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Borrowers Have Changed.  
Markets Have Changed. 
Have You?
Presented By:

Steve Richman



Sea of 
Change

Consumer 
Marketing 
Mountains

Mortgage 
Market Falls

Borrower 
Profile Forest

Understanding 
You

Product 
Patch

Sales 
Swamp

Agenda



Your Shop

Understand the CAL Principle



The Change Curve
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Goal:
Understand directions and options
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Make Decisions

Goal:
Explore new behaviors & gain 

commitment
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Build Awareness
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Maximize commitment

(Institutionalize new behaviors)

Adapted from the Bridges model
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5 Macro TrendsConsumers Are:
• Tapped Out

• Debt Burdened

• Cash Strapped

• Bleeding Equity

• Consumers Were Spending Like Never Before

• Horrible Holiday Spending

• Delinquency on All Consumer Loans on Rise

• Unemployment on Rise

• Tuition Up, Up, Up

• Responsible for Multiple Parties

• Dollar is Down

• Oil is Up

• Wary of Financial Planners

• Worried About Future

� Culture Shock

� Get Real

� Control Freak

� Beehiving

� Dollars and Sense

Consumers – The Big Picture
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Culture ShockTM

A global Atmosphere of cultural and uneasiness is emerging as indigenous 
institutions, rituals, customs and beliefs are being challenged.

Bedrocks of Society Being Shaken

Corporations Failing

Corporations Cheating

Religious Scandals

Sports Scandals

Fighting the Invisible Terrorists

Political Turmoil

Negative Press Feeding the Frenzy

Feelings of:

• Uneasiness

• Question Everything

• Cynicism

• Untrusting

• Proceed with Caution

Keywords:

Security Change

Reality Trust 

Courage Stability

Fundamental Basic

What Can You Do:

Marketing

Sales

Product

Bolster consumers’ sea legs by building feelings of stability, 
balance and connectedness into products and communications.
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http://money.cnn.com/galleries/2007/fortune/0712/gallery.101_dumbest.fortune/index.html

Highlights (Lowlights)
• Lots of Recalls from China - Toys – Pet Food – Football Helmets – Toothpaste

• Leona Helmsley Leaves $12 Million to Her Dog

• Merrill Lynch CEO Plays 20 rounds of Golf in 2 Months and The Takes Golden Parachute 
Valued at $161.5 Million

• Electronic Toilet Seat Catches Fire 

• Cartoon Network Ad Campaign Thought to Be Terrorist Activity

• Don Imus – Chris Albrecht (Pres HBO) - Isiah Thomas – Larry Craig

• Jay-Z’s Rocawear Uses Real Dog Fur in “ Faux Fur” Coats

• DC Judge Roy Pearson Loses $54 Million Lawsuit over Lost Pants

• Comcast – Schedule Broadcast is Handy Manny – Actual Show Hardcore Porn

• Defense Contractor Gets $20.5 Million for Shipping on $68,000 Worth of Equipment

• Vaportech Uses $750,000 Seed Capital for Ferrari, Super Bowl Tickets and Steroids

• Circuit City Fired 3,400 of It’s Top Sales Associates to Save Money

• Easy Bake Ovens Recalled After Burning Children

• Jessica Simpson – Pizza Hut Pitchwoman – Is Allergic to Cheese, Tomatoes and Wheat



Does This Work?



Homeowner Assistance

https://hoa.mortgageinsurance.genworth.com/Default.aspx

In 2007, Assisted ~8,000 Families Avoid Foreclosure By:

Repayment Plan / Forebearance Agreement  (63%)

Loan Modification  (29%)

Short Sale  (7%)

Deed - In - Lieu  (1%)
If You Were A Borrower Facing Hardship, Wouldn’t You Want This Assistance?

65% 
Success Rate



Keywords:

Authentic Honest Real

Thrift Hard Work Trust

Balance Practical Family

Common Sense Priorities Values

Grounded Firmly in Reality – Get Real Laughs in the face of the convoluted 
lifestyle and contrived media message that mangle what consumers really wants.

Stop telling me what to think and want

•Tired of Media Spin

•Tired of Political Spin

•Tired of Corporate Spin

•Tired of Celebrity Spin

•Tired of Athletics Spin

•Tired of Spin

Feelings of:

Annoyance

Distrust

Question Everything

Cynicism

Self Reliance

Simplification

What Can You Do:

Marketing

Sales

Product

Get real with your target audience by delivering authentic, reality- based 
images, products, and communications that respect their sensibilities.

Get RealTM
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Hey,

Bummed About That Gut? Wish You Had Rock Hard 
Abs?  Look, I’m Gonna Be Honest. Unless You Are 
Under the Age of 23 or a Professional Football Player, 
It Is Probably Not Gonna Happen.  You Should 
Probably Buy Some Bigger Shirts.



According to buyers:

0 20 40 60

Talk too much

Fail to follow
through

Over promise

Other

� � �� � �� � �� � �

� � �� � �� � �� � �

� � �� � �� � �� � �

� �� �� �� �

#1 Problem with Salespeople



#1 Problem with Salespeople

• According to salespeople:
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Talk too much

Fail to follow
through

Over promise

Other

� � �� � �� � �� � �

� � �� � �� � �� � �

� 	 �� 	 �� 	 �� 	 �

� � �� � �� � �� � �



Resources - 3rd Party Endorsement

Have 3rd Parties Endorse You


