How to Generate Referrals in Each Step of the Process

Only ask for referrals when you deserve them. Most people are lazy and will not give you a referral if you do not ask.
All About You Form
· Indirect way to ask for a referral
· Put down 3 places for potential names
· Generate referrals without having to ask
Loan consultation
· You’re setting the stage for what’s going to happen
· Getting them excited about the process
· Explain what they’re responsible for “this is what I’m going to do for you, and this is what I’d like in return”
· Close your loan on time
· Close smooth
· Have docs to title 24 hours before closing
· Payment will not exceed what we’ve discussed
· CTC will not exceed what we’ve discussed
· Communicate with you through the whole process
· Call you on all milestones
· Create a 10/10 experience
· What I expect in return
· Once you receive a contract, we’re on a timeline. I need docs returned to me the same day that I request them.
· If I’m knocking this out of the park, can I ask 2 referrals from you. Can you do that for me?
· Tell them how they can refer you
· “Here’s how I’m going to ask – on my Tuesday status update call”
· Everyone likes to be served differently so we’re asking to make sure that we’re communicating with you correctly. Then I’m going to ask you hoe I’m doing, and if it’s less than a 9-10 I’m going to ask you what to change so we can make this experience better for you.
· Once you’ve gotten referrals – don’t keep harassing them about it.

The WOW Customer Service Touchpoints

Loan Approval
· Sending  gift to their work
· To enhance your chance of a referral, send something that  is shareable. This will open up conversation of who sent the edible arrangement/cookies/etc.
Docs at Title
· Pizza order
· Calling them to let them know about pizza and let them know that they’re done/the process is complete.
· Set them up to give you the answer that you want – lead them in the right direction. “Did we knock it out of the park?”
· Ask them to refer you back to their Realtor. “Thanks I’m so glad to hear that. Would you mind giving REALTOR a call and letting him know that I provided 10/10 service for you? If you don’t let him know, he won’t know and he won’t send me anymore business”
· This will secure your relationship with the Realtor. If they don’t see a difference in sending customers to you rather than another lender – they won’t do it

Once word/sentence/small adjustment is the reason you’ll convert or not. It’s all about how you say things/your delivery. If you take short cuts or don’t say it right it won’t work. There is no full proof plan, but there are things that you can do to convert higher. You have to give people CLEAR direction. If you give them to much to think about or to many options it tends to be a worse conversation.

Any good realtor already works with an LO. Most of them aren’t going to switch over at the drop of a hat. We have to create an edge to choose us, and capitalize on it. If it doesn’t feel like a big difference to them – they’re not going to switch over to using you. They need to receive honor about you from the client.

The biggest thing that you’ll be able to do for them is give them BACK a lead. This is what will help you land and retain them. “On average I will give you two deals back on every lead that you send to me” Boom you work together now. Nothing is more valuable to a realtor than more business.

Go to Closing
You are CELEBRATING not SELLING at the closing. You don’t have to be there the whole time, just make an appearance. This gives you the chance to see the buyers and the sellers agent.
CALL the title company the next day. They’re used to annoyed closings, generally no one shows up to a GREAT closing.
· Introduce yourself and ask how closing was with us and our customer
· Ask them if it was significantly different than your other closings
· Ask them if there are any agents they’re working with right now that they’re customers could use a better customer experience that “you could introduce me to” “I could at least team up with them for an event”
Post Closing
· 1st business day after move in day (when they receive the pizza)
· This will be your final ask – it will be for a testimonial 
· “nobody will believe me if I tell them that I’m great. They want to hear from my customers how I treat them”
· Make it easy for them – tell them what to expect and send them a link to the platform that you would like them to review you on.
· Get them to acknowledge that they’re going to do it
· “Can  I count on you to do this for me?”

On the final Tuesday status Update
If they have not sent you a referral – there is another way that they can help you out.
Do they know any:
· Other Realtors
· Homebuilders
· Family law attorney
· Financial planners
· Business Owners/executives/highly influential people
These are going to be your best referral sources. The first thing you want is more clients, but if they don’t know anyone that wants to buy, you want to try to get s new referral source.

The Listing Agent
Use the same process as the agents for the borrowers. You want to provide such a high level of service that it makes them want to work with you. Out perform your competition. Do more than just close on time.
When the contract comes in
· Call them immediately and let them know about your Tuesday status updates
· Communicating directly with the listing agent will also free up TIME for your buyers agent
· Ask these questions up front
· Are there any issues with the value of the property (liens, etc)
· Do you want to be there when the Appraiser comes
· Is anyone going to be out of town the day of closing
· If we can close early, would your sellers want to move up the closing
· Docs at title is when you call your sellers agent and ask for the experience and set the meeting right then and there
· Once the deal is done, you’re off stage and they aren’t going to answer your call. Set the appointment right when you get them on the phone.
You’re looking for the WOW moment – and when that happens THAT when you ask for the referral. “If I do my job awesome, can I take you for a cup of coffee?” Performing and capitalizing makes it exponentially easier to grow.

How to properly ask for a referral
· Cold Call – most common
· Calling someone who doesn’t know who you are and doesn’t know you’re going to call.
· Can you call them and let them know I’m going to be reaching out
· When you’re asking someone else to call you want them to tell the referral
· Who you are
· That you’ll be calling them
· Give then a testimonial about you
· “that way they know who I am when I reach out to them”
· Can you introduce me - #1 in conversions
· Personal introduction 
· In person
· You are not initiating the contact – the person can introduce you and then you can take it from there
Every single time you ask for a referral – use this tactic. The referral you get is going to be based on THEIR relationship with the person they’re referring. Ask for the referral, and then wait – Ask them to introduce you, and then wait for them to respond. The first person to talk loses. When you’re asking for the referral source, ask them one a time, and PAUSE to let them answer:
“Do you know any realtors? …pause
Do you know any builders?...pause”

Always try to convert at the highest level first, and then move forward from there. Cold call should be your last ask, but if they’re referring someone still take that. A referral is a referral. Get them on the phone and convert. 
