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The Originator Retention Playbook

Retention matters
more than ever

The value of customer retention in lending needs little
explanation. We can all quote stats on how much more it
costs(in both dollars and time) to earn a new customer
than toretain an existing one.

But today’s uniquely challenging market amplifies the
importance of repeat business, while simultaneously
making it harder for originators to capture. Higher rates
have slowed natural repeat activity. Refinance volume

has reset. And many past customers simply don't have a
reason toreach out—even if they expect to make a move at
some point. That stretches the time between transactions
and makes it easier for relationships to go cold.

Top originators are approaching
retention differently

When the market slows and the stretches between
transactions get longer, keeping tabs on hundreds
(maybe even thousands) of past customers becomes

a significant challenge. Even the best originators

can't predict when every borrower or homeowner will
experience arelevant life milestone, starts paying
attention to rates again, or quietly begins considering a
move. And no one can manually maintain meaningful one-
to-one conversations with every past customer at scale.

In other words, you can’t succeed onjust pure instinct or
endless hustle.

This playbook outlines how high-performing originators
are strengthening retention right now: They're investing
in the right data to build a wider, deeper view of each
customer that goes beyond static records. They're using
the right insights to surface intent signals and life events
that indicate when guidance might matter. And they're
putting the latest and greatest in Al and automation

to work for them, so they can deliver genuinely
personalized, meaningful content to every customer

at full speed and scale.
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Repeat business isn’t guaranteed

Retaining a past client is always more efficient than acquiring a new one. The trust already exists, there's less friction,
and the path back to a productive conversation is shorter. But only if you stay visible.

Ensuring that you're the first one past customers think of when they have a mortgage need has always been an exercise
in patience and consistency. But in a slower, purchase-driven market, repeat business doesn’t arrive on any kind of
predictable schedule. It's easy for strong relationships to fall dormant when there are no triggers to reach out.

Reactive engagement is too little, too late

The common mistake is to think you should wait for customers to self-identify as “ready.” But we know
homebuyers start their shopping journey before (often well before) they're ready to ask for professional
support. If you wait for a customer to reach out, you've already missed that critical first moment of intent.

What top originators do differently

« Theysearch for the earliest intent signals
They watch for subtle indicators in a contact’s record and financial activity that suggest they may be
starting to think about their next mortgage move.

« They maintain conversations in the long gaps between transactions
They create consistent, low-friction, no-sell messages that keep relationships warm even when
nothing is actively happening.

« They prioritize moments over schedules
Outreach is driven by life milestones or key events, not arbitrary schedules—and definitely not
birthdays or anniversaries.

How to get ahead using Total Expert

¢
4

Nurture Campaigns Milestone Triggers

Enable always-on engagement with past customers Automatically initiate outreach when customers
using targeted messaging that’s triggered by intent reach meaningful life moments, like anniversaries
and behaviors signals. You stay visible during long gaps and career, family, or financial changes. This ensures
between transactions without relying on one-off or your outreach is timely, relevant, and tied to real life
manual outreach. events—not salesy.
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Preventing post-close drop-off

Many strong relationships stall before they’re even a month old. Motivated originators naturally shift attention to
the next deal. But without a system in place, follow-up becomes inconsistent or disappears altogether. Over time,
that silence lets your name fall off the radar and makes it harder to re-engage customers and earn future business.

What top originators do differently

« Theyautomate post-close communication
They make sure ongoing outreach isn't another thing on their (manual) to-do list.

« They build milestones into their workflow
Engagement is tied to clear post-close moments, not an arbitrary number of days or weeks.

» They schedule personal follow-up
Emails and texts are the backbone of retention efforts, but that outreach schedule should include scheduled

reminders for a phone call to add a genuine personal touch.

How to get ahead using Total Expert
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Lifecycle Journeys Pipeline Task Reminders

Automate communication across the full customer Surface the next best action based on where each
lifecycle, from post-close through long-term retention. customer isin theirjourney. This helps you stay
Ensure consistent follow-up without adding to your organized and prevents relationships from stalling or
day-to-day workload, so you can focus on new deals. slipping through the cracks.
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Re-engaging customers when intent emerges

Many of the most valuable opportunities, like life events, equity growth, and rate movement, don't announce themselves.
And without visibility, they go unnoticed and unactioned. By the time a customer reaches out, they may already be far

alongin their decision-making.

What top originators do differently

« They gather as muchrelevant data on customers as possible
They build a wider, deeper view of each customer so they can see subtle changes in behavior, finances, or life stage.

« They monitor signals continuously
Instead of relying on sporadic check-ins, they use analytics tools to watch for changes that indicate shifting needs or

renewed interest.

« They build a system that ensures they reach out at the right moments
They have a daily call list based on these subtle intent signals, so they prioritize reconnecting when customers are
most likely to be receptive—not weeks or months later.

How to get ahead using Total Expert
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Customer Intelligence Alerts Equity, Rate & Credit Insights
See when borrowers show signals like credit activity, This customer profile enrichment adds context
equity changes, or rate sensitivity. These alerts behind each alert, so you understand exactly what the
help you engage proactively, before customers start customer is going through and why outreach may be
shopping elsewhere. timely. This allows you to focus on offering helpful,

hyper-relevant guidance instead of generic check-ins.
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Personalizing retention at scale

Generic, one-size-fits-all outreach ends up in the trash. But worse, it annoys customers and actively weakens
trust. When messages feel templated or mistimed, customers tune out. The challenge is that manually managing
personalization across hundreds of past clients simply doesn’t scale.

What top originators do differently

« They personalize with information that matters
They build messages around each customer’s financial situation, history, or life stage—not just their name.

« They communicate across channels
They have multi-channel outreach plans and, more importantly, they adjust to connect with each customer
where they’re most responsive, instead of relying on a single channel.

+ They match the message to the moment
They lead with a timely reason for reaching out to keep the conversation helpful and educational, instead of

pushy or salesy.

How to get ahead using Total Expert
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Dynamic Content Delivery Multi-Channel Engagement

Automatically pull customer data like equity position, Reach customers across email and SMS without
loan status, or life stage into emails and SMS managing separate tools or workflows (and without
messages, so each touchpoint feels relevant to that endless manual work). You stay consistent and
customer’s situation. visible across channels while keeping outreach

timely and coordinated.
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Build a lifecycle communication system

We already mentioned that instinct and hustle alone can't keep up with the volume of retention outreach at
speed and scale. Top originators build lifecycle communication systems that put a strategic, easy-to-maintain
framework around the challenge of staying top-of-mind. That framework is designed around the full customer
lifecycle—not just active transactions. They outline key touchpoints, identify meaningful moments, and deliver
consistent communication, so customers feel supported even when nothing urgent is happening.

Core lifecycle touchpoints

« Pre-approval check-ins: Early check-ins reinforce availability and guidance while buyers are still evaluating
options. Outreach should be educational and help buyers understand the process and next steps.

« Home search encouragement: The home search often leaves buyers feeling uncertain, anxious, or just
plain tired. Light, supportive outreach keeps you there as a trusted resource and reminds buyers that you're
available when questions or decisions arise.

« Loanstatus updates: Consistent updates alleviate anxiety and prevent customers from wondering what'’s
happening behind the scenes. Communication should focus on progress, expectations, and what's needed
from them.

« Clear-to-close expectations: Thisis typically the most high-stress moment for buyers, which makes it a key
time for helpful outreach focused on timelines, responsibilities, and what to expect next so buyers feel like
there won't be any surprises at the finish line.

« Post-close follow-up (30 days, 6 months, annually): It’s absolutely vital to show your customers that the
relationship doesn’t end at funding. Post-close outreach should be celebratory (excited about their new
home), helpful (common new-home issues), and position you as an ongoing resource.

How to get ahead using Total Expert
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Lifecycle Journeys Milestone Automation

Define key communication moments once and deliver Automatically reach out at important lifecycle
them consistently across your entire list of current milestones. This keeps engagement consistent,
and past customers. Borrowers receive consistent, soyou're the first one they think of, even if you're
relevant, helpful messages—without expending focused on new production.

significant manual effort.
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Automation + personalization win together

Here's the crux of the retention-at-scale challenge: Personalization on its own can’t keep up, but automation on its own
feels robotic. But top originators don’t treat automation and personalization as opposing forces. They use automation to
protect their time and ensure consistency; they use data-driven personalization to keep every interaction relevant and
helpful; and they build in key triggers for personal outreach. Done well, automation gives originators more time to make

genuine human connections.

What this looks like in practice

« Email, SMS, and phone prompts working together: Communication flows across channels instead of relying on
asingle touchpoint. Automation handles coordination, and originators step in personally when conversations

matter most.

- Messages personalized with equity, credit, rate, and life event data: Outreach reflects what’'s actually happeningin
a customer’s financial life, so messages feel timely instead of templated.

« Outreach timed around moments that matter: Communication is triggered by meaningful signals instead of arbitrary
calendar timelines. Customers hear from you when guidance is useful, not when a campaign says it’s time.

How to get ahead using Total Expert
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Lifecycle Journeys Engage SMS

Journeys combine segmentation, data, and Deliver compliant text messaging within automated
automation to deliver the right message at the journeys or real-time conversations. This powerful
right time—with no manual work on your part. tool helps you connect through a channel borrowers
Personalization scales effortlessly, without are engaged with and respond to.

sacrificing consistency or compliance.
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Value-add content keeps relationships warm

Past customers stay engaged when the value is clear and the pressure is low. That's where educational content is so
helpful. Sharing content that helps customers understand what's happening in the market and how it affects their
options, even when there's no immediate transaction on the table, keeps you at the forefront and positions you as a
trusted guide long before a decision needs to be made.

High-performing originators share

» Market trends and insights: Timely, matter-of-fact information helps customers make sense of what they're seeingin
headlines and conversations.

- Financial readiness and planning insights: Educational content focused on budgeting, credit health, and long-term
planning helps customers make smarter decisions over time, not just at transaction moments.

« Homeowner tips with local context: Every homeowner can use reminders on maintenance and home care, but it feels
more authentic if it's locally tailored and timely, like getting “winter ready” in cold climates, what to watch out for
during storm season, or keeping your home cool in the summer.

How to get ahead using Total Expert
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Always-0n Nurture Campaigns Expert Content

Deliver educational content aligned to each Bring helpful, educational value to your borrowers
customer’s unique, timely financial situation. through compliant, ready-to-use educational
This keeps you top-of-mind without sounding materials created specifically for lenders.
promotional or pushy. You're always ready to share timely guidance

without creating content from scratch.
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Refi & equity opportunities with past clients

Most homeowners aren’t tracking rates or equity closely. They also typically don't know all the ways they can use that
equity or leverage different refinancing options. Moreover, by the time a customer reaches out, the moment may have
already passed. Top originators meet customers in that moment to help them understand what’s possible and when it
might make sense—long before a decision needs to be made. This scenario-based approach to education adds clarity for

homeowners and positions the originator as a trusted financial partner.

Top originators help customers understand

- Debt consolidation scenarios: Clear explanations show how home equity could improve cash flow or simplify monthly

obligations—without feeling pushy or salesy.

« Mortgage decisions tied to life events: Guidance is framed around real changes like growing families, career shifts, or

major expenses, so conversations feel hyper-relevant and genuinely personal.

« Renovations and home upgrades: Many customers love the home they're in but have alist of hopeful improvements
they’d love to make. Educate them on how equity could support these improvements to turn their current home into

their dream home.
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Customer Intelligence Alerts
Surface timely opportunities tied to refi, equity,
or changing borrower behavior. These alerts often
give you the chance to deliver helpful guidance

before homeowners recognize the
opportunity themselves.
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Al Sales Assistant

Let your Al assistant initiate immediate, compliant
outreach when intent signals appear. The Al agent
gathers context and enables smooth handoffs when
acustomer is ready for a human conversation.
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The art of retention

Great retention and loyalty are all about maintaining solid, authentic relationships with customers. And like any
relationship, if interactions fade out, so does the connection. But maintaining that connection demands a balance that'’s
more art than science: Communication needs to be consistent enough to keep the conversation moving, and thoughtful
enough to feel relevant—without veering toward overbearing, pushy, or robotic. Balanced well; engagement feels natural
and welcome, and originators earn the trust and loyalty of customers for life.

How top originators strike the balance at speed and scale

The days of nurturing 1:1relationships with every customer through phone calls and coffee talks are long past.
Strong originators have too many customers to keep up; and those customers’lives are moving too fast to track
through memory alone.

But top originators are mastering the artful balance of retention by putting top tools and technologies to work to conquer
the speed and scale challenges. They're investing in a broader, more dynamic understanding of their customers—and
then using analytics to pull out the earliest and most subtle intent signals and life changes. They're using those intent
insights to fuel intelligent automation and Al-powered execution to deliver hyper-relevant, personalized messages at the
exact right moment. And all that smart technology is in service of one goal: Make more time to contact customers in the
moments that matter, so you can continue making genuine human connections that solidify lifelong relationships.

How to get ahead using Total Expert

Acting quickly without losing the human touch

Turn retention into a system that wins customers for life

Total Expert gives originators the complete toolkit to surface early intent signals, understand
' . customer context, and engage at the right moments even as their book of business grows.

Learn how Total Expert helps originators
maintain authentic relationships over time.
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