
A Blueprint for Growth 
in an Ever-Changing Market

William McNeil & Adam Pickett

July 14, 2022



Bill McNeil, J.D.
Founder & CEO

Adam Pickett, MBA
Founder & President

The Accelergy Team

Tammy Haven Long, MBA
EVP Client Strategy & Training



Today’s Focus

• Discover why a strong, foundational sales infrastructure is critical to growth in 
today’s market 

• Learn how to build clear sales processes and why aligning them to your CRM 
will increase production 

• Understand how tracking early-stage opportunities and managing referral 
partners are key to your success

• Recognize how to build and sustain a strong sales and service culture 
supported by leadership

Florida CUREN Annual Conference
“A Blueprint for Growth in an Ever-Changing Market”





67% Purchases

Is your Credit Union on pace?

33% Refinances

2022 Forecast



Referrals are critical to success in 2023

Realtor 
Referral, 46%

Family/Friend 
Referral, 18%

Existing 
Relationship with 
Originator, 15%

Existing 
Relationship with 

Lender, 9%

Online 
Reviews, 3%

Best Interest Rate, 
3%

Other, 
6%

2019 data from the Stratmor Group

Most Influential Factor 
on a 

Lender’s Decision



Competing in a Changing Marketplace

“Order Taker” 
Mentality

No Early-Stage
Pipeline Tracking

Ineffective 
Sales Training

Minimal Referral 
Partner Engagement

Lack of Sales 
Infrastructure



Successful Mortgage Team Traits

 Build a strong, foundational infrastructure by identifying and documenting their 
sales and service processes

 Utilize a CRM to track all early-stage deals and manage referral partners

 Cultivate a strong sales and service culture supported by leadership which 
holds all team members accountable and recognizes performance

 Continuously develop and train existing team members and weave sales 

training into the on-boarding of new team members
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Building Your 
Sales & Service Infrastructure 

 Document all sales and service 
processes 

 Align the processes to your CRM and 
sales technology

 Implement strategic tactics that are 
woven into the culture 

 Sustain through continuous 
development and leadership support



“Well, 

I do…” 



Customized Sales Process

A clearly defined set of steps 

that a deal goes through 

before reaching its destination 

Promotes CONSISTENCY and a PROACTIVE versus REACTIVE approach



Four Critical Mortgage Processes

Early-Stage 
Sales 

Process 

Application 
Process

Post-Closing 
Sales Process

Referral Partner 
Sales Process

Referral 
Partner Sales 

Process

Early-Stage 
Sales 

Process
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Early-Stage Sales Process

Why is Early-stage Pipeline important to 
track?

• Current supply issues have led to 

longer purchase cycles

• Critical to stay engaged as other 
lenders are trying to capture the deal



Referral Partner Sales Process 

 Referral Partners are key to success 
in 2022 & 2023

 Imperative to treat and manage 
Referral Partners as a sale

 Track and quantify the lifetime 
value of each Referral Partner  



External Referral Partners 
Realtors, CPAs, Attorneys, 

Financial Advisors

Internal Referral Partners
Member Service Reps, Branch 

Leaders, Wealth Partners



Referral Partner Relationships

Nurture

Engage

Manage

Referral 
Given

Develop a Relationship 
to Generate the 1st Referral

First Referral

Repeat Referrals



Understanding Your Current State

• Host discovery sessions with Loan 
Officers and Leaders

• Identify best practices used by top 
Loan Officers 

• Uncover gaps that will increase 
production



• Host work session(s) with key Leaders, Loan Officers and 
Partners

• Define every phase and desired outcome of the Sales Process

• Shop draft with Loan Officers and Leaders for feedback

Leader and Loan Officer input creates BUY-IN and ADOPTION
“75% of change destinations were reached when employees were included in early planning.” (McKinsey) 

Building Your Sales Processes 





First Referral Repeat Referrals



22

A CRM is a Customer Relationship Management tool used for 
managing relationships and interactions with Members

N



For Loan Officers For Sales Leaders

• Visual reminder of the sales 
process

• Ensures nothing falls through 
the cracks

• Easy to retrieve all information 
at any point in time 

• Visibility into early-stage 
pipeline

• Increased accountability for 
every Loan Officer 

• Personalized coaching to 
decrease “dolphin production”

Aligning your Sales Process to Your CRM

is CRITICAL for adoption and maximizing ROI



Aligning Your Early-Stage Pipeline



Aligning Your Referral Partner Pipeline



Building a Sales Culture

• Establish key sales metrics

• Implement mandatory
Weekly Success Meetings

• Host Loan Officer developmental 
one-on-ones

• Foster Leader engagement



Establish Key Metrics



Weekly Success Meetings

• Build an agenda focused on discussing 
individual pipelines

• Encourage best practice and story 
sharing

• Integrate key partners such as 
underwriting

• Discuss and troubleshoot individual 
challenges as a team



Loan Officer 
Developmental One-on-Ones 

• Develop and utilize a sales focused 
agenda 

• Review individual metrics and goals

• Discuss developmental opportunities 
and challenges 

• Celebrate successes and wins

• Prioritize one-on-ones to ensure 
consistency



Leader Engagement 

• Ensure your Leaders are getting the 
training they need

• Involve your Leaders in new process 
development and rollout

• Establish regular leadership meetings 
across teams with clear agendas

• Host Leader developmental 1:1s with 
Executives and/or Senior Leaders



• Embed sales training into new team 
member onboarding

• Deliver continuous training on sales 
techniques and tactics

• Support a positive work environment focused 

on open conversations regarding sales

• Recognize sales accomplishments

CONSISTENCY is key to maintaining a POSITIVE sales culture 

Sustaining your Sales Culture



Adam Pickett, MBA
adam@accelergy.co

William McNeil, J.D.
bill@accelergy.co
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