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Every day, potential borrowers visit websites, read social reviews, and reach out directly to 
mortgage lenders and brokers whom they believe will best assist them in meeting their specific 
mortgage goals. 

From first-time homebuyers to customers looking to refinance, borrowers play a vital role in the 
growth and success of any financial institution. Despite low housing inventory and record-high 
home values, lenders are seeing an increased demand for mortgages. In the current climate, it’s 
challenging for lenders to meet productivity standards due to the high demand. 

To grow, mortgage lenders need to expand the reach of their marketing efforts without increasing 
the workload of their internal staff. To accomplish this, brokers, loan officers, and mortgage 
marketing professionals need to implement an optimized marketing automation strategy. 

Whether a small credit union or a large multi-national bank, the components of an optimal 
marketing automation strategy are the same. In this eBook, we will cover the critical points for 
creating the best customer experience through different marketing automation strategies. 

Introduction

 

https://www.topofmind.com/marketing-automation-top-of-mind-networks/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1
https://www.topofmind.com/cross-sell-mortgage-marketing/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1
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Boost Revenue 
In this eBook, we will cover the first and most popular of these benefits: boost revenue.

Every mortgage marketing engine worth its salt lays the groundwork for marketers to increase 
their revenue goals. This is the first thing that all loan origination professionals will look at when 
evaluating the success of marketing automation. 

Did my marketing automation strategy make money? If yes, how much?

Implemented correctly, automation can help you accelerate 
the loan origination process, thus increasing revenue through 
new customers. Once you’ve established how to generate 
your revenue, you can work to increase your customer 
retention rate and decrease your cost to acquire new 
customers, which we will cover in the next installment. 

What is the Goal of 
Marketing Automation? 
  

https://www.topofmind.com/the-guide-to-becoming-a-loan-officer/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1
https://www.topofmind.com/marketing-automation-top-of-mind-networks/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1
https://www.topofmind.com/the-trending-mind-make-it-personal/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1
https://www.topofmind.com/the-trending-mind-make-it-personal/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1
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Create the Road Map 
To build the best marketing automation system, you will need the stable foundation that comes 
from creating an optimal customer journey. Think of the customer journey as a roadmap for the 
different types of customers you wish to attract, more commonly referred to as “personas.”  

Persona: a fictional character created to embody the generalized version of your customers. 

The time for gathering personal data on the customer based on their likes, dislikes, and 
behavior is during the transaction, not as soon as it closes. Loan officers use Surefire’s contact 
management system to take notes on and tag borrowers. 

Still using spreadsheets for your contact database? Read this article to learn why it might be time 
for an upgrade.

A great way to gather info is through a satisfaction survey. Avoid adding too many fields, and 
stick to the basics:

• First name

• Last name

• Email

• Rating

• Long text field for feedback

The Playbook 

https://www.topofmind.com/marketing-automation-top-of-mind-networks/
https://www.topofmind.com/the-guide-to-becoming-a-loan-officer/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1
https://www.topofmind.com/surefire-crm/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1
https://www.topofmind.com/surefire-crm/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1
https://www.topofmind.com/surefire-crm/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1
https://www.topofmind.com/5-reasons-to-not-use-spreadsheets-for-your-loan-origination-pipeline/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1
https://www.topofmind.com/5-reasons-to-not-use-spreadsheets-for-your-loan-origination-pipeline/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1
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When the customer submits the form, there 
should be a follow up “thank you” message 
on a landing page. Fill the landing page with 
content that the borrower would want to click 
on, such as educational flyers, calculators, etc. 

Let’s start looking for characteristics 
that occur most often across your 
borrower database. 

You might realize that you have several 
customer types instead of one, which is totally 
normal, especially if you conduct business 
in a large metropolitan area. More than four 
personas is probably overkill, but we trust that 
you’ll use discretion. 

Demographics

Start with surface-level information that you probably already have in your database. If you’re 
coming up short, turn to people’s social media profiles and do some good, old-fashioned 
‘Facebook stalking.’ 

Psychographics

Once you have enough demographic data, dig deeper into their psychographics, or who they 
are based off of their behavior. Ask questions about their opinions, interests, motivations, 
activities, etc. To get you thinking, we’ve provided a list of questions you should be asking about 
your customers. 

https://www.topofmind.com/mortgage-landing-pages/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1
https://www.topofmind.com/mortgage-print-marketing/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1&utm_content=Omnichannel
https://www.topofmind.com/mortgage-calculators-loan-comparison-calculators/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1
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Bring Your Mortgage Buyer to Life 

Get the creative juices flowing and have 
a little fun with this step. Create easy-to-
remember names that are characteristic of 
the persona, such as Refi Richard, Texting 
Terry, and Email Emily. To show you what a 
completed customer persona should look like, 
we made one for Beth Borrower.

Marketing Automation 
Workflows Build the 
Borrower’s Journey
With your ideal customer personas defined, 
you should have a good idea of what works, 
and what doesn’t, when marketing your 
services to prospective, current, and past 
borrowers. 

This exercise helps you evaluate where to 
focus your marketing resources to get the 
highest ROI and earn lifelong clients.

The next step is to shape the borrower’s 
journey, which involves creating an automated 
workflow of communication tracks to guide 
them to their goals. 

A marketing workflow is a unique function 
of the marketing automation process. These 
act as a road map for your leads, creating an 
automated set of actions. 

Using a marketing automation system, 
lenders can easily set up rule-based 
workflows triggered by the leads’ interaction 
with your marketing content. 

It is easiest to build the borrower’s journey 
backward, starting with the communications 
that will occur at the loan’s closing and 
walking back through the steps of the 
origination process accounting for the 
different events that can occur. 

https://www.topofmind.com/surefire-crm-client-for-life/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1
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1. John Smith, a prospective customer, begins his customer journey when he enters your site 
looking for approval on his first home purchase. 

2. While using the prequalification calculator on your landing page, John discovers that his credit 
disqualifies him from the loan he wishes to obtain. The workflow rules should trigger an email 
from you informing him of possible alternatives, such as FHA financing and credit repair 
education resources. In the same email, let him know that you’d like to discuss his options, and 
include all the ways he can get in touch with you in your signature. 

3. After the necessary time elapses for John to repair his credit, your workflow should trigger a 
message to John inviting him to begin the application process. 

4. John doesn’t see the invitation as an automated communication but a personal message from 
the company that helped him prepare for homeownership. As a result, John is more likely to 
become a crusader for his new lender, referring new leads and adding them to the mortgage 
lender’s lead generation pipeline. 

Keep in mind that with new regulations, housing trends, and technology, the customer journey is 
always changing. Keep a pulse on relevant trends and periodically check in with your workflows 
to ensure that your approach is in line with what your personas need.
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Personalized, Timely Communication Streams
Omnichannel marketing is the process of creating a customer journey that uses these individual 
marketing channels in congress to create a stream of communications that is both timely and 
personalized to individual customers. 

Omnichannel marketing tends to cast the widest net, sending information personalized around each 
borrower’s situation through the data in your database at key points of their customer journey.

These touchpoints, or marketing channels, vary from the more traditional channels of direct mail 
and print to digital channels such as text, social media, email, and video.

Implement an  
Omnichannel Approach

https://www.topofmind.com/developing-an-omnichannel-marketing-strategy-to-help-retail-mortgage-lenders-find-win-and-retain-borrowers/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1
https://www.topofmind.com/mortgage-print-marketing/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1&utm_content=Omnichannel
https://www.topofmind.com/mortgage-print-marketing/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1&utm_content=Omnichannel
https://www.topofmind.com/text-messaging-for-surefire-crm/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1&utm_content=Omnichannel
https://www.topofmind.com/mortgage-social-media-marketing/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1&utm_content=Omnichannel
https://www.topofmind.com/mortgage-email-marketing/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1&utm_content=Omnichannel
https://www.topofmind.com/power-video/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1&utm_content=Omnichannel
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At this point, you have: 

• Created your personas

• Planned customer journey roadmaps 

• Implemented omnichannel touchpoints for your loan officers to reach out directly

Your revenue numbers should see immediate improvement, right? The answers lie in the data 
collected from lead generation to post-close. 

Data collection isn’t as sneaky and sketchy as it used to be (remember the Facebook-Cambridge 
Analytica data scandal? Yikes.). Legislation like the CCPA have put protections in place so that our 
data isn’t taken without our consent. 

In spite of this, 41% of borrowers said that personalization is the most important factor of a 
positive loan officer interaction (PwC). This is where zero-party data comes into play. 

Zero-Party Data is the information that a customer “intentionally and proactively shares with” 
your company for a more customized experience (Forrester Research). 

Remember when we talked about collecting data to build accurate personas? A lot of the 
information acquired is zero-party data! 

Zero-party data collection begins with micro-experiences and promises something in return for 
their time and information. As we previously mentioned, leads are reluctant to share too much 
information, so save the longer surveys for your customers. 

Use Your Data

https://www.topofmind.com/surefire-crm-client-for-life/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1
https://www.topofmind.com/surefire-crm-client-for-life/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1
https://cdn2.hubspot.net/hubfs/2192240/PWC-mortgage-lending-customer-insights-us-experience-radar-2013.pdf
https://www.topofmind.com/zero-party-data-what-is-it-and-why-should-mortgage-marketers-care/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1
https://www.forrester.com/report/QA+What+Marketers+Need+To+Know+About+ZeroParty+Data/RES145095
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Posting polls and interactive content, such 
as calculators, to your Facebook page is a 
great way to gather zero-party data during 
the lead generation stage.

Conduct onsite or follow-up surveys to 
get a good grasp of where your customer 
service stands in exchange for the 
customer’s satisfaction of knowing that 
their input will help your business be more 
adept at serving customers now and seven 
years down the road when it’s time for 
them to refinance.

Don’t get discouraged by negative 
feedback, and do your own research while 
collecting zero-party data. The Fannie Mae 
National Housing Survey found that two 
out of five bad experiences are attributed 
to misunderstandings and confusion due to 
lack of borrower education. 

Of those misconceptions, the top areas of 
concern are:

• 61% fees, terms, ownerships costs

• 19% underestimate the paperwork

• 11% were confused by the application

• 9% lack of status updates

Knowing these pain points and areas of 
improvement helps mortgage marketers 
adjust borrower journeys as needed. Every 
prospective borrower lost or won has a 
reason. Zero-party data can help you find 
the reason so that you can improve the 
process for future borrowers and close 
more loans. 

https://www.topofmind.com/mortgage-calculators-loan-comparison-calculators/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1
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A great mortgage lender can embrace anything the market throws at them. From overflowing 
pipelines to metaphorical droughts, great loan officers make lemons out of lemonade with the 
help of their CRM and marketing automation engine. 

Referrals
Referral Partners  

In a 2020 study of top-producing loan originators, MGIC found that the most successful LOs credit 
real estate agents as their best referral source. Of those LOs, 60% stay in touch with their referral 
partners multiple times per week.

A loan officer and referral partner work together with a common goal: give the mutual customer 
an amazing experience so that both parties earn an evangelist and client for life. 

Four Ways Lenders Can Automate Their Engagements with Referral Partner

1. Co-Brand Everything

• Pick and choose which marketing communications are co-branded with your real estate agent.

• The media types you control are: 

• Emails

• Dynamic videos

• Flyers

Create Opportunities for Growth

https://www.topofmind.com/mortgage-crm/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1
https://www.topofmind.com/real-estate-marketing/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1
https://www.topofmind.com/mortgage-email-marketing/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1&utm_content=Omnichannel
https://www.topofmind.com/mortgage-video-marketing-surefire-crm-by-top-of-mind/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1&utm_term=Dynamic%20Videos
https://www.topofmind.com/mortgage-print-marketing/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1&utm_content=Omnichannel
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• Landing Pages

• Single Property Sites

• Print

2. Search for Loan Officers and Real Estate Agents 

• Surefire’s integration with MobilityRE gives 
loan officers the market intelligence they 
need to seek out and market to highly 
productive referral relationships.

3. Try Before You Buy 

• Introduce referral partners to the benefits of 
Surefire’s marketing content and enter them into a workflow

4. Track Referral Partner Activity 

• A referral tracker keeps tabs on the highest-ranking transaction partners and their deals

Although most of your referral partners will be real estate agents, don’t forget about building 
relationships with the following sources:

• Financial advisors

• Builders, developers, and land use consultants

• Lawyers/attorneys who specialize in real estate, estate settlement, etc. law

• Wholesale lenders

• Title agents

• Commercial bankers

• Insurance agents

• CPAs and accountants

• Local business owners and their employees

• Real estate investors

https://www.topofmind.com/the-complete-guide-to-mortgage-landing-pages/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1&utm_term=Landing%20Pages
https://www.topofmind.com/integrations/mobilityre/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1&utm_term=Surefire%20and%20MobilityRE
https://www.topofmind.com/competing-with-content/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1&utm_medium=eBook&utm_term=marketing%20content
https://www.topofmind.com/real-estate-marketing/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1
https://www.topofmind.com/wholesale-mortgage-marketing/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1&utm_term=Wholesale%20lenders
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Customer Referrals 

Pop quiz: When should you ask a borrower for referrals? 

 A: During the lead generation stage.  
 B: During the underwriting phase 
 C: After the borrower is given the clear to close

If you guessed “C,” you’d be correct! 

Your borrowers are going through a very stressful time, and the last thing they want from you is a 
schmoozy spiel asking for reviews, survey feedback, and word of mouth referrals. 

Post-close is the perfect time to say, “I’m so glad I was able to help you through this process. It 
would mean so much to me if you could refer me to your friends and family.” Odds are that they’d 
be delighted to recommend you, but they’ll forget your name as little as months down the road if 
you abandon a post-close marketing campaign.

We all know that the loan process is mostly digital, and borrowers like it better that way. 
However, the lack of face-to-face interaction makes it difficult for borrowers to remember your 
face and name when their friends and family need a trustworthy lender.

Here’s how you can earn customer referrals with automated post-close marketing: 

1. Attend the Closing

• Be the type of lender/broker who shows up to the closing with a smile and a gift, like a 
customized cutting board. 

• Can’t make it to the closing? Send their gifts in the mail. Surefire’s Retention Center does the 
heavy lifting for you!

2. Ask for Reviews

• Use Surefire’s review forms and post customer reviews on all of your platforms! 

• Ask past customers if they’d be willing to participate in a video montage where they briefly 
discuss your impact on their lives. Encourage them to share it to their social media profiles, 
or ask if you can tag them. 

• Power Video allows you to record inside of Surefire on your phone and computer. Just shoot 
and send, or schedule for later!

3. Wish Them a Happy Birthday

• Put a smile on your customers’ faces with Surefire’s 
birthday cards. They might go out to dinner that night 
with friends looking to refinance and mention how nice it 
was to receive well wishes from their loan officer. 

https://www.topofmind.com/top-of-mind-launches-retention-center-to-help-loan-originators-foster-customer-loyalty/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1
https://www.topofmind.com/power-video/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1
https://www.topofmind.com/surefire-crm/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1
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4. Ask for Referrals!

• The golden rule of asking for referrals is to be bold enough to actually say the magic words. 

• Receive reminders to check in on their neighbor’s home values. Reach out and let them 
know that you’ve been keeping an eye on things if they have any neighbors thinking about 
moving.

Integrate Your Systems  

Streamlining the communication process between different departments is just one of the 
benefits of integrating your marketing automation system with the other software systems used 
during the loan origination process. 

Loan Origination Software (LOS)

Integrating your LOS system with your mortgage CRM ensures your clients and internal team 
members are kept up to date on the status of every loan in the pipeline. Surefire gently nudges 
borrowers along the application process, allowing lenders to close loans faster.

Pricing & Point of Sale Systems

Product pricing engines (PPE) and point of sale (POS) systems are used to order credit reports, 
deliver pricing/interest rates, and sign disclosures. Even if a lead doesn’t qualify, Surefire helps 
lenders remain top of mind by monitoring opportunities and deploying educational content.

Social Media Integrations

Did you know that Facebook (60%) is the most widely used social media platform for top-
producing loan officers, followed by LinkedIn (27%) (MGIC, 2020)? Users who integrate 
their Facebook and LinkedIn pages are able to see and create posts with our vast library of 
creative content. 

https://www.topofmind.com/surefire-crm/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1&utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1
https://www.topofmind.com/mortgage-loan-origination-systems/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1
https://www.topofmind.com/the-five-best-features-for-mortgage-crms/
https://www.topofmind.com/surefire-crm/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1&utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1
https://www.topofmind.com/surefire-crm/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1&utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1
https://www.topofmind.com/surefire-crm/?utm_campaign=Content%20Downloads&utm_source=The%20Mortgage%20Marketing%20Automation%20Playbook%20V1
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Final Thoughts
The key to successful mortgage marketing is understanding that the systems you choose are 
an extension of your loan origination process. As you work with your team members to create 
an optimized marketing automation strategy, remember that your aim should be to create an 
efficient experience that feels personalized to your borrower. 

https://www.topofmind.com/surefire-crm/
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