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Refinance Playbook for Lenders  
3 Ways Organizations Can Double Down with Refinances 

#1: Help create a seamless customer experience for your 

loan officers 

Create and publish rate opportunity lists in Pipeline Views 

Interest rate views; example below:  

• Interest rate views; example [adjust as needed for your organization]:  

o Include: Anyone above [x %] interest rate  

▪ Best practice: 0.5% above current interest rate 

o Include: funded date after [1/1/2022] 

o Exclude: funded date was in the last [6] months  

Note 

Adjust filtering criteria as needed for your organization. 
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Create and publish rate alert list in Pipeline Views (Customer Intelligence 

only) 

 

#2: Leverage pre-built content to help your loan officers 

market to refinance opportunities within their database  

Create and enable refi-related email content for LOs to send one-off 

emails to their database  

Expert Content email templates available:   

• Lower mortgage rates – 1% decrease example   

• Lower mortgage rates – Sell or Move   

• Lower mortgage rates – General   

• Lower mortgage rates – Federal Reserve Rate Cuts 
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Leverage Campaign Builder to send out timely marketing on behalf of the 

loan officers:   

 

Make sure you have Journey automation in place for refinances and rate 

alert (Customer Intelligence only) 

Review Expert Content strategy guides:  

• Rate alert journey (CI only) 

• Refinance in-process journey 

Enable refinance-specific social media content 

Expert Content social media templates available:  

1. EC – Mortgage Rates are Down – 1112 
2. EC – Your Sign to Refinance – 1111 

3. EC – Lower Rate Entered the Chat – 1110 
4. EC – Falling Rates Social B – 1044 

5. EC – Falling Rates Social A – 1043 

 

https://totalexpert.freshdesk.com/support/solutions/articles/22000284605-customer-intelligence-rate-alert-journey
https://totalexpert.freshdesk.com/support/solutions/articles/22000282039-mortgage-refinance-in-process-journey
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#3: Train your sales team on new resources and 

functionality 

Be sure to train your loan officers on the following new resources and 

tools available to support them and their potential refi opportunities 

• Host training  

• Send out a quick hit video for new resources  

Keep your sales team accountable  

• Track and analyze follow up tasks and outcomes selected  


