CREATING
DELIVERING "WORLD-CLASS" SERVICE!
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THE NEED FOR RAVING FANS

We must ask ourselves...

“World-Class” Service Sets Us Apart

UNIONHOME

MORTGAGE




WHAT IS A

A “satisfied” client isn’t enough!

Raving Fans are clients so happy with our service,

they us to their family, friends, and co-workers.
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SO, HOW DO WE CREATE

Step 1 | Create Our Vision & Process

Step 2 | Identify The Client’s Needs & Expectations

Step 3 | Deliver A World-Class Experience Raving
Fans

AR ach
to Custom vervice
Ken Blanchard
Sheldon Bowles
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CREATE OUR VISION & PROCESS

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

2. Isit Will every client receive
the same World-Class Experience? Can we delegate?

3. Implement touch points to
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CLOCK PROCESS

1:00 The Facts

gather your
weial
inforn n and schedule an
appointment with Scott or Brian.

10:00 Your New Home

Sign the legal documents and the

et B,
‘ UNIONFHOME

MORTGAGE
9:00 Closing M SHITE SR 3:00 The Search BRIAN SMITH GROUP

| MORTGAGE PLANNING GUIDE

Your legal documents are sent N
to find your perfect home!

419-625-2600 4:00 Negotiation

~ o www.BrianSmithGroup.com a offer & otiate. Once the
0 Condition pts, ail or bring
s undef sur loan! your signed contract to our office.
We collect ents needed

and r loan closing 5:00 Application
7:00 Verification

We review all research on you and

tion, lock in your
the property

tupdated

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.




IDENTIFY THE CLIENT'S NEEDS
& EXPECTATIONS

1. Collect ALL Necessary Information from our clients up front to
Identify their Needs —

2. Don’t Provide Solutions without a Proper Diagnosis!
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

it B,
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CUSTOMER INFORMATION
SHEET (CIS) -

Customer Information Sheet (CIS)

9 Critical Questions

What price range are you looking in? What
location are you looking at?

What do you currently pay for housing costs? Do
you rent or own?

What is your ideal monthly payment? At what
point do you think the wheels start to wobble?

How much are you planning to invest? Where are
those funds coming from?

How quickly are you looking to move / make a
purchase? Are you being thrown out of mom &
dad’s home?

Who else will be involved in your decision to
purchase? (parent, grandparent, etc)

Do you work with an accountant or financial
advisor? What's your top financial goal over the
next 12-24 months?

How long are you planning to own your home?

What are your top fears or concerns about this
process or owning a home?

Customer Information Sheet

Ref:

Team Member: Adsm

. What Price Range are you looking in?

. [T Wt s your Payment?

3 ¥ payment?

o what

5. How soon are you looking to purchase?

6. What's your 1 concern owning a home?

7. How long do you plan owning the home?

8. What's you goal 12-60 mo?

aking?|

OJ24um U

Reno 0 [comna ] Condo 0] v

$sJ co

JBorrower 2 DT

O sO

cD

Full Name:

E-mail:

Phone:

[Adaress:

[add. Cont'd:

" O 5w O W O

HowTong:

ssion to access credit?

Permission to access credit?

o8

Married O | Unmamied O | Sepsrated O

[ssa ooe:
Married O | Unmarried 0 | Separsted O

Ages:

Years in School:

Upcoming EDU loans?

Current Emp:

Position:

Hire Date:

Years in Profession:

Earnings:

Price/Other Emp:

Yes (8):

‘es (CB)

you
If yes, bow misch? (Marks whether pays/revil)

You retired or

e you self-employed /business owner?

real estate/rentals s your name att'd to?

lave you ever had & Bankruptcy? In last 7 years?

ver had 7years?

e you a veteran?

YOU OWN yOur current property?

‘much in rent monthiy? What method?

lave you been laid off i the past 12 mos?

€ You currently party o a lawsuit?

vy part of the down

signer?.

you a US citizen?

ALL ABOUT YOU -

We want to learn more
about you!

B
UNIONHOME

MORTGAGE

Name: Birthday:
Other? Birthday:

Wedding anniversary:
Namels) of children & date of birth:

1) Name Birthday

2) Name Birthday

3) Name Birthday

4) Name Birthdoy

What is the best mailing address for you?

Main reason you're looking to purchase 3 home?
Biggest concern entering this process?

WMost important quality you want in a loan officer?

Mest important quality you want in a realtor?

Please fil in the blank to let us know your “fovorite” things:

Hobbies: Restaurant:
Adult Beverage: Author.
Starbucks v Dunkin Pets:

Candy Bar: Sports Team(s):
Dream Vacat) Retail Shop:

Do you work with a financial planner? M s0, who?
o i
et i
r————
Doy yor w?
like to be is i it from our network?

We need your help]

If yes, who? Phor i

Thani you for toking the time to complete this questionnaire. We look forward to serving you!




DELIVER A WORLD-CLASS
EXPERIENCE

Keys to a World-Class Experience:

1. Consistency | Use our Process & Vision to create to provide
the same World-Class Experience for Every Client!

2. Credibility & Trust | Be a Great Leader! to Avoid Unnecessary
Pressure & Stress.

3. Certainty | with Provide Clear
Direction & Answer All Questions.

UNIONHOME
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CHECKLISTS, SCRIPTS &
TUESDAY STATUS UPDATES

Documentation Checklist
Bormow: lame:

denfificalion, Residence & Employment His
o / “+OR front & bock £
1 2year ADDRESS HISTORY lizted ON 10037 o
VOR (= than 560 OR lex: than & rades OR LP/DU/GUS REFER)2- 12=»u‘wd checks
14 VOR required but doesn't pay rent. need rent free LOE signed by dient & homeowner
2yr EMPLOYMENT HISTORY on 1003 Ci¥es CNo  JOBGAPS™OYe: GNo I Gap:needLOE
COULEGE TRANSCRIPTS (i student w/in 2 y7z)
New emoloyment teaching. relocating CONTRACT / TRANSFER ORDERS

!

LB olo

PAYSTUBS (most recent 30 dayz) Pay Frequency:  Dweekly DBWeekly CMonthly O2/meo
DEDUCTIONS on payztubs for C5/skimony? Y Divorce dacree &S arcer
Quaifying w/CS income? CYes (Mo Y3y cont 12mo payment hizory, B court onder
W2's 2018 02017 W2 indofincome CONSISTENT with 10032  Ces  ONo
TAX RETURNS - Incluging all checles 02018 012017
Dic they OWE moneytothe IRS? OVes ONe I Y.confirm PIF or IRS agreement

18 017 KlsD1s 017 OVIDPEL
Ces Do Schedue Eofta recums
C ON 1099 § D17 DAward Lester
1 izabiity income or cient ot of retrement age. verfication of 3 year cortinuance
Fbenefx received on BEHALF of someone elze (caim? not “A”), verification of 3 yr continuance
¥ groszing up income. reed Fetums I not requined to fik need o recore of retur” from IS

O O ReSrement ASSETS uzed for INCOME [ asEml- h,ﬁ?

k v, retirement) all pages
ONo  LOEor don't tumin!
1 PRINTOUT incluced, = it signed & stamped or have URL [n<tpe). & no GAPS in transacsions?
Other names lied on azsets satemerz?  Ove: Ofo 1Y, JOINT ACCESS leteer
LARGE DEPOSITS? Dve: Do 1 Y, explanation & paper trail
‘or closing? ez CNe
Prootof WITHDRAW fcopyof check or o pricout shoming wieom/arcter)
(updiated bank & URL
Retire scly DN Y, TERMS & CONDITIONS of withcraw (siz0 needed loﬂy‘oﬁnez‘ve::
] MeginactDV DN Y, cannot use unless full balance has been fiquicated & cocumented.
lsclent recening GIFT funcs?  Ofes Do Fully completed & signed GIFT LETTER
i WIRE
FrA-Copy of DONCRS 30-60 doy BANK STATEMENT showing the funds saving conor’s scct
Funds are coming from HELOG, need origingl agreement (similar 1o note) & proof of witharaw

o
o
o
o
o
o
o
o
o
o
o
o
o
o

fjC0000000000000

Expires in 120 day. wil i expire before ciosing?
EXPLANATION LETTER - fully
) DIVORCED —Waz ivorce wiin past 7yrz? ON G or Rlmony paid o received? [
above i, 3 Pgs. signed & recorded
¥ wvﬂdmlﬂ‘ﬁaﬂ'ww'abuawhlD!:rrg{::d:l-.wv:iﬂcGo’a mary
Did any CYes ONo
11 3bove, need sccount STATEMENT howing balance & payment snd 3d to 1003/0
For USDA loans, 3 new CR zhowing new 3ccount s needed o owngrade to manual
Dizcharge of Debtors & schecules [from PACER)
of funds (f paid ofter app)
1Y, eheck DU/GUS, does it mention aceoure? [y (N
N 1Y, follow most recent Student Loan Matrix
CO-SIGNER (check deciaratiors|? [y [N IV, et statement # not listed on CR or LOE if on report
Detxs PAID BY OTHERS > 12 months? (Jy [N Proo decumertation -complete 12 manths
Debes PAID OFF 1o quaiy? 00y O Afer 3pp but before losing: Proo? PIF & souree of furds
¥ being paid 3t casing: “Installment-current p3yoff matement
“Revobving 5 cays before cosing
Real Eslale Owned
kg STATEMENT(S) corfrming g pay keeping OR selling)
1 Cortact Info for the Tde Co
) RETAINED proserties [inchucs 45:Lkﬂ‘p"na'y| LOE on plansficsertions
O Home Owners INSURANCE Proof of TAXES () Proof of HOAfee's

z
&

g; ..
ifi
it

0ooofjo0000000000000000

Current Client Referrals (CCRs) Scripts

200 "Reticular

“Hey Mr. / Mrs. Client, 'm very excited to issue you this preapproval for your new home purchase!

Mr. / Mrs. Client. do you know what the reticular activator is? It's that part of your brain that
recognizes similar things.

As an example, remember when you bought your last vehicle and you started recognizing other
people who drove the same kind of vehicle. and even the same color?

Mr./ Mrs. Client. | think the same thing will happen now that you're purchasing a home. You will
begin to recognize other people that are buying and selling real estate.

Can | ask you for a favor?

Will you introduce and connect me to those people when you come across them? If you're ok with it
a group text is the best way to connect me to clients.

Is my cell phone number in your phone?

“Mr. / Mrs. Client, | look forward to serving you with your home financing

I'want to make 3 promises to you and ask for 2 in retumn.

#11 promise we will close on time,

#2 | believe in accuracy - | promise the numbers I'm giving to you now will be the same at closing,
#3 1 will call you every week and over-communicate with you via email throughout the process.

If | do thoze three things for you. will you do two things for me?

#1'Will you go back to your real estate agent and tell them how well I'm taking care of you?
#2 Can | count on you for one client like yourself that you will send to me?

Thanks again for allowing me to serve you! | promise I'm going to take great care of your business.

Mr./ Mrs. Client. this is your final Tuesday Status Update! | wanted to give you a quick update
on the status of your loan as we promised.

#1 Your closing is right on track for this Friday at 4pm

#2 Your bottom line is less than | told you it would be upfront, and your monthly payment is exactly
what | told you it would be.
#3 Have | communicated with you well throughout the process? (Called every Tuesday and emailed
through ZUHM)

Do you have any hesitations referring a friend or family member to me? Can | count on you for one?

REALTOR THEME DAYS

WHAT TO DO &

WHEN TO DO IT

WITH EACH PART OF YOUR BUSINESS

MONDAY
TOP 50 VIPs

Create Top

Birthday Program
Cards
Gifts (Fun & Personal

rizeasA BorC
Units / Yean)
ly Happy Hour

TUESDAY

WEDNESDAY
HOT LEADS

ose for an appointment
. Send Evidence of




IMPLEMENTING

What can we do to be

 World-Class Experience * 30-Day Calls After Closing

 Cheesy Gifts (Use All * Property Improvement Management
About You!) Plan / Annual Review

* Closing Gifts * Birthday & Holiday Cards

e Letter of the Heart
 Client Appreciation Parties & Events

B,
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MEASURING RAVING FANS
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CCR - PCR - PC -
Client Refers Client Refers Client Returns
Lead the Lead the for the
Process of Process of Process of
Buying /Selling Buying /Selling Buying/Selling

Their Home Their Home Their Home




WE NEED YOUR HELP - We have to program people

to refer us!

SURVEYS & REVIEWS -

o O

WHO DO YOU KNOW?

Our team’s mission is to help our clients for life, 5o they never need to look for another lender again
We truly enjoy helping people seize the opportunity of home ownership and experience financial success.
Do you have a friend, family member. or colleague who needs help with their mortgage financing needs?

Please leave their name(s) below. We will call them to introduce ourselves and Iet them know
what we can do to help them. We promise to give them o ¢

Your Name:

Lead Sources

Your Two Connections:

LEAD TRACKER -

Brian G. Smith
Mortgage Advisor & Executive Coach

BRIAN SMITH BROUP
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RECAP | ACTION PLAN

. Vision & Process - Create or fine-tune your

Identify Client’s Needs - What are the you need
to ask every client?

Deliver a World-Class Experience - Create or fine-tune

Add during & after the transaction

Measure your RAVING FANS with
(Don’t forget to ASK! for connections!)

/\
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WE WANT TO BE

- Weekly communication!

- Close on time, every time!
- Help you grow your business!

BRIAN SMITH UNIONLIOME
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