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How modern lenders are using Total Expert
Lead Management to turn every opportunity
into a customer for life.
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Lead managementis a
foundational growth strategy

Lead management has always mattered. But the stakes are higher in the modern market,
and lenders are investing heavily to generate opportunities from more sources than
ever: purchased leads, website forms, digital campaigns, referral partners, servicing
portfolios, and existing customers.

But the real questionis: “What happens next?” Because bringing more leads into the
business doesn’t automatically create more production.

Too often, lenders still depend on disconnected systems, homegrown tools, shared
spreadsheets, manual assignment workflows, or standalone platforms that don't connect
to the rest of the customer journey to manage their leads. These fragmented approaches
create a costly gap between lead investments and the business outcomes they're
supposed to achieve:

« Leads enter the pipeline, but routing is slow and follow-up is inconsistent.

« Originatorsreceive opportunities, but don’t have the context they need to
engage effectively.

« Salesleaders know leads were purchased, but can’t tell whether they're
being worked quickly, consistently, or effectively.

Modern lead management has to do more

Leading lenders are rethinking their lead management strategy and treating it as the
front door to alarger customer engagement strategy. They're building systems that
capture every opportunity, route it intelligently, trigger immediate follow-up, give
originators the context to have better conversations, and place every lead into a
long-term engagement journey.

Routing leads to the right personis just the first step toward turning every opportunity
into a relationship, and every relationship into a customer for life.

This guide outlines how leading lenders are leveraging Total Expert Lead Management
to increase speed, consistency, productivity, visibility, and long-term customer value.
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The hidden cost of disconnected
lead management

Lead generation is expensive. Whether leads come from

LEAD SOURCE

paid sources, referral relationships, digital campaigns,

or customer intelligence signals, every new opportunity ’-\\ .2.
requires you to invest time, money, and resources. UD‘ @ B
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But many lenders still manage those opportunities with
processes that were not designed for today’s speed, @ B @
scale, or complexity. Some teams rely on spreadsheets, '
. . Facebook Email Realtor
others use internal tools built around legacy workflows, Lead Campaign Partner
and still others use standalone lead management systems k Y

that may assign leads efficiently but don’t sync with their
CRM, marketing automation, engagement tools, or other
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critical systems.

The result is a fragmented operating model: Leads come
in from multiple places. Assignments happen through one

system, outreach happens through standalone marketing Marketir)g
. . . . Automation
automation tools, and engagement history livesin a
completely separate CRM. Consistent follow-up depends |  &—) - AXF------ @
onindividual originators juggling tools to find the right Assignment CRM
System

information to effectively engage leads, while managers

struggle to see who is doing what or where lead follow-up

drops off.
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Application Processing Closing
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Meanwhile, the borrower’s experience suffers because of disjointed outreach, lack of
personalization, and sometimes never even hearing from an originator at all.

What leading lenders do differently

- Treatlead management as an enterprise workflow: Lead management doesn't rely on
individual habits, inboxes, or spreadsheets. It's governed by standardized processes
that establish clear rules and shared visibility.

« Centralize lead intake: Leads from paid sources, website forms, campaigns, referrals,
and Customer 10 signals are all brought together into one connected system.

« Reduce manual handoffs: Instead of relying on people to copy, paste, re-enter,
or email lead information, they automate how information flows across the entire
workflow wherever possible.

» Connectlead management to engagement: They think beyond assignment and build a
coordinated follow-up process to ensure relationships reliably move forward.

How Total Expert helps
N
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Lead Management 360-Degree Customer View

Capture, categorize, import, create, and manage leads Bring lead activity, customer data, engagement history,
from multiple sources in one connected workflow. This referral source, and relationship context togetherin one
helps lenders reduce the gaps created by disconnected view, helping teams understand each lead and the next-
systems and gain full visibility into lead activity. best actions.

TotalExpert.com 4
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One system for every lead

Lead routing and engagement is inherently fragmented.

Here are just a few of the many ways the typical lender receives leads:

- Borrowersfill out website forms

« Lenders purchase leads from third-party sources

« Pastcustomerstriggeracreditinquiry alert

« Homeowners list their property
« Nurture campaigns surface new engagement

« Originatorsreceive referrals directly from realtors

Each of those sources funnels leads into a different system—or worse, they get stuck in spreadsheets,
inboxes, or personal workflows that require manual data entry to move leads into your pipeline one by one.

Sales leaders and admins need every lead to enter arepeatable system where it can be assigned, tracked,
worked, measured, and nurtured. But fragmented intake can sabotage your teams before they even know
those opportunities exist.

What leading lenders do differently

- Build one front door for lead intake: They reduce fragmentation by centralizing lead intake across
digital sources, purchased leads, referrals, campaigns, and customer intelligence signals.

« Support both automated and manual lead creation: Purpose-built systems make it easy to automatically
ingest digital leads while allowing originators to manually add leads they receive directly.

- Categorize leads by source and opportunity type: A purchased lead, a past-customer credit inquiry, and a realtor
referral may all require different follow-up strategies. Leading lenders use that context to drive smarter follow-up.

« Ensureeverylead can be tracked: A variation on the classic business adage: if an opportunity is worth generating,
it's worth measuring. Centralized intake gives leaders a better view of what's coming in, where it came from,
and what happens next.

How Total Expert helps

%

A Unified Platform

Total Expert enables lenders to quickly create leads,
import them in bulk, or automatically generate them

from Customer IQ insights, digital campaigns, servicing
portfolios, and referral sources.

TotalExpert.com
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Lead Source Visibility

By keeping lead source and activity tied to the contact
record, Total Expert gives sales managers, admins, and
originators clearer visibility into where opportunities
originate and how they progress.
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Route leads with intelligence

instead of guesswork

Routing is one of the most important parts of the lead management process. It's also one of the easiest (and most
common)to get wrong. Smart routing improves speed, fairness, accountability, borrower experience, and conversion

potential. Poor routing creates confusion, frustration, missed follow-up, and lost revenue.

Smart routing is about matching each opportunity with the right person based on the rules and context that matter most
to the business. That may start with geography, round-robin distribution, or originator availability. It might also include
branch, licensing, specialty, lead source, or prior customer relationship.

What leading lenders do differently

- Definerouting rules upfront: They don’t leave assignment decisions to ad hoc judgment. They create clear rules for
how leads should be distributed across teams, branches, regions, and individual originators.

« Route based onrelevant context: Geography, availability, prior relationship, and lead type all help determine who is

best positioned to engage and convert a lead.

« Account for capacity and availability: Routing leads to someone who is out of office, overloaded, or unavailable slows

response time and ultimately hurts the borrower experience.

« Preserve existing relationships: When a past customer pops up again, the best next step is often to reconnect them

with the person or team they already know.

- Maintain accountability: Clear assignment logic helps leaders see who received each lead, when it was assigned,

and whether follow-up happened.

How Total Expert helps

of

Smart Routing

Define routing workflows that automatically assign
incoming leads based on business rules. This helps teams
distribute opportunities quickly and consistently while
reducing manual assignment work.

TotalExpert.com
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Prior Relationship Bypass

When a lead has an existing relationship with an
originator, Total Expert can bypass distribution rules
to help maintain or restart the relationship.
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Speed matters, but consistency wins

When a borrower shows intent, the window to engage can be short—and they’re most likely comparing options or

already talking to another lender.

Originators are busy. New leads arrive while they're in meetings, at closings, on calls, or working active files.
Even motivated originators can’t respond personally to every opportunity the moment it comes in. If follow-up depends
entirely on manual effort, leads could sit idle for too long (long enough for your competitors to swoop in).

What leading lenders do differently

- Triggerimmediate engagement automatically: When a lead enters the system, outreach begins—even if the

originator can’t reach out directly yet.

« Combine automation with human follow-up: Automation creates immediate coverage. Then, originators can
step in for the higher-value conversations that require advice, human empathy, and relationship-building.

- Standardize follow-up expectations: Every lead should receive a consistent baseline experience,
regardless of which originator receives it.

« Use multiple channels: They meet the customer where they're at, using automated emails and SMS, and personal
outreach together to keep momentum moving.

« Reduce the burden onindividual memory: Workflows cant rely on originators remembering every next step manually.
The system should help surface what needs attention.

How Total Expert helps

Al Sales Assistant

Voice Al that's purpose-built for
mortgage lending conversations.
When a new lead signals intent, Al
Sales Assistant can engage, qualify,
and transfer warm leads to

an originator.

TotalExpert.com

Automated Journeys
Automatically enroll leads into
relevant Journeys that deliver timely
messages based on lead source,
stage, behavior, and customer
context. This ensures no opportunity
sitsidle while waiting for

manual follow-up.

=

Engage SMS

Enable fast, compliant two-way text
communication from within the Total
Expert platform and mobile app,
helping originators reach borrowers
in the channels where they are most
likely to respond.
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Give originators the context to
have better conversations

Speed-to-lead has always been critical. But a fast response only matters if it's followed by consistent, relevant,
well-timed engagement. And that is where many lead management workflows break down.

When alead appearsin a spreadsheet or disconnected system, the originator may see only a name, phone number,

and basic source information. That creates extra work before outreach can even begin. The originator may need to

search the CRM, check prior loan history, look for engagement activity, review notes, or determine whether the lead
is a past customer.

That leaves originators choosing between speed or personalization. Borrowers expect both. They don’t want to feel
like aname on alist, but originators need context if they hope to have more meaningful conversations.

What leading lenders do differently

« Connect lead data to customer history: Past relationship, loan history, engagement activity, and previous
interactions give originators a better starting point.

« Make lead details easy to access: Originators shouldn’t have to jump across tools to gather the information needed
tounderstand an opportunity.

- Help originators prioritize outreach: Context helps originators identify which opportunities require immediate
personal attention.

« Turnlife eventsinto conversation starters: Rate drops and credit pulls aren’t the only reasons to reach out.
Borrowers who just got married or became parents are perfect opportunities to show up in the moments that matter.

« Bringahuman touch to the digital world: Technology should be used to give originators the time and context they
need to make every conversation more timely, relevant, and useful.

How Total Expert helps

< ® Q

Contact-Level Data 360-Degree Customer View Lead Stage Visibility

View data for each individual contact Pull together information from Give originators a clear view of where
so customer-facing teams can across the tech stack to create leads sitin the pipeline, what activity
understand lead context and deliver more complete customer profiles, has happened, and what needs
amore personalized experience. helping originators initiate more attention next.

relevant conversations.

TotalExpert.com 8
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Turn customer signals into new opportunities

While plenty of quality leads come from paid sources and inbound forms, some of the most valuable opportunities still
come from signals within your existing customer base. Past customers who get their credit pulled, reach an equity
threshold, qualify for alower rate, or list their current home should be the easiest to identify and engage.

Other lenders might be able to see those same signals, but your past relationship gives you a head start.

Leading lenders connect systems and build workflows that consistently turn that insights into rapid, scalable actions.

What leading lenders do differently

« Monitor the existing customer base for signals. They don't wait for past customers to reach out first.
They look for meaningful signals to anticipate customer needs and engage at the right moment.

« Treat past-customer alerts as high-value leads: A customer with an existing relationship is often more valuable than
anet-new lead. Treat them as such and watch how quickly a simple conversation turns into another closed loan.

« Move quickly when intent appears: Credit inquiries, property listings, equity growth, and rate opportunities are

almost always time-sensitive. Delayed outreach can mean losing the relationship.

« Connect alerts to engagement workflows: Signals should trigger actions like Journey enroliment, task creation,

automated outreach, or personal follow-up.

« Use context to make outreach helpful: The message can’t feel generic. It has to focus on the borrower’s needs and

goals. Why you're reaching out is just as important as when you reach out.

How Total Expert helps

Customer 10

Total Expert'sintelligence layer
helps lenders identify moments that
matter across the customer lifecycle
through activity alerts, enriched
contact records, full relationships
histories, and consent awareness.

TotalExpert.com

Enrichment + Insights
Customer Qs Enrichment +
Insights capabilities help surface
opportunities tied to credit inquiry
alerts, equity changes, rate drops,
and MLS listings. It also provides
deeper context into the borrower’s
financial needs and goals.

¥

Lead Management

Signals from Customer IQ can
become actionable leads within
Total Expert Lead Management,
helping teams manage customer
opportunities through the same
workflow used for new lead intake,
routing, engagement, and follow-up.
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Build a better day-to-day workflow
for originators

Disconnected lead management creates friction for originators. They see alead in one place, but they need to pull
customer history from somewhere else, all while juggling a CRM, calendar, SMS tool, and even good old-fashioned pen and
paper to execute outreach and follow-up.

That's not just inefficient. It's frustrating and mentally draining, which affects your originators’ ability to truly connect
with customers.

A better workflow gives originators a single, organized source to understand their leads, see priority opportunities,
take action, and move conversations forward.

What leading lenders do differently

- Give originators a prioritized view of their leads: Originators can quickly see which opportunities are new,
which need follow-up, which are active, and which are stalled.

« Reduce tool-switching: Communication, context, tasks, and lead activity should live in the same connected workflow.

« Make outreach faster: originators should be able to move from lead review to SMS, email, call task, or next step
without hunting for information.

- Keep automation running in the background: Even when the originatoris focused on active borrowers, automated
Journeys keep leads engaged and opportunities moving forward until it's time for and originator to step in.

« Make more space for consultative conversations: The less time originators spend managing systems, the more time
they can spend helping borrowers understand options and move forward with confidence.

How Total Expert helps

B &) =

Prioritized Lead Lists Engage SMS Dynamic Journeys

Give originators an organized view of Allow originators toinitiate Keep communication moving with

leads by stage and priority, helping compliant two-way text the right mix of digital and human

them focus on the opportunities that conversations from their phone or touchpoints, helping originators stay

need attention. directly in the platform, reducing present without managing every
friction between identifying a lead step manually.

and taking action.

TotalExpert.com 10
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Give leaders visibility into performance

Lead management is a common pain point for individual originators, but it's also often a major blind spot for sales leaders
and admins who need to know if their lead investments are producing results.

Understanding things like source quality, assignment speed, follow-up activity, pipeline movement, engagement,
conversion, and team performance are critical if they want to identify where leads are getting stuck, which sources are
producing real opportunity, and which workflows need to be refined. Without that visibility, decisions are made based on
assumptions and guesswork. Instincts are good. Insights are better.

What leading lenders do differently

« Trackleads by source: Paid leads, website leads, campaign leads, referral leads, and customer intelligence leads
likely perform differently. Source-level visibility helps leaders allocate budget and attention wisely.

« Measure follow-up consistency: Leads are only valuable if they are worked, so leaders need to know whether
outreachis happening quickly and consistently.

- Monitor pipeline movement: Visibility into lead stages helps teams identify stalled opportunities and coach
originators more effectively.

- Evaluate conversion quality: Beyond the number of leads, the key question is how many turned into conversations,
applications, pre-approvals, loans, and long-term relationships.

« Usereporting toimprove the system: High-performing teams review performance regularly and refine routing,
Journeys, sources, messaging, and follow-up expectations.

How Total Expert helps
i) 9 ©)

Dashboards & Pipeline Views Performance Tracking Audit Trails

Provide originators with a clear and Reports Signals from Customer IQ can

snapshot of lead statuses so they Visualize lead activity and pipeline become actionable leads within

can focus their efforts where it will metrics to understand how Support accountability by showing

have the greatest impact. opportunities move through how leads were assigned, worked,
the organization. and engaged across the workflow.

TotalExpert.com 11
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Move beyond standalone lead management

Standalone lead management systems can solve part of the problem by helping lenders route and track leads.
But the gap between intake and action is where too many leads fall through the cracks.

Most standalone lead management systems don't integrate easily (if at all) with the rest of a lender’s tech stack: LOS, CRM,
marketing automation, reporting, and compliance tools, to name a few. The lead gets routed, but that disconnect means
the budding relationship behind that lead breaks into pieces.

Thisis why leading lenders are instead seeking out lead management tools that sit within connected platforms and keep
the entire relationship within a single system.

What leading lenders do differently

- Simplify the tech stack: They reduce reliance on disconnected systems that require extra work, duplicate data entry,
and manual reconciliation.

« Connectlead management to the CRM: Lead activity becomes part of the broader customer record instead of a
separate workflow that disappears after assignment.

« Connectlead management to marketing automation: New leads can enter the relevant journeys immediately,
so they're consistently nurtured from the first touch.

« Connectlead management to customer intelligence: Signals from existing customers become actionable
opportunities that can be routed, tracked, and worked.

« Connectlead management to long-term retention: Once alead becomes a customer, the relationship continues
through lifecycle journeys, intelligence-driven outreach, and ongoing engagement.

How Total Expert helps
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Customer Operating System Built for Financial Services
Total Expert is built to connect context and action across Total Expert is purpose-built for financial institutions,
the customer lifecycle. Lead Management works as part helping lenders manage customer engagement with the
of acomprehensive platform that includes Customer IQ, workflows, data, compliance considerations, and lifecycle
Al Sales Assistant, Journeys, and Compliance frameworks needs of the industry in mind.

from day one.
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The new lead management model

Historically, lead management has been viewed as the front-end workflow—a linear process that ends when alead is
assigned. But the modern model re-envisions lead management as the front door to a fully connected platform that'’s
designed to take opportunities from those first signals and turn them into customers for life.

2 ROUTE
1 CAPTURE

Combi leads and Automatically assign leads Trigger immediate, consistent
omoine ne.w o .S o 2 based on customrules that $ outreach through automated
c.ustomer3|gna|sma work for your organization. Journeys and originator
single workflow. foll
ollow-up.
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Keep the relationship active Give originators the context

with ongoing campaigns that F Trac‘:k performance by source, E they need to have better
deliver timely, relevant content assignment, follow-up,
and educate customers as the engagement, pipeline stage,

housing market evolves. and conversion.
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conversations tailored for
every lead.
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How Total Expert helps
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Lead Management Customer 10 Dynamic Journeys
Capture, route, prioritize, and track Surface timely customer signals and Deliver automated, personalized
leads in one connected workflow. provide deeper context to turn data engagement across the lifecycle.

into actionable opportunities.
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Al Sales Assistant Engage SMS Dashboards & Pipeline Views
Help teams scale timely outreach Support fast, compliant Give leaders and originators visibility
and support smoother handoffs to borrower communication. into lead activity, performance,
human conversations. and next steps.
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From lead management to
relationship management

Alead represents a moment of intent, whether it's a new borrower filling out a form, a purchased lead entering the funnel,
areferral partner sending an introduction, or a past customer showing signs that their financial needs are changing.

What lenders do in that moment determines whether the opportunity moves forward or slips away.

Building lead management around action

Modern lenders are shifting the way they think about lead management. It's no longer just about connecting alead to an
originator. They're building connected lead management workflows that combine contextual data, marketing automation,
robust reporting, and long-term nurture campaigns that help their teams:

« Capture every opportunity - Understand borrower needs
« Route leadsintelligently « Measure performance
- Engage quickly and consistently « Nurture the relationship beyond closing day

Originators can move faster without sacrificing quality by using Al to consistently reach out at critical moments in a way
that feels genuine for borrowers. And when originators spend less time juggling disconnected systems, they have more
time for the meaningful conversations that move borrowers forward.

Turn every lead into a customer for life

Total Expert Lead Management is designed to help lenders capture, route, engage, and convert more opportunities.
When combined with the deep insights and data enrichment from Customer IQ, and the always-on outreach of Al Sales
Assistant, lenders can create arepeatable, scalable system that drives growth while eliminating the hassles and

headaches of traditional lead management workflows.

Learn more about Total Expert Lead Management

k
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About Total Expert

Total Expert is the Customer Operating System for financial
services. Our purpose-built platform combines a system of
context with a system of action that enables humans and Al
Assistants to engage in the moments that matter and earn
customers for life. Since 2016 Total Expert has enabled more
than seven trillion dollars of funded loan volume.
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