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Mortgage Credit
I n q u i ry: (<>T°talExpert + N H# 0

Cary McBoyle L.

28869 John Wall Way, Atlanta, GA 30386 404-753-3339 usernamel2234231+Cary.McBoyle@gmail.com

Contacts

* Notifies you when a contact pulls
credit for a mortgage at a competing B
|ender Or bank »’ Enrrnwerhasre;enr\ysuhraiztedacredilmquiryforamorlgagewi:hanewtender‘ v Tasks (1)

Try Cary end of day edit

She asked me to follow up today

The alert is generated by one of the — T e fmm s me e
Credit Bureaus, which sends Total ol Poofie vetals .
Expert an alert any time a mortgage f Flthame mapggrs

credit pull happens Z omosis

When a Mortgage Credit Inquiry is

Credit Score Credit Score Date
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generated, a FOC Journey will deliver
the FOC email and/or print content to
the consumer
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Mortgage Credit Inquiry Alert Journey
@ EXPERTCONTENT Search all contacts BN + # o =

CI: Mortgage Credit |nC| uiry Alert V2.0 m 0 c Go to Classic Journey Editor .

Events Task Outcomes
»
p Change Journey Status i ‘« :“‘I’fd call p— ""l"’ Delay
Settings Gugbecmaci iy ioanc: B Task Assigned "
/
Hf."’i.".“f"'.'f"f"""""..‘.",."“'"“," ",",“_'_“"’"”f‘ﬁf"‘“""?f"j"s""-- o Timerbelay-2hous ._= A e e yecatsrnt B @ | mterested R Sl O b
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Shopping for a mortgage? . Timer Delay
ail 10 the ct 3 they 81 1ot Inbesests

Automated Communication

-

d the ’
Assign Group- Unsubscribed Contacts
Remove From Journey




Best Practices For Leveraging Mortgage Credit Inquiry
Alerts:

¥ When you get a notification of a mortgage credit inquiry alert, log into Total Expert and review

the contact

¥ Use this as an opportunity to touch base with the client - you don't need to directly address the

credit inquiry, but rather use this as a relationship builder

¥ Think about your outreach method—whether it's a phone call, email, or text. After you take

action, be sure to log the outcome in Total Expert to keep track of your activities

¥ Logany notes from the call on the contact record to track key details from the conversation

v Set follow-up tasks if necessary
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Credit

Improvement
Alert:

Notifies you when a contact in your
database with a previously poor
credit score has now reached the
minimum threshold by your company

Monitored by Experian

When a credit improvement insight
is generated, a FOC Journey will
deliver FOC email and/or print
content to the consumer to let them
know they have been pre-approved
based on their credit score
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<> TotalExpert

Cary McBoyle

28869 John Wall Way, Atlanta, GA 30386

Profile Details «:
Full Pf?me
Home Phone Number
Lead Source

Credit Score
Fai

Professional Details

Employer
Ro

Email Address
Home Address

Created On

Credit Score Date

Cell Phone Number
104-753-333

Date of Birth

Last Contacted

+ N @
.
v Tasks (1)
Try Cary end of day Edit

She asked me to follow up today

Assigned to

Due on

v Recent Notes

“

s

gt

s

Actions



Credit Health
Journey

If aloan is denied because of adverse
credit, the contact will automatically be
onboarded to a credit health journey

When the contact has improved their
credit, you will receive a Credit
Improvement alert, and the contact
will be taken off the Credit Health
journey and may be put on a credit
improved journey (see next slide)

<> TotalExpert

EC: Credit Health 3

Events

# e

> ' Send Email - FICO Score Fact
s Cokiid
G imer Delay - 10 day




Credit Improved Journey

Great News! Your credit score's improved.

Hi {{recipient.f_name}},

Here's the news you've been waiting for: your credit score has improved, and
you're now eligible to qualify for a mortgage. Now you're a big step closer to
achieving your home ownership goals.

Let's schedule a call soon to discuss your options, so you can begin to enjoy a
better financial future.

Best regards,

10



Best Practices for Leveraging Credit Improvement
Insights:

¥ When you receive a credit improvement insight, re-engage with the contact and talk to them

about what this means and next steps
¥ After you take action, be sure to log the outcome in Total Expert to keep track of your activities
¥ Logany notes from the call on the contact record to track key details from the conversation

v. Set follow-up tasks if necessary
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ontacts

Rosalind Markova ‘o=

o
. i 2 3 19 1o M
30 Monterey Trail, Houston, TX 77276 13-627-¢ usernamel2234231+Rosalind.Markova@gmai
[ ©

CUSTOMER INTELLIGENCE: RATE ALERT > Tasks (0)

Borrower has a mortgage rate of 7.5% which is 1.0% higher than the current market rate of 6.5%.

* Notifies you when one of your
customers could benefit from a
refinance based on their original '
loan rate and the current market o T
rates : s e varen

Home Phone Number Home Address Date of Birth
12 Monterey Trail, Houst

v Recent Notes

Profile Details

Rates are updated weekly and J oo
compared to the OB market
index by product and term

Professional Details ca:

Employer
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Rate Alert Journey

@ EXPERTCONTENT Seschallcontacts B + = e 2

Cl: Rate Alert Insight Journey (General) 3 o c Go to Classic Journey Editor

Automated Communication

Events Cl: Rate Alert Insight Created Send Lead Refinance (time to refi2): L... ) Send‘stisn e < 1 e et ’ Timer Delay >
Every time this event happens, system wide Send Lead Refinance Email 1 - "“\ :‘ ad ! " \’ . ':I 5: ) " Wait 7 days to send next email

SEttiI‘IES Change Journey Status: Lead Start - Send Lead Refinance (market compar... ' « Timer Delay ’
Assign Journey Status to Lead Start Lead Refinance Email 2 Wait 9 days to send next emai

/ SRS

Send User Notification Send Lead Refinance (MI premiums &... » Send SMS I e Timer Delay >
Send notification to user stati ontact has Send Lead Refinance Email 3 b e " "“ ! : Wait 11 days to send next ema
Send Lead Refinance (free annual ch... Timer Delay
.—1
Send Lead Refinance Email 4 Wait 15 days to send next email ’
Send Lead Refinance (questions rega... Timer Delay
Send Lead Refinance (mortgage mak... Timer Delay
Send Lead Refinance (let’s find money) ' Timer Delay
Send Lead Refinance Email 7 9 Wait 15 days to send next email ’
Send Lead Refinance (got a few minu... ' Timer
Send Lead Refinance Email 8 9 Wait 25 nd ne; mail '
Send Lead Refinance (general mortga... @ Assign to "Cold Lead" group & Change Journey Status: Lead Failed '
F Remove contact from “Lei

Send Lead Refinance Email 9 Assign the Contact to the Cold Lead group. hange Journey Status to Lead Failed




Best Practices for Leveraging Rate Alerts:

¥ Whenyou receive arate alertin Total Expert, loginto Total Expert and review the rate alert and

rate monitoring details on the contact record

¥ Decide the best outreach method—whether it's a phone call, email, or text - and take immediate

action.

¥ Logyouroutcome and any notes from the call on the contact record to track key details from

the conversation

v. Set follow-up tasks if necessary



Dr Torre Jarvis Gambles Jr

ourt, 10th Floor, Norfolk, VA 23504

Product

@ @ v Loan (1)
Rate Monitoring
 Rich rate monitoring data is available
on the contact record to enrich your B e e

Co-Borrower Buyer's Agent Seller's Agent

conversations:

Settlement Agent Attorney

 Rate difference

« Estimated monthly payment s g
td‘onlh(y Payment Lien Position Occupancy
« Estimated monthly cost savings i

Type Program Funded Date
30 Yr Fixed Thirty Fixed 12/31/200

° Estimated 3 Or 5—year SaVingS, and more! \S’lour(eoﬂjft::)::ﬁ e Loan Type Used FICO Score Used

Conforming 770

New Rate New Rate Date Rate Difference
S0( 3 0.500

New Monthly Payment Monthly Savings 3-Year Savings
$100.50 $3,618.00

5-Year Savings 10-Year Savings

Estimated LTV Estimated Value




Create Refi Opportunity Lists with Rate Monitoring
Data

- Leverage the rate g oo
monitoring data to o
segment your database
for different refinance
opportunities

* Monthly savings
* Rate difference

e And more!

« Easily target and market
to those opportunities
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Equity Insight &
Enrichment

Customer Intelligence
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< Cont

EqUity InSight: Arlina Leitch e

35 Forest Dale Center, Portland, OR 97229 971-739-91 usernamel2234231+Arlina.Leit

IGENCE: EQUITY ALERT > Tasks (0)

* Notifies you of homeowners in
your database who have built up
enough equity in their property
to potentially benefit from a |
HELOC, cash-out refinance, PMI Bl Profile Details
removal, and other financing frathgass et
options T

v Recent Notes

Profile Products Marketing Communications Activity Insights Responses

Lead Source Created On Credit Score

LTV is based on a valuation of & “
their property and the |

estimated current mortgage B Professional Details .

balance ;

{ackett




Equity Insight Journey

@ EXPERTCONTENT "a

Cl: Equity Alert Insight (General) 23 )

Events

Automated Communication

" u Send Email N - !
4 ot . B et o [0 ki O Task Assigned

Settings

/ /

+ # 0 2 ,— Super Admin v
(& Go to Classic Journey Editor
L)

Task Outcomes

Success |

act was made

Assign Task: Phone Call% Missed Call
Assign a CI: Equity General Call Script - Use Equity B L] ; o Bk I
Change Journey Status < Timer Delay - 1 Day b Send Email for Home Reno task to the contact owner, due 1d g "
Change the Contact’s Journey Status t p Wait until between 9:00 AM and 5:00 PM in 1 day Send the quity General Email - Take Contr
/ Fail
L} The contact answered a 4 I
Send SMS
Send User Notification Send the Cl: Eq oral Alert SMS - Make Equity (. Timer Delay - 2 Days b
4 " y Started v2 Work for You S| nd an opt-in r Wait until between 9:00 AM and 5:00 PM in 2 days.
P Email Status i
L] Wait until any email sent by an action Assign Task: Alternate Phone Call 1 ‘ . Success ._
upstream of this event is opene .—— Call customer before removal in case email wentto B Contact was made

spam.

P Missed Call p-

The call was made, but the contact missed the ca

20



Profile Products Marketing ~ Communications Activity Insights Form Responses

Equity
Enrichment

Address 1 Amount Closed/Funded Date
123 Main Street §265,657 04/05/2021

v Loan (1)

Occupancy Created At Loan Status
yes 04/05/2021 Active

* Rich equity data on the contact record:

Term Rate Borrower
15 year 3.15% Kristine Baxter

* Property Value

CUSTOMER INTELLIGENCE

e LTV Estimated Equity
* Equity %
« Equity S

* Remaining balance

Property Value LTV LTV Change
$902,000 19.77% 8%

Equity % Equity $ Remaining Balance
80.23% $636,343 $265,657




<> TotalExpert

Contacts

My Contacts ¢y Leads m S Referral Partners m f Follow Up ** Insights XY & Closed |
M 2 M F 0o o
(]
Eve ry O p p O rt u n Ity Name Property Value Equity % Equity $ Remaining Balance Groups
$260,655.78 $294,344.00 ead - Refinance

Actions = Lyle Shane $555,000.00 53.035% 46.965%

Actions = Rachel Smith

Leverage the equity data to segment your
database for additional financing needs:

e Cash-out refi
« HELOC
* Reverse e
* PMlremoval
 And more!



Best Practices for Leveraging Equity Insights:

¥ When you receive an equity insight, log in to Total Expert and review the contact record

associated with the insight

¥ Familiarize yourself with the contact by viewing the below key tabs:

* Products - familiarize yourself with their current loan product and their estimated equity
position

« Activity - familiarize yourself with their interaction with your previous marketing

¥ Use this as an opportunity to touch base with the client and educate the borrower on their

equity position

¥ Loganoutcome and any notes from the call on the contact record to track key details from the

conversation

v Set follow-up tasks if necessary



Property Listing
Alert

Customer Intelligence




<> TotalExpert

< Contacts

roperty

Sig Hungerford

84 Kensington Park, Monticello, MN 55590 763-584-297 user

Property listed in the last 7 days

isting Alert:

PROPERTY LISTED IN THE LAST 7 DAYS

Profile Products Marketing

A property listing alert
notifies you when a client
has listed their property
within the last seven days

Profile Details e

B

i)

Full Name

Home Phone Number

Lead Source

“ P B

Credit Score
Excel

Professional Details

Relationships

Communications Activity Insights

Email Address
usern 1223423 . Hungerford@gn
Home Address

Created On

Credit Score Date

Responses

Cell Phone Number

Date of Birth

Last Contacted

+ 8 # OO0 2 a

Actions Vv

c
]
&

v Tasks (1)

Call the prospect et

Journey: 4 - Customer Intelligence Journey

Alert detected! Customer below is shopping around for a mortgage.
They are one of your past clients, give them a call ASAP!. We've already
sent them an email on your behalf. A task has been created in your
Total Expert dashboard, where you can complete the outcomes and
view their contact information.

First Name: Sig
Last Name: Hungerford
Cell Phone:

--=--CALL SCRIPT BELOW-----

Hi, Sig. This is Jennifer Richardson calling from Expert Mortgage.

I understand you're in the market for a new home, so | wanted to reach
out to share more about our services. Do you have a minute?

At Expert Mortgage, our focus is simple: to help our customers secure a
low rate that saves them money. We do this by using advanced
technology to shop more than 500 lenders across the nation.

Assigned to




Property Listing Alert Journey

® EXPERT CONTENT e I
Cl; LIStIngInSIghtAlert m 2 C Go to Classic Journey Editor

Events

9 Mortgage Lending, Made Easy!
V4 Task Outcomes O Db ._' o i L k—'
Settings . E——

@) Teskoutcome Automated Communication
Task Assigned

Insight Created: Listing Alert

elligence Listing Insight Alertis created r = o sk o ol ; i Tas’k‘(.)utcome - D 4 lerrnahy B ' I"?“.'"W!(Onnvcngdg .
/ Your Listing task to the contact owner, due 1day ... |

Change Journey Status L :
f pac S vin . If you need assistance, I'm here
J the Contact
tio

Send User Noti

Lolf cr‘n'uf" o H cn:““'.:,o‘u':..y su:us""dco‘nv" ‘ I VRQT“WQ F“"m - e




Best Practices for Leveraging Property Listing Insight
Alerts:

¥ When you receive a listing insight, this is a good opportunity to re-engage with your past client

and the listing agent

¥ Think about your outreach method—whether it's a phone call, email, or text. After you take

action, be sure to log the outcome in Total Expert to keep track of your activities

¥ Logany notes from the call on the contact record to track key details from the conversation



Life Event Insights

Customer Intelligence




Mortgage Life

Event Insights

* New Parent/ Birth
 New Marriage

* New Divorce

29



Best Practices for Handling Life Event Insights:

¥ Allinsights should all be handled with care - you are dealing with sensitive topics, and they should
be handled appropriately based on your relationship with the client

¥ Start with a re-introduction to yourself - refer back to key specific details on the home if you can
remember to build credibility

¥ You do not need to let them know that you received an insight, or know that they recently got
married, had a baby, or got divorced - use this opportunity to simply check in on the client and touch
base with how things are going

¥ You can approach the conversation by asking if they want to do a mortgage check-in (mortgage
review)where you can provide valuable resources to the client
 Loanreview, mortgage payment, interest rate, escrow balance, LTV - PMI removal, equity data
» (Goal setting/ financial education
 Whatisit that you want to see with the house?
« Paying off debt? Remodeling home?



New Parent / Birth Alert

 This could be agood time toreach out to connect with the client to get an update on their life

and home situation

Do notdirectly ask if they recently became a parent - use this opportunity to simply check in on

the client and touch base with how things are going

* Multiple use cases:

 Time toupgrade, or remodel

« Many new parents may desire a larger home with the addition of a new child
« Potential new purchase

» Potential HELOC opportunity for remodeling



New Marriage Alert

Married couples still make up the largest group of home buyers - at 61%

« This may be a good time to reach out to the client and get an update on their life (do not directly

ask if they got married, but if they tell you...)

» Congratulate the client on their marriage

« Askthe client about their plan for their living situation now that they are married - if they
are planning to stay in the same home? Planning to move in the near future?

 Reach out if they need anything down the road or if they decide they are looking to move!

* Multiple use cases to consider:

« Potential new purchase
« Potential HELOC for remodeling



New Divorce Alert

Statistically, 46% of marriages end in divorce
 This may be agood time to reach out to the client to check in - provide a mortgage check-up

« Askthe client how things are going in the home, and if there are any changes - do not refer to
the insight

* Multiple use cases to consider:

« Potential two new purchases
« Potential HELOC opportunity as the couple fixes up their home to put on the market



How to Leverage Customer
Intelligence in Total Expert

Best Practices




<> TotalExpert

< Con

InSight on the Sié Hungerford
Contact Record

84 Kensington Park, Monticello, MN 55590

O b

PROPERTY LISTED IN THE LAST 7 DAYS

&
Wir

Property listed in the last 7 days

f ®

Profile Products Marketing Communications Activity Insights Responses

« Clinsight appearsinabanner at the

.
»

top of the contact record ® Profile Details e
@ Full Name Email Address Cell Phone Number
« ‘created date’appears at the bottom of -
the inSig ht f Lead Source . Created On Last Contacted

Credit Score Credit Score Date

Professional Details

Relationships

35




nsight History on the
nsights Tab

Highlights and tracks all historical

insights/alerts

Created dates on insights/alerts

<> TotalExpert

< All Contacts

Emmalynn Mazia

1234 Oregon St. NE, Minneapolis MN 55442 123) 45¢ mma mazzia

@ STOMER INTELLIGENCE: EQUITY ALERT
Emmalyn’s property at 1234 Oregon St. NE, Minneapolis MN 55442 has an estimated LTV of 80.23% based on a
recent valuation of $395,980 and an estimated remaining balance of $316,000.

Prof Product Marketing Communication Activity Insights Form Resy

81 Insights Sortby Newest First Expand A

Customer Intelligence: Equity Alert

Emmalyn’s property at 1234 Oregon St. NE, Minneapolis MN 55442 has an estimated LTV of 80.23% based on a
recent valuation of $395,980 and an estimated remaining balance of $316,000.

Customer Intelligence: Credit Inquiry Alert

Emmalynn has recently submitted a credit inquiry for a mortgage with another lender.

Customer Intelligence: Listing Alert

Emmalynn’s property at 1234 Oregon St. NE, Minneapolis, MN 55442 was listed for sale 3/20/23 on MLS.

Customer Intelligence: Rate Alert

Emmalynn has a mortgage rate of 5.80%, which is 1.5% higher than the current market rate of 5.7
3/20/2023

> Le:
> Tas
v Re

Hide f
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® EXPERTCONTENT

Cl: Equity Alert Insight (General)

Events

y’ Insig}ht Created: Eq‘uity Alert b ‘I Send Email ‘ » Timer Delay-znays‘ b TaSk NOtIflcatlon

Settings
/ / / H Assign Task: Phone Call 1
« ’

r Change Journey Status (' Timer Delay - 1 Day Send Email
n o v [ . , 4 r

Send SMS
Send User Notification q A\ (. Timer Delay - 2 Days
d y ; \ " " A

- |

Automated Communication

9o
e

o

6

f 0 @

Data +
Automation

c

/

User Notification & Email Status :
L) v t Assign Task: Alternate Phone Call 1
" f ’ p—" ;

“w Pk DB B ® A

=Y

T B




Take Action

You will receive an email
notification when aninsight is

created

Task notification may surface to

you to follow-up with the contact

**Ensure your task notifications are turned on in your account settings

C@ £Xiernal il cquily Alertyourney swdariea ve =) - 7

Bobbi Jo Dallas

@ Bobbi Jo Dallas <updates@totalexpert.net>
To

<> TotalExpert

The client has triggered the Equity Alert and has begun the Equity Alert
Journey- View the contact record for details and be sure to complete the
required task. This will ensure the contact progresses through the
journey.

Name: Dan Shiel v Tasks (1)

Email: dan.shiel@totalexpert.com
Call the prospect edit

Journey: 4 - Customer Intelligence Journey

Alert detected! Customer below is shopping around for a mortgage.

For additional support, please visit our Help Cen| They are one of your past clients, give them a call ASAP!. We've already
sent them an email on your behalf. A task has been created in your
Total Expert dashboard, where you can complete the outcomes and
view their contact information.

xpert.com 8 830-9(

First Name: Sig

Last Name: Hungerford
Cell Phone:

Hi, Sig. This is Jennifer Richardson calling from Expert Mortgage.

I understand you're in the market for a new home, so | wanted to reach
out to share more about our services. Do you have a minute?

At Expert Mortgage, our focus is simple: to help our customers secure a
low rate that saves them money. We do this by using advanced
technology to shop more than 500 lenders across the nation.

Assigned to

38



<> TotalExpert

Contacts

My Contacts & Leads m # In-process Referral Partners 4 Follow Up m =+ Insights m
v m

Credit Alert Save ~
Your Dai Iy Routine
Equity 3 Felipa Rumford (309) 952-5197 usernamel2234231+Felipa.Rumford@gmail.com Marketing - Birt
* Loginto Total Expertand review your P] v | wawmem  dssebecsssemeymton
Life Event - New Parent 5 Corisea Axten
insights in Pipeline Views
Actions w 0o o Lanette Hirsch (225) 503-2311 usernamel2234231+Lanette.Hirsch@gm
Assess the opportunity - then take pom T (B[R] st
. . . Actions w o & Gratiana Hussell (808) 918-3027 username12234231+Gratiana.Hussell@gmail.con
appropriate action if necessary
Actions + 0D o Field Fashion
(Ca”/email/teXt) Actions = 0 Ch Gottfried Cheeke (203) 929-811 isername12234231+Gottfried.Cheeke@gmail.com
Actions » () th Daria Vallance
Mark outcome, add notes, set follow-up
Actions w () h Corella Tardiff (602) 898-8304 Jsernamel12234231+Corella Tardiff@gmail.com

task if necessary
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