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BUSINESS
OBJECTIVES

TOUCHPOINTS

ACTIONS

THINKING & FEELING

BACKEND ACTIONS

PAIN POINTS

The Achiever

Position: Full Time
Experience: Mid-Career

STOREFRONT

- Educate Agents on how they can grow their
business thru REA

- Increase Rockets Network of Agents

- Clearly define value proposition of the Rocket
REA Product

- Attract and encourage REA sign ups - Market
the largest REA network in America

- Drives visitors to sign up for Rocket Pro Insights
- Encourage adoption of high touch products and
services

Marketing Channels

ARM/Bankers

Web & Mobile App

Rocket Homes

Explores
P ) Reaches out
website
to Rocket
content
Happy
Content
Why should I trust
Rocket Mortgage?
Confused O
Annoyed

+

Adobe Analytics
tracks behavior

Lack of Personalization

Lack of Trust in Rocket

Not Ready to Sign Up

OPPORTUNITIES

STOREFRONT

Create step by step demo: how RPI works for each
persona

=)

Activities
Work Leads

CUSTOMER JOURNEY MAP

Research Market Conditions
Communicate with Deal Teams

Network

- Collect more agent data to build better product experiences

- Increase network of agents and userbase
- Create the largets REA network in America

- Seamless account create to show ease of Rocket

- Validate user data to prevent duplicates

Downloads Completes
App Sign Up Form
What are they
doing with all of
this data?

RPI Phone Tree & Partner Support Services
ARM/Bankers

Web & Mobile App

Verifies

Sets Up MFA Contact Info

How much more

information do |

Pain Points

Inconsistent Lead Generation
Manage Communication with
Lender and Vendors

Create personalized experiences to drive agent engagement

t
chz:/eesr Completes Forgets
y Onboarding Password
Code

need to enter till I'm

in the app?

Salesforce & KYP share and verify

real REA/role or if a duplicate

Task created for ARM to
reach out to new agent

Entry sent to

Salesforce & KYP

Add Social Proofs to homepage

Reduce number of fields & eliminate repeat fields

Salesforce links existing
account records

Agent assigned to ARM

Why do | need to
save this really long
code?

0

ARM makes manual data
updates to contact records

Cloudingo combines
existing contacts

1> Goals

Generate Consistent Leads
Exceed Yearly Sales Goals
Improve Workflow Efficiency

Web & Mobile App

Logs in with
Resets Username
Password and
password

REFER YOUR CLIENTS

- Increase closed loan volume for Rocket Mortgage

- Grow the business

- Build relationships between rocket <-> REA<->client
- Help clients in both purch and refi season

- Build another funnel for RMM digital products

Marketing Emails

ARM/Bankers

Web & Mobile App

Transactional Emails

Ver‘ifies Iog. in ClleS Refer Add Notes & Receive
with multi- Client button Choose Confirmation
factor and fill out Preferred © a| ©
authentication details Banker Emai

Am | going to have
to remember
another username
and password every
time?

ATTACH/FOLLOW CLIENTS

- Connect the dots on existing relationships

- Bring more mortgage clients into the Rocket network
- Helping client already in process

- Create a sticky experience for Agents to engage with
Rocket

Client
ARM/Bankers

Web & Mobile App

Click “Follow My

. Wait for .
Client” and ) Calls Point of
provide client Client Contact
phone and loan Consent ontac

number

My client better get
the best service &

pricing

Where does a client

Sends MFA request

—0—0—0

Twilio push notification or
call for signin

Too Many Fields

Too Much Technology

MFA Access Issues

STREAMLINE SIGN UP PROCESS

Reduce manual input

Bring on “Save for Later”

Show Exact payment structure-Calculator/Referral
expectations with gameification

Research topic: How Might We build trust?

EASE USER WORRIES DURING SIGN UP/IN

Explain what personal information will be used for

Create benefit oriented headlines

Add fingerprint or face log in

Get rid of 16 digit recovery code, send it through
email and make it device agnostic

Create clear CTAs

Client Central /RPI (Dual login-Needs Provided)
Create alignment between tools: Take number from

client central and input in RPI to meet need

Will my client be
stolen?

Log in logged to

Salesforce Send referral to LOLA Assign lead type code

Create client list
record with the
common ID of user

Send confirmation
consent emails to
client

Create opportunity in
Salesforce under agent
assigned

Fear of Losing Client Relationship

Referrals take too long
to be contacted

Client Consent Process
is Unclear

SHOW PARTNERSHIP

Provide REA with a preview or confirmation of what
client received

Expose services pricing model and compare to
competitors to ensure Rocket is the clear choice

Create a similar pattern to TPO REA Protect - protect
client relationship from Rocket Homes marketing

Research Topic: How might we provide coaching to
REAs to establish trust factor with clients?

CLARIFY CONSENT

grant me access?

Why can’t clients
just be added to my
list?

| don’t have my

client’s loan
number on hand.

Create client list record with  gand confirmation & consent
the common ID of user emails to client

I I I

& Retrieve current loan
info from LOPA,
OpenAMP, RMO

Manual Process

Loan Number Requirement
Hinders the Following Process

Client Consent Process
is Unclear

- Build confidence through transparency and visibility into loan process

- Maintain visibility

- Follow up if/when client is behind

- Work with banker

TRACK YOUR CLIENTS

- Create visibility between agents and clients to streamline origination process creating higher conversion and retention

Navigate to
submitted or
archived

Payloads sent to
Salesforce at loan
milestones to trigger
communication

Explore how to inform client that they need to
authorize the realtor

Explore how we could create a channel for the real
estate agent to nudge the client

Create a similar pattern to TPO REA Protect - protect
client relationship from Rocket Homes marketing

Scan for
clients
needing
attention

AUTOMATE CLIENT CONNECTIONS

Click to view
loan details

Update Rocket Contact as
loan status changes

Download
and view
approval

letter

SPS or CCS Interactions

ARM/Bankers

Web & Mobile App

Transactional Emails

View large
milestones Click to call Upload client
(appraisal, ARM client documents

title, closing)

What's the next
status until closing?

Pull approval
letter info from RMO
& details from
OpenAmp

Who are we waiting
on? Will my loan
close on time?

Pull appraisal documents from
RPDS when available

Lack of visibility in loan process

Automatically add clients to the REA’s list

Create two way communication/notifications between
client and REA

Pizza tracker to provide visibility of what is next, who

SHOW TRANSPARENCY OF LOAN DETAILS

MARKETING HUB

Dec 2021

- Supply tools to agents that create network effects (i.e. drive more business to REA/Rocket Mortgage

platform)
- Create awareness by co-branding with REAs

- Build a strong referral network based on agents communicating value to each other

ARM/Bankers

Web & Mobile App

: . Receives ,
. Provide title . Searches Requests Accesses social
View . transactional new edia
Conditi entity - marketing , -
onditions email marketing descriptions and
through form assets ) o si
updates material email signatures

Will this help me i
grow my brand?

Will this cost me
anything?

Pull title info as applicable

Present client facing
conditions as they
become available

Pull closing details
as they become
available

CMS for marketing materials
serves up content

Lack of awareness around
what to do and when

SUPPORT GROWING THE REA'S BUSINESS

Show Marketing Hub in onboarding

is working on the loan, and what is the ETA for closing

Provide documentation on the history of the loan

Create homebuying education for REA to provide
homebuyer

FAQs

Connect to REA's social media

Co branded Thank You cards

Promote other products and extend opportunities to
family through referral

Create success stories on influencers and tips & tricks

Follows up
on
preexisting
order status



