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THE AVERAGE EXPERIENCE

• Accuracy

• Borrower understanding

• Transparency

• Leadership

THE MODERN
MORTGAGE 
EXPERIENCE



TOTAL COST ANALYSIS

Millions of families trust Mortgage Coach to help make a confident mortgage 

decision. The nation’s best mortgage professionals provide clear advice, 

simple charts, and detailed options. Ensure the right loan choice is always clear 

for the people you serve.

Mortgage Coach is available 
on your app store.
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“We thank the thousands of dedicated mortgage 
professionals who provide clear mortgage advice 
every day with our app, delivering millions of Total 
Cost Analysis experiences, who made this honor 
possible. Mortgage Coach subscribers provide clear 
options and advice to 
help people make a 
confident mortgage 
decision,” shared 
Dave Savage, CEO 
of and founder of 
Mortgage Coach. “This 
was not a paid ad or 
sponsored content, 
but rather a team of journalists who did the research 
and understand just how impactful the right apps 

can be in the modern home buying experience; and 
specifically, the importance of education Mortgage 
Coach uniquely enables when making the purchase 
commitment.”

Mortgage Coach lenders can be found in all 
50 states and many of the most trusted and fastest 
growing lenders in the country depend on Mortgage 
Coach. PrimeLending, a national mortgage loan 
originator, has provided the Mortgage Coach app 
to every one of their more than thirteen hundred 
mortgage professionals for years. “There is no 
better competitive advantage than delivering the 
best customer service. Mortgage Coach helps our 
professionals deliver customized, detailed and 
easy-to-understand guidance to borrowers in every 
conversation. I’m not surprised to see trusted media 
sources like USA TODAY recognize the innovation 

Many of the 
most trusted and 
fastest growing 
lenders in the 
country depend on 
Mortgage Coach.

Mortgage Coach, mobile app innovator, shared that their flagship 
mortgage education solution was featured in USA TODAY as one of 
five must-have real estate apps when looking for a home. 



behind the Mortgage Coach app, we experience first-
hand the benefits using the app experience to more 
effectively communicate our message and brand,” 
said Scott Bristol, President of PrimeLending.

Nikki Groff, a long time user of Mortgage Coach, 
top-producer, and Chief Marketing Officer at Wallick 
and Volk, a lending brand that has been in business 
since 1932, shared “All of our mortgage advisors 

use the Mortgage 
Coach app to 
provide education to 
our clients. Seeing 
the USA TODAY 
article reaffirms how 
everyone searching 
for a home can be 
positively impacted 
by the use of 
mobile apps and 
how professionals 

like ours are making the purchase process easier by 
using the best available mortgage technology.”

“One of the reasons Mortgage Coach works so 
well is everyone has a smart phone. This is not an 
app for just one group of people. No matter what 
place, age, technical confidence, 
or previous education, with a 
Mortgage Coach Total Cost 
Analysis, everyone involved is 
able to understand the short and 
long term benefits of each type of 
mortgage. Anyone can open the 
app and get the information they 
need to make the right mortgage 
part of their financial plan,” stated 
Mike Hardwick, CEO of Churchill 
Mortgage.

Mortgage Coach releases 
updates to the native app 
experience often, ensuring that 
this article and honor is only one 
of many more to come. “Our 

dedication to creating innovation to help people 
achieve the dream of homeownership confidently 
is unwavering. From new capabilities added to our 
flagship app, like real-time video narration updates, 
to entirely new app experiences, such as our My 
Nest home shopping camera app, our team will 
keep working to find new ways to modernize the 
mortgage experience.” added Joe Puthur, President 
of Mortgage Coach. “Even with accolades like this 
one from USA TODAY, we still have a long way to go 
in accomplishing our commitment to help everyone 
make a confident mortgage decision. That said, of 
the top 1% of professionals, 34% are Mortgage 
Coach subscribers, and that is a very clear testament 
to the importance of the educational experience we 
provide and our rapid progress toward helping all 
lenders step into the future.” 

The article featuring Mortgage Coach -  
“First-time home buyers Face a complex and ever-
changing market: here’s a guide. inFormation and 
innovations you need to know about beFore purchasing a 
home” can be found at http://usat.ly/1TpeWT  

Published May 19th 2016. 

“Our dedication to 
creating innovation 
to help people 
achieve the dream 
of homeownership 
confidently is 
unwavering.” 

- JOE PUTHUR, PRESIDENT



     TALKING POINTS will help make you the obvious 
choice with borrowers and Realtors. 

TALKING POINTS WITH BORROWERS 
• “What differentiates me from most loan 

officers is that I work with our borrowers as 

a mortgage professional using a Total Cost 

Analysis to show how they can potentially 

save tens of thousands of dollars over the 

life of the loan.” 

• “The CFPB wants to make sure when 

families get into mortgage debt, they 

understand all possible loan options. This 

Total Cost Analysis gives you the most 

complete overview available of each 

scenario that can work for you.” 

• “Understanding TIP (Total Interest Percentage) 

helps make the importance of a mortgage 

decision even more clear and obvious.” 

• “TIP (Total Interest Percentage) helps you 

understand the long term investment 

required for each mortgage option.” 

• “TIP & Total cost over 5 years combined 

with a Total Cost Analysis provides the 

entire picture by illustrating the other 

important benefits and impact of each 

option, helping families make an informed 

decision. ” 

• “Has your lender completed a Total Cost 

Analysis on your transaction to show you 

multiple strategies to help achieve your 

goals?” 

• “The Total Cost Analysis I provide is simple to 

understand with graphs, charts, and a personal 

video message from me explaining their 

individual options and loan details.”

TALKING POINTS WITH REALTORS
• “Has your lender completed a Total Cost 

Analysis on your transaction and shown you 

multiple strategies to help you achieve your 

financial goals and potentially save you tens of 

thousands of dollars on your mortgage over 

time?”

• “Did your lender show you a Total Cost 

Analysis to help you select a mortgage that 

will help you achieve your long and short-term 

financial goals?”

• “One of my service standards is to make sure 

all my clients get a Total Cost Analysis even 

if they are already pre-approved. I do this 

because a Total Cost Analysis clearly shows the 

actual true and real cost of home ownership 

over time. This can potentially save you tens 

of thousands of dollars and help you become 

deft free faster.”

• “Second opinions on the largest transactions 

of your life is always a good thing and could 

potentially save you thousands.”
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BY KRISTIN MESSERLI
With the rise of multicultural consumers, now 
expected to make up two-thirds of homeownership 
growth over the next decade, lenders must have 
a clear understanding of the cultural nuances that 
exist and an ability to deliver a quality customer 
experience across cultures. 

According to the National Association of 
Hispanic Real Estate Professionals 
(NAHREP), Hispanics accounted for 
69% of the growth in homeownership 
in 2015. The National Association of 
Realtors (NAR) states one in three 
home purchases were made by 
Millennials in 2015.

Maria Zywiciel, President of 
NAHREP Consulting Services, 
says there is also a significant opportunity to reach 
the Latino Millennial, who now makes up 21% of 
Millennials and has a higher propensity towards 
homeownership than non-Hispanic Millennials. 
However, she states that as is the case with other 
cultures, the opportunity is only available to those 
who understand the cultural nuances and can deliver 

a service that addresses their needs.
The market is driven by Millennials and 

multicultural segments, each with unique needs, 
preferences in purchasing experience, and 
communication styles. Mortgage Coach offers a tool 
that allows lenders the ability to communicate across 
any culture, language, and education background. 

For many Asian and Hispanic borrowers, there 
are several family members involved in 
the purchase or decision-making process 
outside of the primary borrower. Asian and 
Hispanic families are twice as likely to be 
multigenerational households, and they 
seek the advice and input of their families 
when purchasing a home. Many of these 
family members do not speak English, have 
low financial literacy, and have little trust in 

their lenders.
Manuel Rodriguez, a top producer for Alterra 

Home Loans says his favorite aspect of Mortgage 
Coach is that it transcends cultural differences. He 
shares the following example:

“Take my client Maria, for example. She is a 
55 year old,  non-English speaker,  who does not 

Hispanics 
accounted 
for 69% of 
the growth in 
homeownership 
in 2015.



use email. While helping her with her home loan I 
almost didn’t put together a ‘Total Cost Analysis’, 
since I figured it may be 
too advanced for her. 
Ultimately, I ended up 
color-printing the report for 
her and, to my amazement, 
she used the report to 
shop for her home loan 
and chose the long-term 
savings option to meet her 
goals. I don’t know how I 
got through my 17 years of 
experience without using 
this tool and I don’t see myself ever again working 
without the Total Cost Analysis.” 

The majority of first-time borrowers have limited 
knowledge about how the mortgage process works 
and what they need to know to make a smart 
decision about their loan. Ed Diaz, Sr. Mortgage 
Advisor for Banc Home Loans, shares that this is 
a particularly big problem in the Latino community, 
as many are first or second generation immigrants 
with language and cultural barriers layered with low 

financial literacy. 
Traditionally, the 

first touch point with a 
prospective customer 
includes an email with 
a number that tells the 
borrower how much they 
can qualify for. Naturally, 
those borrowers will often 
shop around until they find 

someone who gives them the most credit and the 
lowest rate. They are not aware of the many factors 
that should be considered to ensure they make 
sustainable, smart decisions. 

Diaz shares his passion for using the Mortgage 
Coach Total Cost Analysis tool, stating:

“Mortgage Coach has been a huge way for me 
to deliver a way to break the chains of no education. 

It gives me the ability to really explain to a client in 
any culture as to how the numbers are calculated and 

what it means for them. It allows them to 
take ownership over the process. At the 
end of the day, they are the ones turning 
the key in the door and paying the 
mortgage every month. I am the advisor 
to help them make sure those financial 
decisions are wise and informed.”

Today’s buyers desire information 
and transparency when making a 
purchasing decision. Developing 
trust with the consumer is critical to 
getting loyal business and reduces the 

likelihood that prospective buyers will rate shop. In 
fact, research has shows that Asian and Millennial 
consumers will pay more for a service or product 
when it has a perceived higher quality or trust 
associated with the purchase. 

The needs of first time homebuyers have 
changed dramatically and will continue to change 
with demographic, cultural, and economic shifts. 
Mortgage Coach provides a solution that not only 
increases business but also empowers borrowers 
across any culture to make smart financial decisions, 
ultimately building stronger communities. 

THE PROBLEM 
The problem in today’s industry is the cultural gap 
between providers and their consumers, and the 
access today’s consumers have to choose from 
various providers. In today’s crowded marketplace, 
professionals must speak the language of their 
consumers. 

The following outlines steps that can be taken to 
meet the demands of today’s diverse consumers and 
how Mortgage Coach can improve the experience. 

Instant gratification has been built into our economy 
and expectations for service. We want it and we want 

EXPECTATION FOR 
INSTANT GRATIFICATION1

Today’s 
buyers desire 
information and 
transparency 
when making 
a purchasing 
decision. 



can trust. Millennials want to feel informed before 
making a decision. They don’t care what company 
you work for. They care about you as a person and 
whether they believe you will provide the most value 
during their experience. 

Today’s consumers desire to be empowered with 
information and resources that help them make 
confident decisions. In purchasing something as 
small as a dress shirts, consumers will look through 
reviews and multiple sites to make the “best” 
decision. 

If you can be a guide and resource to your 
consumer, providing them with information from 
your first encounter, you will set yourself apart from 
the competition. This kind of service creates loyal 
customers and referrals.

While many providers in the industry are still 
not sure how to address the cultural divide, it leaves 
others the opportunity to stand out with a competitive 
advantage in service and gain millennial advocates.

- APRIL 2016

Kristin Messerli is the Founder and Managing Director 
of Cultural Outreach Solutions, specializing in helping 
companies in the mortgage industry better reach 
and serve multicultural and Millennial homebuyers. 
Her expertise is in multicultural marketing, Millennial 
homeownership, and compliance with diversity 
regulations in the Dodd-Frank Act.

it now is no longer an unreasonable expectation. 
Millennial consumers are not expecting to buy a 
home within a few days, but they are expecting to 
have service quickly and their questions answered 
immediately. In fact, current research highlighted in 
wired.com shows that if millennials don’t have access 
to answers right away, half of them will walk away 
from the purchase.

Mobile technology is a part of daily living today. 89% 
of cell owners used their phones during their most 
recent social gathering. The majority of adults today 
own smart phones, and they use them to accomplish 
many of their daily tasks including anything from 
getting directions to applying for a job. 

This generation consists of native speakers of 
“digital” language. They have grown up in a world 
that integrates our experience of “real life” with 
mobile technology. Millennials are mobile and prefer 
using mobile devices to communicate or perform 
research. Therefore, it makes sense they would prefer 
to have a simple, open communication with their 
providers over their mobile devices.

As consumers and employees, they also tend to 
be less outspoken. They are culturally taught not to 
speak up unless called upon and to respect authority. 
It is critical that companies provide content and 
conversations that can be shared and considered at 
home.

Most millennials are not trusting of people in 
general, much less someone in the mortgage or 
banking industry. According to Pew Research, only 
only 19% of Millennials say people can generally be 
trusted, in contrast with 31% of just the previous 
generation. Additionally, Millennials entered the 
marketplace during or after the market crash.

Millennials want to do business with people they 

TRUST AND 
TRANSPARENCY 3

DIGITAL LANGUAGE2

EMPOWER WITH 
INFORMATION4





Total Cost Analysis

The Total Cost Analysis is a simple and interactive overview of loan 
options viewable on any device (smartphone, web, print) with graphs, 
videos, and a simple view of the total cost of the loan over time to 

help everyone make the best mortgage decision. 

•  FHA vs Conventional 

•  ARM Comparisons

•  Construction Loans

•  Cost of Waiting 

•  Move up Buyer

•  203K Renovations loans

••  Jumbo Loans

•  Points vs. No points 

•  Reduction Payment

•  Refinance Opportunities

•  LPMI, BPMI, Single Premium, 80/10/10  

•  And many more…

The Total Cost Analysis loan scenarios
 you can present are endless. 
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Earn long term loyalty or build Realtor partner
relationships with a First Time Homebuyer Report

Create sense of urgency by sharing current financing option
vs. what could potentially happen if the borrower waited and
the rate, price, or both went up with a Cost of Waiting Analysis

Top Mortgage Strategies



Motivate move-up buyers into larger homes with
several different purchase options and offers for your borrowers
and Realtor Partners with a Purchase Power Presentation
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Review your borrower’s current mortgage scenario and any
potential refinance options with an Annual Mortgage Review

Empower your customer, by offering a 15 Year Mortgage Option
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“Mortgage Coach is a ‘game-changer’ for the originator 
who uses it properly. What better way to separate 
yourselves from the competition — the question is 
rather why would an originator NOT use this system. 
The support is excellent, the product is first class — 
really just a matter of taking the time to embrace the 
product and using it on transactions — especially 
people thpeople that you do not have a prior relationship with. 
We so appreciate you and your team making this 
amazing product available to the industry.”

STEVE
JACOBSON 
CEO 
FAIRWAY INDEPENDENT MORTGAGE 

“Educating and communicating with a borrower during 
the home buying process ensures the origination of a 
healthy loan, which is the foundation to achieving 
debt-free home-ownership and is critical to the continued 
growth and success of the mortgage industry at large. By 
directly engaging the prospective home buyer with a 
Realtor and a lender sooner, Mortgage Coach apps equip 
borborrowers with confidence and allows them to enjoy the 
experience as they make one of the biggest purchases of 
their lives.”

MIKE
HARDWICK
CEO & PRESIDENT 
CHURCHILL MORTGAGE

“I believe that the Mortgage Coach Tuesday 
Interviews are some of the best training calls in the 
industry. I personally listen to many of them and 
always find value in their content. As a manager 
that coaches and trains loan agents, I find the 
content rich in strategies to drive success both in 
business and in life, and I honor Mortgage Coach 
for their commitment to tfor their commitment to teach and train with the 
best in class.”

CINDY
ERTMAN
EVP, NATIONAL SALES MANAGER
RPM MORTGAGE
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HOME-SHOPPING
REINVENTED

My

Nest

CAPTURE EVERY
IMPORTANT DETAIL
OF EACH ROOM

CLEAR MORTGAGE
ADVICE WITH A
TOTAL COST
ANALYSIS

CREATE A 
DETAILED
PROFILE FOR 
EACH HOUSE

TAKE
PICTURES,
VIDEOS,
AND AUDIO
MESSAGES









1 SELECT the
login icon on the
top left corner 
of the screen.
If this is the first time using the mobile app since our update, 
you will be prompted with this welcome screen.

HOW TO ADD A VIDEO ON MOBILE

2 ENTER your email
and password on 
the Mortgage Coach 
Pro Login Page.
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3 SELECT Clients 
or Partners.

4 SELECT
a client/presentation.

5
SELECT  TOTAL 
COST ANALYSIS 
on the pop-up window 
to add your video.



6 SELECT video.

7 RECORD video.
Your camera has now launched and 
you can click the red button to record 
your message. As this is a native app, 
the camera works how you would 
expect for an iPhone or Android 
device.
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8 Now you are done adding your video! 
A pop-up will notify you that your 
video is uploading.

SELECT done.

An Alert message will notify you to 
wait a few minutes for the video to be 
available. It takes about 5 minutes for the 
video to be live.  

You can check out your report on 
your mobile phone by selecting your 
presentation on your Clients and Clients 
page.



VIDEO REVIEW CHECKLIST

CORE QUESTIONS: Did I...
 £ Mention the names of the borrower?
 £ Endorse or mention referral sources?
 £ Repeat the top goals of the borrower?
 £ CHALLENGE and EDUCATE the client?
 £ Highlight key benefits of the options presented?
 £ Emphasize benefits over time to align savings to big goals and life style  

like paying off the debt 10 years after and saving X over 10-20 years?
 £ Mention any other key members of the buying team and recommend 

sharing the MC link with other family members, friends or trusted 
advisors in the mortgage decision?

 £ Close with a simple call to action and 
excitement about working together?

VIDEO ANALYSIS
 £ How was my energy?
 £ Is my video less than 2 minutes and did I keep eye contact from start to 

finish?
 £ Does the message align with the borrower and Realtors goals?
 £ How simply did I describe their loan options?
 £ How much do they perceive I really care about helping them make a 

confident decision? 
 £ How much did I honor the referral partner?
 £ Did I tailor, teach and provide leadership to this client at the highest 

possible level?
 £ Is the background simple and professional? 

(reduce distractions and unprofessional backdrop items)
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1 SELECT the
login icon on the
top left corner 
of the screen.
If this is the first time using the mobile app since our update, 
you will be prompted with this welcome screen.

HOW TO HIGHLIGHT IN REAL TIME

2 ENTER your email
and password on 
the Mortgage Coach 
Pro Login Page.
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3 SELECT Clients 
or Partners.

4 SELECT
a client/presentation.

5
SELECT  TOTAL 
COST ANALYSIS 
on the pop-up window.



6 SELECT 
Live Reporting.

7 GUIDE your presentation.
The app will direct you to the report you chose. As you 
move through the presentation, select different charts, and 
highlight fields, the client will see the same happening on their 
preferred device, from mobile to desktop. 
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