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Biggest Market Trend:

Journey Mapping To Success
Why it’s important to be more than just a lender…



What does it mean?

• Journey Mapping is identifying all the phases and 
steps a consumer takes before they make a purchase 
decision

• Activity-Based Marketing is simply marketing to 
potential customers based on the relevant activity 
that they are doing.

• It’s all about Customer Experience 



“…seven out of eight existing members don’t 
know that credit unions ‘provide a progressive, 
competitive mortgage product.’” 

- Bob Dorsa, President
American Credit Union Mortgage Association

Awareness



Market Examples:
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NAR: “The Home Search Process”



Online Real Estate Search Trends
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Fannie Mae: “The Mortgage Purchase Journey”



Fannie Mae: “The Mortgage Purchase Journey”



Fannie Mae: “The Mortgage Purchase Journey”



Fannie Mae: The Mortgage Purchase Journey





• What is FPOC?

• Why is it so important?

• How do you earn it?

First Point of Contact™



First Point of Contact™
“Now there’s a lot of competition over this. Everybody wants to 
be the first point of contact: lenders, title companies, lawyers, 
and retailers. If REALTORS® lose their position as the first point of 
contact, they’ll just be another spoke on the wheel, at the mercy 
of whoever is at the hub. And whoever is at the hub chooses 
where to send consumers next...”

Dennis R. Cronk

President of NAR, 2000



YOU + Real Estate Agents
= strong TEAM

• Partnership

• Relationship

• Communication

• Expectations



Your Agent Relationships

• Are you working with the correct agents?

• Are they full time professional agents?

• What is their closing rates?

• Do they know your programs?

• Are they loyal to the Credit Union?



Questions?

Entertain. Educate. Engage. Inspire.

THANK YOU!

Greg Fairbanks 
Regional Account Manager, CU Realty Services

Greg@curealty.com
www.curealty.com
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