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REPUTATION 
MATTERS: HOW TO 
BUILD TRUST BOTH 
OFFLINE AND ONLINE
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YOUR PRESENTER
Kelly South
Director of Wholesale Content and Communications
https://www.linkedin.com/in/kellysouth0714/ 

Marketing Director with 20+ years of experience in 
financial services, mortgage, and B2B/B2C marketing, 
including 10 years in the reverse mortgage industry.

https://www.linkedin.com/in/kellysouth0714/
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YOUR REPUTATION IS YOUR #1 ASSET

• Consumers trust people not ads
• 92% of recent borrowers conducted 

online research before contacting a 
lender. - Ellie Mae 

• A sharp increase from 57% from 5 to 10 
years prior. - Ellie Mae 

• 48% researched where to find a trusted 
lender. - Ellie Mae 

• Business partners vet you digitally before 
meeting you

Your reputation is either working for you 
— or against you.

https://go.housingwire.com/hubfs/KC%20-%20White%20Papers/2018-09%20Ellie%20Mae%20-%20Connecting%20with%20Borrowers%20Online.pdf?submissionGuid=0945bcd0-fd70-4cc4-b9d8-1c7c5973ab93#:%7E:text=Given%20consumers'%20growing%20predilection%20for,research%20than%20re%2Dfi%20borrowers.
https://go.housingwire.com/hubfs/KC%20-%20White%20Papers/2018-09%20Ellie%20Mae%20-%20Connecting%20with%20Borrowers%20Online.pdf?submissionGuid=0945bcd0-fd70-4cc4-b9d8-1c7c5973ab93#:%7E:text=Given%20consumers'%20growing%20predilection%20for,research%20than%20re%2Dfi%20borrowers.
https://go.housingwire.com/hubfs/KC%20-%20White%20Papers/2018-09%20Ellie%20Mae%20-%20Connecting%20with%20Borrowers%20Online.pdf?submissionGuid=0945bcd0-fd70-4cc4-b9d8-1c7c5973ab93#:%7E:text=Given%20consumers'%20growing%20predilection%20for,research%20than%20re%2Dfi%20borrowers.


4

• Google search – New AI
• Overview

• Website
• Online reviews
• Social media scan

What shows up when 
someone searches for 
you? Google yourself from 
a borrower’s perspective

TODAY’S BORROWER JOURNEY
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SECTION 1: ONLINE REPUTATION
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YOUR DIGITAL FIRST IMPRESSION
• Google Business profile
• Reviews (Google, Trust Pilot, Zillow, Yelp, etc.)
• Better Business Bureau (BBB) –       

Accreditation vs. Reviews
• NMLS Lookup
• Website bio & headshot
• LinkedIn presence
• Free to create/claim, cost to manage varies
• Social proof (posts, engagement, testimonials)
• Facebook Reviews and LinkedIn 

Recommendations – Refer to our other sessions

Rule: You don’t control whether you’re 
researched — only what people find.
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GOOGLE BUSINESS PROFILE

• Verify and claim
• Steps to Claim and Verify

• Find Your Business: Go to Google Search or Maps and type in your business name. If it 
appears, click "Claim this business".

• Sign In: Sign in with your Google account (business email is recommended).
• Choose Verification Method: Google will offer verification options based on your business type

• Key Tips
• Fixing Duplicates: If a listing is already claimed by someone else, you can click "Request 

Access" to take over ownership.
• Accuracy Matters: Ensure your business name, address, and category are accurate, as 

incorrect info can hinder verification.
• Add or claim your Business Profile Instructions: 

https://support.google.com/business/answer/2911778?hl=en 

https://support.google.com/business/answer/2911778?hl=en
https://support.google.com/business/answer/2911778?hl=en
https://support.google.com/business/answer/2911778?hl=en


8

GOOGLE BUSINESS 
PROFILE 
OPTIMIZATION

• Complete profile (photo, bio, services)
• Updated contact info and hours
• Posts, Offers, Events
• Local keywords
• Manage Reviews – Respond to all!

Tip: Fresh reviews signal relevance and 
activity. Responses show you care and 
are invested.
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REVIEW = MODERN REFERRAL RESUME

• Why reviews matter more than ever
• Quantity + recency matter
• Automating the ask – email/text with permissions

• “Congratulations again! If you felt supported during this process, would you mind taking 2 minutes to 
leave a quick review? It really helps future borrowers feel confident working with me.”

• “My business is built on referrals and trust. If you feel I earned it, I’d truly appreciate you sharing a 
short review about your experience. It helps others know what to expect.”

• “Hi [Name]! So happy we got this to the finish line. If you have a moment, here’s the link to leave a 
quick review. It means a lot and helps future homeowners feel confident reaching out.”
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LEVERAGING TESTIMONIALS STRATEGICALLY

• Turn reviews into social posts
• Include in email signatures
• Add to your website
• Use in partner presentations and at consumer events

Trust multiplies when testimonials are visible.
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SOCIAL MEDIA = TRUST   
AT SCALE
• Educational > promotional
• Position yourself

• Shift from: “I offer great rates.”
To: “I help borrowers navigate options that align 
with their goals and avoid costly mistakes.”

• Consistency builds familiarity, but quality over 
quantity always

• Video builds authority and credibility
• Comment engagement builds approachability
• Basic Content Pillars:

• Education
• Market insights
• Borrower stories
• Community involvement
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LINKEDIN FOR BUSINESS PARTNER TRUST

• Professional positioning
• Engaging with real-estate agents and financial professionals
• Posting industry insights
• Showcasing expertise
• Webinar: July 15th

Your LinkedIn profile should read like a trusted advisor, not a salesperson
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SECTION 2: OFFLINE REPUTATION
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YOUR IN-PERSON BRAND

• Events / Seminars – Refer to March 4 LGT Webinar for details
• Networking groups
• Realtor meetings
• Community involvement

Trust accelerates face-to-face.
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YOUR REPUTATION

• Clear communication
• Proactive updates
• Problem-solving mindset
• Delivering on time

Consistency and communication 
build trust.
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THE 24-HOUR RULE

• Respond quickly, follow up fast
• Even a simple acknowledgement can make a      

big impact
• Address concerns directly
• Over-communicate during stress points
• Responsiveness = professionalism
• Common Reputation Killers

• Inconsistent communication
• Outdated profiles
• No reviews
• Overly sales-focused social media
• Disappearing after closing
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SECTION 3: ALIGNING                    
ONLINE + OFFLINE
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REPUTATION RESET PLAN

Audit, Create 
and Optimize 

profiles

Request 5-10 
Reviews and 

Recommendations

Get Active on 
Social Media

Speaker’s note: Review/Watch 
our Meta (Facebook) and 

LinkedIn sessions for deeper 
dive on optimizing your profile 

and sharing.

Commit to 
Consistency

Small actions. Big credibility shift.

1 2 3 4
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KEY TAKEAWAYS
• Trust is your real currency
• Visibility builds credibility
• Education builds authority
• Consistency builds momentum
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These materials are designed to provide the reader with a general overview and understanding of the topic(s) presented and are not 
intended as a substitute for consultation with qualified legal counsel regarding the manner, in which the laws, regulations, and guidelines 
covered may apply to a particular fact pattern or business model.  No part of this presentation may be reproduced, forwarded, copied, or 
redistributed in any form or by any means without the prior written consent of Mutual of Omaha Mortgage (“MOOM”). This presentation 
could include technical inaccuracies or typographical errors. MOOM does not guarantee the accuracy of the information provided and 
disclaims any and all express or implied warranties, including, but not limited to, any warranties of merchantability or fitness for a particular 
purpose or use. This presentation should not be construed as legal advice or relied on as a sole resource for any part of the Lifestyle 
Home Loan. Unauthorized reproduction, forwarding, distribution or display of this copyrighted work is subject to criminal and civil penalties 
under federal law. These materials are not from and were not approved by HUD or FHA.
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Borrower must occupy home as primary residence and remain current on property taxes, homeowner’s insurance, the costs of home maintenance, and any HOA fees.

Mutual of Omaha Mortgage, Inc. dba Mutual of Omaha Reverse Mortgage, NMLS ID 1025894. 3131 Camino Del Rio N 1100, San Diego, CA 92108. Alabama Consumer Credit License 22123; Alaska 
Broker/Lender License AK1025894. Arizona Mortgage Banker License 0926603; Arkansas Combination Mortgage Banker/Broker/Servicer License 109250; Licensed by the Department of Financial 
Protection & Innovation under the California Residential Mortgage Lending Act, License 4131356; Colorado Mortgage Registration 1025894; Connecticut Mortgage Lender License ML-1025894; 
Delaware Lender License 028515; District of Columbia Mortgage Dual Authority License MLB1025894; Florida Mortgage Lender Servicer License MLD1827; Georgia Mortgage Lender 
License/Registration 46648; Hawaii Mortgage Loan Originator Company License HI-1025894; Idaho Mortgage Broker/Lender License MBL-2081025894; Illinois Residential Mortgage Licensee 
MB.6761115; Indiana-DFI Mortgage Lending License 43321; Iowa Mortgage Banker License 2019-0119; Kansas Mortgage Company License MC.0025612; Kentucky Mortgage Company License 
MC707287; Louisiana Residential Mortgage Lending License 1025894; Maine Supervised Lender License 1025894; Maryland Mortgage Lender License 21678; Massachusetts Mortgage Broker and 
Lender License MC1025894; Michigan 1st Mortgage Broker/Lender/Servicer Registrant FR0022702; Minnesota Residential Mortgage Originator Exemption MN-OX-1025894; Mississippi Mortgage 
Lender 1025894; Missouri Mortgage Company License 21-2472; Montana Mortgage Broker and Lender License 1025894; Nebraska Mortgage Banker License 1025894; Nevada Exempt Company 
Registration 4830. Licensed by the New Hampshire Banking Department, Mortgage Banker License 19926-MB; Licensed by the New Jersey Banking and Insurance Department. New Jersey Residential 
Mortgage Lender License 1025894; New Mexico Mortgage Loan Company License 1025894; North Carolina Mortgage Lender License L-186305; North Dakota Money Broker License MB103387; Ohio 
Residential Mortgage Lending Act Certificate of Registration RM.804535.000; Oklahoma Mortgage Lender License ML012498; Oregon Mortgage Lending License ML- 5208; Pennsylvania Mortgage 
Lender License 72932; Rhode Island Lender License 20163229LL. Rhode Island Loan Broker License 20163230LB; South Carolina BFI Mortgage Lender/Servicer License MLS-1025894; South Dakota 
Mortgage Lender License ML.05253; Tennessee Mortgage License 190182; Texas Mortgage Banker Registration 1025894; Utah Mortgage Entity License 8928021; Vermont Lender License 6891; 
Virginia Mortgage Broker and Lender License, NMLS ID #1025894 (www.nmlsconsumeraccess.org); Washington Consumer Loan Company License CL-1025894; Wisconsin Mortgage Banker License 
1025894BA; Wyoming Mortgage Lender/Broker License 3488. (866) 200-3210. Subject to Credit Approval. 

Charges such as an origination fee, mortgage insurance premiums, closing costs and/or servicing fees may be assessed and will be added to the loan balance. As long as you comply with the terms of 
the loan, you retain title until you sell or transfer the property, and, therefore, you are responsible for paying property taxes, insurance and maintenance. Failing to pay these amounts may cause the loan 
to become immediately due and/or subject the property to a tax lien, other encumbrance or foreclosure. The loan balance grows over time, and interest is added to that balance. Interest on a reverse 
mortgage is not deductible from your income tax until you repay all or part of the interest on the loan. Although the loan is non-recourse, at the maturity of the loan, the lender will have a claim against 
your property and you or your heirs may need to sell the property in order to repay the loan, or use other assets to repay the loan in order to retain the property.

These materials are not from HUD or FHA and the document was not approved by HUD, FHA or any Government Agency.

For licensing information, go to: www.nmlsconsumeraccess.org
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Mutual of Omaha Mortgage, Inc. dba Mutual of Omaha Reverse Mortgage, NMLS ID 1025894. 3131 Camino Del Rio N 1100, San Diego, CA 92108. Subject to Credit Approval. 
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