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THE NEED FOR RAVING FANS
We must ask ourselves…

“Why would a client choose me over 
hundreds of other realtors or lenders?”

“World-Class” Service Sets Us Apart



WHAT IS A RAVING FAN?

Raving Fans are clients so happy with our service, 
they CONNECT us to their family, friends, and co-workers.

A “satisfied” client isn’t enough!



SO, HOW DO WE CREATE 
RAVING FANS?

Step 1 | Create Our Vision & Process

Step 2 | Identify The Client’s Needs & Expectations

Step 3 | Deliver A World-Class Experience



1. Create a Vision & Process focused on providing a 
World-Class Experience to Our Clients

2. Is it Simple and Repeatable? Will every client receive 
the same World-Class Experience? Can we delegate?

3. Implement touch points to Ask for the Business

CREATE OUR VISION & PROCESS 



CLOCK PROCESS 

We provide solutions for your home financing needs. We want you to experience financial security through successful home ownership. 
By integrating the right home mortgage into your overall short-term and long-term financial plan, we can help you achieve that success.  

We’re so committed to your financial success; you will never need another mortgage lender.



IDENTIFY THE CLIENT’S NEEDS 
& EXPECTATIONS

1. Collect ALL Necessary Information from our clients up front to 
Identify their Needs – GOOD LEADERS ASK GREAT QUESTIONS!

2. Don’t Provide Solutions without a Proper Diagnosis! LISTEN!
3. What Personality Type are they? How do they communicate? 
4. Most clients are really focused on 1-2 things – Use our Vision & 

Process to fill in the gaps and help them understand



CUSTOMER INFORMATION 
SHEET (CIS) –

MAKE A PROPER DIAGNOSIS
ALL ABOUT YOU –
MAKE IT FUN & 

PERSONAL!



Keys to a World-Class Experience:
1. Consistency | Use our Process & Vision to create Procedures & Checklists to provide 

the same World-Class Experience for Every Client!

2. Credibility & Trust | Be a Great Leader! Set Proper Expectations to Avoid Unnecessary 
Pressure & Stress. Promise and Deliver!

3. Certainty | Be Proactive & Overcommunicate with Weekly Updates. Provide Clear 
Direction & Answer All Questions.

DELIVER A WORLD-CLASS
EXPERIENCE



CHECKLISTS, SCRIPTS & 
TUESDAY STATUS UPDATES



IMPLEMENTING WOW FACTORS
What can we do to be MEMORABLE?

DURING TRANSACTION
• World-Class Experience
• Cheesy Gifts (Use All 

About You!)
• Closing Gifts

POST-CLOSING
• 30-Day Calls After Closing 
• Property Improvement Management 

Plan / Annual Review
• Birthday & Holiday Cards
• Letter of the Heart
• Client Appreciation Parties & Events



MEASURING RAVING FANS

CCR –
Client Refers 

Lead During the 
Process of 

Buying /Selling 
Their Home

PCR –
Client Refers 

Lead After the 
Process of 

Buying /Selling 
Their Home

PC –
Client Returns 
Again for the 

Process of 
Buying/Selling 

Their Home
Current Client Referral Past Client Referral Past Client



WE NEED YOUR HELP –
DON’T FORGET TO ASK!

SURVEYS & REVIEWS –
HOW DID WE DO?

LEAD TRACKER –
HOW MANY LEADS ARE 

CCR, PCR, PC?

We have to program people 
to refer us!



RECAP | ACTION PLAN
1. Vision & Process - Create or fine-tune your Clock Process
2. Identify Client’s Needs - What are the Critical Questions you need 

to ask every client?

3. Deliver a World-Class Experience - Create or fine-tune Checklists;
Set Proper Expectations; Overcommunicate

4. Add Memorable “WOW” Factors during & after the transaction

5. Measure your RAVING FANS with Surveys, Reviews and Lead 
Tracker (Don’t forget to ASK! for connections!)



Our commitment to you:

- Weekly communication! 
- Close on time, every time!

- Help you grow your business!

WE WANT TO BE 
YOUR LENDER!
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