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Purpose

This document provides a framework for applying lead management journey components to an existing journey
wireframe. It includes recommended journey events for onramps, offramps, relevant event parameters, and inline
conditions. The examples shown are intended for journeys running in loan officers’ accounts and not in a holding
account.

Lead Nurture Journeys (Lead Purchase Nurture example)

To continue supporting your loan officers’ established, recommended workflow of using TE functionality like
Outcomes and lead capture apps to trigger journeys, it is suggested to utilize an operational workflow within a lead
nurture journey to create a lead via an Outcome or specific contact source, then immediately off-ramp the contact
from that pathway after the lead is created. Additionally, in order to to allow a journey to update lead stages, a
journey pathway must begin only with lead or loan-related triggers. So, the lead created in the initial pathway is
then used as a trigger for the appropriate nurture pathway within the same journey based on the lead source and
loan purpose of the lead. The following example can generally be applied to other lead nurture journeys. Ensure
that inline conditions and other event parameters correspond to each specific use case.

Onramps

Onramps Before

Outcome Selected

S

Assigned To Lead Purchase Group Change Journey Status - Start .

Timer Delay
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Steps to Create New Lead Creation Pathways

1. Add new trigger: Outcome Selected
a. Confirm your preferred Occurrence Limit. Specific nurture-style journeys are typically
recommended to trigger once per contact.
b. Event Parameters:
i. For When Should This Trigger Happen? select Every time this event happens, system
wide
ii. Inthe Outcome dropdown, choose the Outcome that, when selected by the loan officer,
should trigger a lead to be created and that lead to be added to the appropriate nurture
journey. Examples include Create Purchase Lead and Nurture, Create Refi Lead and
Nurture.

Event Parameters
When Should This Trigger Happen?

Every time this event happens, system wide

Qutcome

Create Purchase Lead & Nurture

2. Add new trigger: Contact Created via Home Loan Lead Form Lead Capture App or Open House Lead
Capture App.
a. Ouronboarding best practice recommends setting up a trigger to onboarding contacts to
purchase nurture journey when they come into LOs’ databases via Total Expert’s native Home
Loan Lead Form and/or Open House Lead Capture Apps.
b. Confirm your preferred Occurrence Limit. Specific nurture-style journeys are typically
recommended to trigger once per contact.
c. Conditions:
i. Add Rule: Landing Page Layout
1. Comparison: IS
2. Landing Page Layout: Home Loan Lead Form
ii. AND Add Rule: Landing Page Form Value
1. Lead Capture Field: Buy or Refinance
2. Comparison: Is Equal To
3. Value: buy
iii. ORAdd Rule: Landing Page Layout
1. Comparison: IS
2. Landing Page Layout: Open House

www.totalexpert.com ©2026 Total Expert Inc. All Rights Reserved.



I\
N

TOTAL EXPERT

Conditions

If the Contact eriginated from a
Landing Page where the layout  Delete | Edit

is Home Loan Lead Form

If the Contact originated from a
Landing Page with a Buy Or Delete | Edit

Refinance is equal to buy.

| AND |

If the Contact originated from a
Landing Page where the layout Delete | Edit

is Open House

AND

OR

3. Add new action: Create Lead
a. Add after exiting the Outcome Selected trigger.

b. Event parameters:

In the Loan Purpose field, select Purchase.

Select a relevant option in the Lead Source field.

If the lead source selected does not have a routing policy assigned, select the user type
who the lead should be assigned to.

Event Parameters

Loan Purpose *

Purchase

Lead Source *

Referral Partner

Assignee

Contact Owner

www.totalexpert.com

V.

OR override routing policy if the lead source selected has a routing policy attached to it
and select the user type who the lead should be assigned to.
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Event Parameters

Loan Purpose *

Purchase

Lead Source *

Referral Partner

Override Routing Policy

Override User Type

Contact Assignee

Primary policy: All Teamn Routing
Fallback pelicy: Marketing Admin Fallback

4. Add new action:

Remove from Journey

a. Add after exiting the Create Lead action.

Steps to Update Nurture Onramps

1. Remove “Assigned to Group” trigger.

2. Add new trigger: Lead Created

a. Confirm your preferred Occurrence Limit. Specific nurture-style journeys are typically
recommended to trigger once per contact.
b. Inline conditions:

Select Lead Value and set Loan Purpose is equal to Purchase.

Select AND.

Select Contact Group and set Contact does not belong to a group named Lead
Purchase.

Conditions

If the Lead Loan Purpose is
equal to Purchase.

AND

to a group named Lead
Purchase.

If the Contact does not belong

Delete | Edit

Delete | Edit

3. Add new trigger:

Lead Created with specific lead source (Optional)

a. Confirm your preferred Occurrence Limit. Specific nurture-style journeys are typically
recommended to trigger once per contact.
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b. Event Parameters: Every time this event happens, system wide
c. Inline conditions:
i. Select Lead Source.
ii. ComparisonlS.
iii. Select one or multiple Lead Sources from the dropdown.

Onramps After

Contact Created via HLLF LCA (Buy) o...
Contact created via the Home Loan Lead Form
Lead Capture App with Purchase indicated OR co...

Outcome Selected - Create Purchase Create Purchase Lead
Remove From Journey

rpose of Purchase
End the Journey

Nurture Py source of Purchase Leads. Assignedto C...

Change Journey Status - Start

Lead Created - Purchase Assign Group ’
. Change the Contact's Journey Status to Lead
Every time this event happens, system wide. Assign the Contact to the Lead Purchase group.

Purchase - Journey Start.

=
a
o
E
F
-

Lead Created - EX. Lead Source
very time this event happens, system wide.

Offramps

Offramps Before

b

Loan Created l:hangeJourney Status - Successful L... Remove Group Remove From Journey
ADMINS: configure additional inline conditio cha Contact’s Journey Status to Lead r— Removed the Contact from the Lead Purchase 1 o
such asloan purpose and loan dates Purchase - Journ cessul oup. s e ey

Email Unsubscribed A;slgnﬁroup Unsubscribed Contacts l:hangejourney Status - Unsubseribed Remove Group Remove From Journey
. r— e Contact to the Unsubscribed Contacts [ Change the Contact's Journey Status to Lead r— Removed the Contact from the Lead Furchase |
only for contacts already on this journey o P v . nd the Journey,

Steps to Update Offramps

1. Before the lead/contact is removed from the journey via the cold pathway with no engagement, you can
choose to have the lead closed automatically, if that fits your organization’s processes:
a. Add Action: Change Lead Stage prior to the contact being removed from the journey.
i. Event Parameters: Lead Stage is Closed

Change Journey Status - End Remove Group S Change Lead Stage - Closed Remove From Journey
" 4 Change the Contact's Journey Status to Lead Removed the Contact from the Lead Purchase L — q
Change the stage of the |ead to Closed. End the Journey
Purchase - Journey Unsucces: group !

2. Inthe event that the loan officer interacts directly with the lead and updates the loan purpose associated
with the lead, we recommend setting up an off-ramp that listens for the loan purpose field in the lead
record to be updated to something other than the purpose for the journey.

a. New Trigger: Lead Updated
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i. Inline Condition: Loan Purpose
ii. Comparison: Is Not Equal To
iii. Dropdown: Purchase
iv. Thistrigger can be followed by Change Journey Status, Group Removal, and Remove from
Journey, similar to other off-ramp pathways.

3. Itisrecommended to have data changes, like loans coming into the system or loan status changes, update
the lead stage as opposed to having loan officers do it manually. That said, you may wish to build out off-
ramp pathways using the Lead Stage Changed trigger, and remove leads when specific lead stages are
manually updated by the loan officer. This set up will not be reflected in the Offramps After screenshot
below.

Note
The Closed lead stage does not currently include separate Won or Lost designations.

Offramps After

Loanstatus Chang - New Change Journey Status - SuccessulL. Remov Group
henthe +— H o o ctfromthe Load Purchase  [Jr—il Re]""“"fF'D"'J""mEV
Lead Updated - Loan Purpose Changed | c"a“gf Journey Status - Journey f"d d R"""“ff’,""" R emove From Journey
Only for contacts already on thisjourne Change the Contact's Journey Status to Lea Removed the Contact from the Lead Purchase [l
IEmailUnsb ribed + H‘ E’-G"“P” subscribed Contacts + l
Only for contacts

In Process Journeys

Loan data passing into Total Expert can match to active leads using loan purpose as the primary matching field.
This makes it easy to insert the Change Lead Stage action immediately following Loan Status Change triggers,
which typically drive in process pathways. The examples below demonstrate how to set up a journey to change
lead stages to In Process and Closed using 2 loan statuses. You will likely want to replicate this configuration across
all loan statuses. Your configuration may be different depending on how your data and processes are set up,
including leveraging the Application stages and Pre-Approved.

Pathways

Pathways Before

Processing Change Journey Status - Welcome to ... Loan Participant Email - Welcome to ... Send SMS to Borrower - App Received
ADMIN: update loan status, purpose, and date prior Change the Contact’s Journey Status to Welcome Send the Purchas cess q Sen tion
to publishing to Process email orr g . Recs nopt-in re
Funded Change Journey Status - Funded Send A User Notification Ass
ADMIN: update loa tus, purpose, and date prior ) Senda ul om q

Change the Contact's Journey Status to Funded Assi
to publishing & n Proce to

Steps to Update Pathways

1. Immediately following a Processing Loan Status Change trigger:
a. Add action: Change Lead Stage
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b. Event Parameters:

i. Lead Stage: In Process

2. Immediately following a Funded or Adverse Loan Status Change trigger:

a. Add action: Change Lead Stage

b. Event Parameters:

i. Lead Stage: Closed

Pathways After

Prur.essmg
$ DMIN: update
o publish

Change Lead Stage - In Process
status, purpose, and date prior Change the stage of the lead to In Process

Change Journey Status - WElcnme to...

Change the Contact's Journey Status to
to Process.

elcome

Loan Participant Email - Welcome to ..
Send the Purchase I cess
email to the borrower; o-barr

+ l change Lead S(age In Process

Change Journey Status - Funded
Change the Contact's Journey Status to Fu

Funded

! g

Customer Intelligence Journeys (Cl: Rate Example)

In order to to allow a journey to update lead stages, a journey pathway must begin only with lead or loan-related

triggers. Similar to the lead nurture journey, Cl journeys are recommended to start with an insight trigger leading to

a lead creation action. The newly created lead is then on-ramped to the nurture pathway of the journey via a Lead

Created trigger with appropriate inline conditions and can now have the lead stage updated at the end of the

journey, if desired.

The following example can generally be applied to other customer intelligence journeys. Always ensure that inline
conditions and other event parameters correspond to each specific use case.

Onramps

Onramps Before

Cl: Rate Alert {Rate Difference >1}

ate inline condition to align with rate
'L'“'l[L'EzhL;lf_'
Assign Group - Cl: RateAlertJourney ChangeJnurneyStatus Start
q gn the Contact to the Cl: Rate Alert Journe Change the Contact’s Journey Status to Cl: Rate
group. Alert Journey Started.
—

Steps to Update Onramps

1. Disconnect the Insight Created trigger from the nurture pathway.

2. Then connect to the Insight Created trigger a Create Lead action:

a. Eventparameters:

i In the Loan Purpose field, select Refinance - Cash Out (or your preferred Loan Purpose)
ii.  Selectarelevant optionin the Lead Source field.
b. Check the Override Routing Policy checkbox if both of the following are true:

www.totalexpert.com
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i. Thisjourney will runin loan officers’ accounts and create leads from their own contacts
triggering Cl alerts.
ii. The lead source you selected has a routing policy assigned to it. If the lead source does not
have a routing policy, checking this box is not necessary.
c. Inthe Override User Type field, select Contact Owner if both of the following are true:
i. Thisjourney will runin loan officers’ accounts and create leads from their own contacts
triggering Cl alerts.
ii. You want those leads assigned directly to the loan officer.
d. Remove the contact from the journey at the end of this pathway. The Lead Created trigger in the
nurture pathway will pick up the new lead.

Note
You also have the option to assign the leads to the contact assignee or the journey event user.

Event Parameters

Loan Purpose *

Refinance - Cash Out
Lead Source *

Cl Rate Alerts

Override Routing Policy

Primary policy: Cl Rate Leads

Override User Type

Contact Owner

Onramps After

Cl: Rate Alert (Rate Difference >1) Create Lead - Cl Rate Alert

' . . i Remove From Journey
ADMIN: update inline condition to align with rate q Create a new lead with a loan purpose of Refinance q End the Joumey
alert percentage threshold Cash Out and lead source of Cl Rate Alerts. Ove = OEney
Lead Created - Cl Rate Alert Assign Gr.oup - Cl: Rate Ale_rt Journey Change Journey Status -.Start .

) . q Assign the Contact to the Cl: Rate Alert Journey | Change the Contact's Journey Status to Cl: Rate
Every time this event happens, system wide. - : - . ’
group. Alert Journey Started.

Steps to Update Offramps

1. Before the lead/contact is removed from the journey via the cold pathway with no engagement, you can
choose to have the lead closed automatically, if that fits your organization’s processes:
a. Add Action: Change Lead Stage prior to the contact being removed from the journey.
i. Event Parameters: Lead Stage is Closed
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. RemoveGruup‘lCI R.:tenlertJuurney fhangeJourneyStatusK End b ChangeLeadStage Closed RemuveFrDmJuurnEy
§ antact from @ ’ L Change the stage of the lead to Closed End the Journe:

2. Itisrecommended to have data changes, like loans coming into the system or loan status changes, update
the lead stage as opposed to having loan officers do it manually. That said, you may wish to build out off-
ramp pathways using the Lead Stage Changed trigger, and remove leads when specific lead stages are
manually updated by the loan officer.
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