Alliance 
report, reportage of 
LGBTQ+ treatment 
is divided: Younger 
members age 25 
to 34 cite more 
discrimination in 
the homebuying 
process 30% of the 
time, while 55 to 
64 year olds say 
that there’s been no 
change. Respondents 
age 45 and older 
report lower levels of 
discrimination.

Tip: Lenders will need 

LGBTQ+ first-time 
homebuyers also face 
stifling home prices 
and often remain 
renters as they build 

insight #1
Real Estate Agents 
and Housing 
Discrimination

insight #2
Perceived 
Improvements Vary 
Across Age Groups

insight #3
Barriers to 
Homebuying

Tip: Lending firms 
can advocate DEI 
best practices and 
training to enhance all 
professional dealings, 
and integrate into the 
interpersonal fold.

to utilize an inclusive, 
multi-generational 
communications 
strategy to appeal to 
all age demographics.

the funds for a down 
payment on a home, 
according to Alliance. 

Tip: Lenders 
can utilize their 
knowledge and 
resources to further 
educate LGBTQ+ 
borrowers on 
effective saving, 
homebuying, and 
navigating a seller’s 
market when costs 
are high.

Tony Thompson, President & CEO 
of Cultural Outreach, discusses how 
to reach multicultural communities 
as home loan professionals. 
The multicultural marketplace 
represents a significant opportunity 
for mortgage professionals to grow 
their purchase originations. In this 
quick video, Tony sheds some light 
on the Hispanic, Black, and LGBTQ+ 
markets, as well as best practices 
to help you build relationships 
within those communities.

A Word From Tony
Diversity in the Mortgage Experience







POST THE FEATURED CONTENT ON YOUR SOCIAL MEDIA PAGES

CATCH THE NEXT EDITION COMING IN SEPTEMBER

Amerisave & Cultural Outreach are 
passionate about bringing you quality, 
mission-driven resources & look forward 
to many more years of collaboration. 

Together, we can ignite change!

Sincerely, 

Tony Thompson & 
The Cultural Outreach Team

Are your social media channels reaching today’s home buyers?
Reach us at info@culturaloutreach.com to share your experience!

AmeriSave Mortgage Corporation (www.amerisave.com/licensing), NMLS ID #1168. 
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