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—— Crafting a shared customer experience vision statement aligns the
“why” for executive management and originators.

Creating A Culture of Satisfaction

—— Setting goals requires context, both historical and vs. peers.
Our National Benchmark is critical for this step.

— You can’t fix what you can’t see. Measuring all

Transparency aspects of the loan process helps you gauge progress
toward your goals.

— The data must be used, with managers identifying
Awareness and sharing ‘coaching moments’. Awareness can be
increased with contests, recognition & bonuses.

— Tying to KPIs (and even compensation)

Accounta bility encourages adoption and good habit
formation.

MortgageSAT is a service of STRATMOR Group and CFl Group
— Proprietary & Confidential Not for External Distribution —
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MortgageSAT’s Answer

* Collect as much data as possible on ¢ Leaders are meant to be coaches.
the process & people involved. Equip them with the data and call

* This will give you transparency and Measure out top KPIs that their teams need
a baseline. You can’t change what to improve.

you can’t see. c' * Create heat maps and rankings to

* Compare against an industry foster awareness and competition.
benchmark in order to set goals. * Create leadership accountability.

* Leverage the voice of the customer

g * Show employees a CX Leaderboard.
by amplifying feedback.

* Give shoutouts to top performers in a

* Collect borrower testimonials and Promote Reward weekly company newsletter.
share on your corporate website. - Award monthly prizes to top
* Provide LOs brand management ")) ! . o
performing branches and individuals.

tools to share testimonials on their

; i * Consider tying survey performance to
own social media pages.

compensation and/or bonuses.

MortgageSAT is a service of STRATMOR Group and CFl Group
— Proprietary & Confidential Not for External Distribution —
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Top Companies Approach CX Differently

J.D. Power
2019 U.S. Primary Mortgage Origination Satisfaction Study*™
*  MortgageSAT clients dominate the J.D.

; Customer Satisfaction Index Ranking IDPower.com
Power Ranklngs (Based on a 1,000-point scale) P°“;:5:;:J::::F‘m
) ) . Quickenloans NN ss0 00000
* Bestin Class customer experience fairway Independent N :s5 0000
requires deep insights into people and - Guildvortgage I o 000
citi [ s50 0000
processes that affect Net Promoter Score. it hird I ::: eeo
us. ank I s> 00
* Without data, you're flying blind, just chase [N :so 000
. oy e Industry Average 850 00
hoping scores will improve. LoanDepot I ;5 P
Guaranteed Rate _ 846 000
*  Without a benchmark, it’s next to Bank of America | R ::: 000
impossible to set appropriate goals and Pe 54t S
wells Fargo | =7 (11

know where to prioritize resources.

MortgageSAT is a service of STRATMOR Group and CFl Group —
Proonrietarv & Confidential Not for External Distribution
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The LO performance does not drive referrals...the loan PROCESS does

Attribute Taije Qtr1, 2018
Daniglle JonJacques | Hugo Sumir Awurelio
Sample Size 3 2 4 2 3
Lean Officer 98 48 E> 95 98 100
Loan Processor 100 83 - 56 a7
Application Process a5 44 52 BE 88
Loan Products 9 70 86 LS 83
Closing 74 70 o4 It’s not \ 87
Costs 75 63 57 enough for 89
Satisfaction T4 39 | » 52 94
MNet Promoter Score 33 0 0 the borrower &7
to like their
originator. )

MortgageSAT is a service of STRATMOR Group and CFl Group —
Proonrietarv & Confidential Not for External Distribution



STRATMOR

GROUP

Miscues That Matter

These 7 Commandments
dictate whether or not a
borrower is willing to refer
their friends and family.

Originators tend to score
well personally even
when things go wrong and
are often blind to these
process miscues.

Powering Performance. Together.

Breaking vs. Keeping the Seven Commandments

Unresolved Problem (5% frequency)

Checkist Not Provided (2%)

Not Called Prior to Closing 8%)

Customer Called to Get Status Updates (4%)

Loan Did Not Close in Expected Timeframe (14%)

Closing Did Not Start on Time (7%)

Asked for Same Document More Than Once (28%)

-80 -60 -40 -20 0 20 40 60 80 100

M NPS - Commandment Kept H NPS - Commandement Broken

*Source: STRATMOR’s MortgageSAT Borrower Satisfaction Program (2020 YTD, 85,383 respondents)

MortgageSAT is a service of STRATMOR Group and CFl Group —
Proonrietarv & Confidential Not for External Distribution
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Expected Timeframes
Refinances Not Closing in Expected Timeframe

* Only 10% of loans failed to

. 22%
close in the expected

timeframe in March. That Al
rose to 21% in Q4. 18%
1lin every
Effect on NPS 16% 5 loans!
) 87 1lin every
1o0% 57-point | 1% e 10 loans

80% NPS delta 80

12%

60% 60

40% 30 40 10%

20% 20 8%

——

0% 0 § & &Yy E S EE
Closedin  Did not close in & N i NP IO &8“
expected expected « & Y Q
timeframe timeframe

*Data from STRATMOR’s MortgageSAT Program 2020.

MortgageSAT is a service of STRATMOR Group and CFl Group —
Proonrietarv & Confidential Not for External Distribution
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Financial Impact of Not Closing in Expected Timeframe

Extrapolating to 50,000 loans annually, this
problem is costing $3.3 million in lost sales.

For every 100 that have this issue...

|
|
|
1
1 Closed Within
-57 1 .
! Expected Time
je—oo | Frame
|
Promoters I Annual Loan Units - Retail 50,000
: % Borrowers with Problem 16.0%
p— | # Borrowers with Problem 8,000
: Aggregate Change in NPS 57
1 Additional promoters 4,560
21.33% pull-through I Pull Through - promoters to closed loans 21.33%
: Incremental retail loans closed 973
@ [ Incremental loan volume $218,925,000
: Average net production margin per loan | $ 3,470
-11 Loans 1 Estimate of additional retail income $ 3,376,310 <:|

MortgageSAT is a service of STRATMOR Group and CFl Group —
Probnrietarv & Confidential Not for External Distribution
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Read Group | .</° MortgageSAT - Demo Portal

Comments in = o T o
Real-Time with e —— o
Text Analytics P T

Ad-Hoc Analysis | Case Management = Social Media

0 Active Filters

Day Week Month Quarter Score Range

January, 2015 & R S leas ank Ml Vvleds . -y
February, 2015 veren o Satistaction ‘ e ¢ . closing
March, 2015 Min Score Value [} nvey Yay TRIMEMY avvarvinina

Apply Range - -
100
Comment Selection

Final Comment - Good Experience

MortgageSAT is a service of STRATMOR Group and CFl Group —
Pronrietarv & Confidential Not for External Distribution



STRATMOR Powering Performance. Together.

GROUP

|dent|fy EaS”y MortgageSAT - Demo Portal
Fixable

Ad-Hoc Analysis | Case Management | Social Media

Scores

Clear All Collapse All
P ro C e S S w Questions Create cross-tabs: Choose segments to display in table:
s Asked for doc more than once
Ivl iS C u e S Drag a question or organization member here. Drag a ’—‘z"”" fic question response or organization
member here
» Referred by Filters:
® Bookmark:
» Reason for choosing lender Time: 02/12/15 - 03/14/15
» Worked with person other than Loan O ACHE Fiiters
» Provided Checklist
Attribute Table i 02/12/15 - 03/14/15 &
i Saked loradditionaldocs Asked more than once Only asked once Don’t remember
I Asked for doc more than once Sample Stes S3¢ 4375 19
Satisfaction 80 96 91
Asked more than once Net Promoter Score 50 91 82
Only asked once

Don’t remember

» How accepted disclosure docs

10
MortgageSAT is a service of STRATMOR Group and CFl Group —

Pronrietarv & Confidential Not for External Distribution
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View which [RGBl Group | = Q) STRATMOR  MortgageSAT - George Mason Mortgage

loans are being
affected.:

Ad-Hoc Analysis | Case Management | Social Media

Data Export

Clear All Collapse All

W Questions 1 Selected ‘ Filters:

Time: Qtr 3, 2019 - Qtr 1, 2020 -Contacted prior
» Required d bl to closing: Not contacted

¢ Closing documents accurate

1 Active Filters

b i of need to p

E X p O rt t h e I iSt to » Method for receiving status updates Respondent Table X

Show | 10 5 lentries

Excel by clicking e e — YT Y™

“ ” » Application to closing Lender case identifier - raw Originator branch identifier Originator Name - raw Loan Officer Satisfaction
-raw
t h e g re e n X . Contacted prior to closing 1905198922 G RAL Grelchen Barbee Curtice 85 67
1906202639 GTY, Amit Kaim 100 82
Contacted 1907204393 G VAE Stephen A Rockefeller 93 78
1907204386 GARL Brian W Kempf 100 100
Not contai
AL i 1812187942 G VABE Michael DeSantis 100 85
Don't remember 1905199150 G VABE Stephen A Rockefeller %6 89
1908205752 GRICH ALLISON M DAVIS 72 82
1907204278 G GAIN Curtis Scott 100 59
p Model 1907204849 G FBRG Matt Bubacz 0 0
1909207633 G TIMO Richard B Pazornik 100 78

Showing 110 10 of 47 entries

p Organization

First Previous 1 2 3 4 5 Next Last

P Time

MortgageSAT is a service of STRATMOR Group and CFl Group —
Pronrietarv & Confidential Not for External Distribution
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View Group | "% MortgageSAT - Demo
Trending

isis | Case Management | Social Media

. Clear All | Collapse Al M Scores — =Nnopping anc —
T .
Ove r I I I I e P Questions Create cross-tabs: Choose segments to display in table: Filters:
.
= v Time: Citr 2, 2018
Drag a question or ofg e - queslion response of organization
P Model 10 Selected
. 0 Active Filters
Can be viewed gp—
Attribute Tablg Qir2,2018 &  Qr3,2018 &  Qtr4,2018 &  Qtr1,2019 < Qr2,2019 & Qir3,2019 & Qtr4,2019 O
at com pa ny, Sample Size 6099 44an 4210 3269 4280 5417 2539
Products and Costs 82 83 82 85 87 88 89
H Qtr 4, 2015 Loan Officer 9 96 97 97 96 9 9
regiona a1, 206
) Loan Pracessor 94 94 95 95 93 93 93
Qt 2, 2016 Online Tools 5 . - 93 93 93 93
Qir 3, 2016
ra n C , o r' — Application Process 92 92 93 94 93 92 92
ar '2015 Satisfaction 92 92 93 94 93 92 93
I I Qe ot Likelihood to Use Again 92 93 94 95 93 94 94
evel. g"z' 23’; Likelihood to Comment 7 72 72 74 73 73 74
Qtr s 201? Likelihood to Recommend 92 93 93 o4 93 93 o4
ra,
Net Promoter Score 78 82 81 B84 81 82 B84
Qtr 1, 2018
Qtr2, 2018
Qtr 3, 2018
Qtr 4, 2018
arr 1, 2018
Qtr 2, 2019
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Thank You.

Mike Seminari
Director, MortgageSAT

STRATMOR

GROUP
D 614.284.4030
Mike.Seminari@stratmorgroup.com

MortgageSAT is a service of STRATMOR Group and CFl Group —
Proonrietarv & Confidential Not for External Distribution
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