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Who are Millennials? 



18-36, largest generation in history

Source: US Census Bureau, 2016



Millennials are the 
largest, most diverse 
generation in history

Source: US Census Bureau, 2016



Millennial business does not equate to 
automatic business for you!

Source: NAR, 2016



What makes you stand out as the best?

Source: Harvard Kennedy School, Operational Management, 2016



The Borrower Experience



Customer Insights
Connecting with Millennials



4 Questions to MAP your customers



What are your customers’ 
values and purchasing 

preferences? 
11 



Instant Service

1



Social and Community 
Impact

2



Convenience of 
communication and 
information access

3



Transparency and Empowerment4



Seek digital education and guidance

Source: RISMedia 2015
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Desire for relationship with providers and 
brands
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From Sales to Reputation

• Expertise

• Convenience/Access

• Trust & Relationship



How do they communicate? 12



(Almost) Digital Natives



87% of Millennials are within reach of the 
smart phones at all times!

Which apps do they use? 
Which can you recommend? 



Download this free report on the top mobile apps for 
homebuyers: www.homebuyingapps.com



What is their “path to 
purchase”?

(where do they shop, who do 
they talk to, consider similar 
purchase experiences, etc.)
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From a linear process with one target 
customer



To a multi-channel search with 
multicultural consumers



Mobile Tech Comes First

89% of new home shoppers use a mobile search 
engine at the onset and throughout their research 

(NAR)



Research (& cyber-stalking) are 
prerequisites

89% of new home shoppers use 
a mobile search engine at the 

onset and throughout their 
research (NAR)



What comes up when 
someone “googles” 

you?



Social media influences 
decisions

• Social media is the biggest influencer 
of buying decisions in America

• Over 3/4 of homebuyers use social 
media in their home search



Customer Reviews: 
88% trust customer reviews as much as 

personal referrals



For example:





What is their attitude towards 
financial services and 

homeownership? 14



Perception of the “American Dream”



Trust but Verify

(19% of Millennials said people in general could be 
trusted in contrast with 31% of the previous generation -

PewResearch)



Lack of education about 
approval and buying 

process



Marketing & Customer Service Strategies

Increasing Production with Millennials



Personalize. Use technology to enhance 
relationships.
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Use mobile, digital 
communication 



Provide quick 
responses & utilize 
multiple channels of 

communication

Source: Advertising Age, 2012.



Build relationship and 
trust with video



Celebrate at closings and 
follow up with relationship



Lead with Information
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Lead with resources online 
and in-person 

(don’t just give a packet)



• Host an educational seminar

• Provide financial education 
resources

• Sponsor an event & promote

Such as a major church, a big company like 

Amazon, young professionals org, etc.

Partner with Local Corporation or 
Community Group



Host a Homebuyer Seminar in a local bar 
or restaurant!



Share tools and information that empower 
your clients

A Comprehensive Guide for Homebuyers at Every Stage

 

BEST APPS

HOMEBUYERS

FOR

www.mfsinc.com



Learn about our Millennial program: 
www.marketaccessplan.net

• Targeted content

• Social media support

• Customer review management

• Video tutorials

• Etc.



Utilize Social Media
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www.marketaccessplan.net



Use social media to 
build brand as trusted 

advisor



Leverage Customer Reviews



Don’t miss the opportunity!



Questions?



Resources



1. Free Report: www.homebuyingapps.com



2. YouTube Education

Mortgage Coach 
“Millennial Power 

Playlist”

Cultural Outreach 
“CultureMAP Interviews 

Playlist”

https://www.youtube.com/playlist?list=PLBHqQMQUzLLhmo2HKYim6RjL_3hf14yLn
https://www.youtube.com/playlist?list=PLJ2r3IuT_kdcRw9-99tpqOJmwwudD9uOA


3. Cultural Outreach offers a unique way to access the 
Millennial market through our “Market Access Plan”

Email info@culturaloutreach.net for a free trial

mailto:info@culturaloutreach.net


www.culturaloutreach.net

Contact: 
kristin@culturaloutreach.net

@kristinmesserli


