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customer experience 
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advantage 
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B I R D E Y E  P R O D U C T S  U S E D

Company snapshot
Waterstone Mortgage is a residential mortgage lender with the ability to lend in 48 states. 

The company has locations in 21 states and about 650 employees. In 2019, they helped 

over 14,000 people achieve the dream of homeownership. Providing an exceptional 

customer experience is paramount to Waterstone Mortgage.
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Background

Creating strong reputations that drive 
choice from home buyers

Before partnering with Birdeye, Waterstone Mortgage did not have a platform to manage 

all of the online reputations of their individual branches and loan originators. They knew

the importance of receiving feedback, so they included paper surveys in the closing 

package. This proved to be ineffective, as many times the customer did not fill it out, or 

there was a time delay in getting the survey into the right hands, which caused a loss of 

referrals. Waterstone Mortgage needed a better way to collect feedback, build and manage 

reputation, and gather insights into the customer experience. This is when they turned 

to Birdeye. 

Waterstone Mortgage has hundreds of loan originators, and they needed to ensure that

their prospects could find them and see their great reputations. With Birdeye, Waterstone 

Mortgage has automated the process of building and managing each loan originator’s (LO) 

online reputation. Each LO has their own SEO-enhanced profile with Birdeye. They also have 

their own reviews highlighted on their website using Birdeye’s API. Using Birdeye’s 

integrations with Encompass, Waterstone Mortgage is able to automatically drive reviews 

after a closing to each loan originator’s Google, Facebook and Zillow pages, so that 

prospects always see their stellar reputation. 

Reviews Surveys InsightsBenchmarking
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Automating the review process has made it very easy for the customer to leave a review

on the sites that matter. With Birdeye alerts, the LO and branch managers receive instant 

customer feedback and Waterstone Mortgage can build great online reputations for each 

of its hundreds of loan originators. Waterstone Mortgage has seen an increased rating and 

a 338% increase in reviews since implementing Birdeye. Integrating the loan originators’ 

online reviews and social channels is an important factor for Waterstone Mortgage. With 

Birdeye, they are able to automate positive review posts to each loan originator's business 

Facebook and LinkedIn pages – increasing trust among other potential homebuyers.

L I S A  B U L L E R ,  D I G I T A L  M A R K E T I N G  S P E C I A L I S T

“Birdeye automates a simple process for customers 
to share their experience. This not only provides a better 
customer experience, but also results in improved search 
engine ranking and naturally produces new leads.” 
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Collecting feedback with surveys
Beyond reviews, Waterstone Mortgage also understands the importance of collecting 

feedback after each closing. Before Birdeye, they were including paper surveys with their 

loan closing papers. This was not very efficient or effective. With Birdeye’s Encompass 

integration, they are able to automatically send customized surveys out 24 hours after a 

loan is funded. They are now seeing an average of 39% response rate for their surveys. Both 

the loan originators and the branch managers benefit by receiving instant feedback. Each 

survey can be easily responded to through Birdeye, and branch managers often use this 

feedback as a source of praise for the loan originator or other team members. 

With all of their customer feedback now in one place, Waterstone Mortgage now has the 

insights they need to easily understand and take action. They can leverage these survey 

responses to optimize business decisions that make customers happier, faster.
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Taking the guesswork out of 
customer experience
Birdeye reporting helps Waterstone Mortgage stay on top. With highly customized reporting 

by loan originator, branches and more, they now use the reporting for management reports. 

On both a branch and corporate level, the company can see how they are performing. 

The loan originators are also very competitive, and Birdeye has enabled some branch 

managers to organize friendly competitions.

E R I C K A  S M I T H ,  V I C E  P R E S I D E N T  -  M A R K E T I N G  

“Customer experience is paramount for all our employees. 
These surveys help us tweak our strategic plan. Without 
Birdeye, there was no way to act on feedback. We are largely 
referral-based, and satisfied customers refer us and come 
back to us when they need to refinance or buy a new home. 
Everyone wins when you provide great service, so having 
Birdeye there to gauge our CX is essential. I wish we would 
have done it sooner.” 
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L I S A  B U L L E R ,  D I G I T A L  M A R K E T I N G  S P E C I A L I S T

“Birdeye helps us provide a better experience for our 
customers. It provides us with real-time data that is
actionable. It improves internal processes and allows 
us to better manage our online reputation” 

Staying on top of the competition
With Birdeye Benchmarking, Waterstone Mortgage is able to understand where they rank 

in the industry, then leverage those competitive insights to stay ahead of their competition. 

With customized keywords like “brand”, “closing”, “experience”, interest and fees”, “process” 

and “staff”, they can receive insight on not only their own rankings, but also on their relative 

competitive advantage in these areas.

Waterstone Mortgage

Waterstone Mortgage uses Birdeye reporting to see if there are any opportunities for 

growth, development, or training. Reporting also helps them identify trends for process 

changes. For the occasional negative experience, they are now able to quickly loop in 

customer support to quickly resolve any issues. Being able to quickly turn any detractors 

into promoters is essential.  
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L I S A  B U L L E R ,  D I G I T A L  M A R K E T I N G  S P E C I A L I S T

“We looked around for a solution, and Birdeye was the one 
that met all our needs. We wanted to get our hands around 
our reputation. Birdeye has the ability to be flexible, is an 
innovative product, and they understand the mortgage 
industry’s unique needs, systems, and integrations. Birdeye 
is adaptable and works with us as a true partner.” 

The Birdeye difference
When Waterstone Mortgage looks for a software partner, they emphasize the importance 

of working with someone who understands the mortgage industry’s unique needs, systems, 

and integrations. They chose Birdeye as the platform they knew would be the best at 

providing Waterstone Mortgage with tools and data to stay on top of their competition and 

meet their company goals.

By implementing a company-wide, automated process to help originators and branches 

ask for online reviews, Waterstone Mortgage has increased their online presence including 

their search ranking. This, in turn, has increased their loan originators’ visibility online and 

generated more referral business. Automating the review request process has also 

allowed loan originators to focus more on the leads coming in, instead of spending 

excessive time following up with closed borrowers to ask them for referrals. Receiving 

feedback ensures other customers have an exceptional experience.

Competitor 3Competitor 1 Competitor 2



About Birdeye

Omnicorp

Birdeye is an all-in-one customer experience platform that provides businesses with 

the tools to deliver great experiences at every step of the customer journey.  

More than 60,000 businesses of all sizes use Birdeye every day to be found online and 

chosen through listings and reviews, be connected with existing customers using text 

messaging, and deliver the best end-to-end customer experience with survey, ticketing 

and insights tools. 

Want to learn more? Head to our website and see why over 60,000 businesses trust 

Birdeye to help them be found, be chosen, be connected and be the best.

The all-in-one customer experience platform that provides 
businesses with the tools to deliver great experiences at every 
step of the customer journey.
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Birdeye products
Birdeye is the only comprehensive platform for customer experience that offers a range 
of products that scale with your business.

Listings

Manage your business listings on 50+ sites to rank higher everywhere online. Dominate 

local SEO with your custom Birdeye profile.

Reviews

Get customer reviews on sites that matter to your business and boost customer happiness 

by leveraging feedback from 150+ review sites.

Referrals

Let your customers refer your business to their family and friends and get new customers 

through word of mouth.

Interactions

The single customer interactions software for your team to connect with leads and 

customers through text, live chat, video and bulk messaging.

Surveys

Connect with your customers at any point in their journey by engaging at the right time, in 

the right channel, with simple and effective surveys.

Ticketing

Convert reviews, social mentions and survey responses into support tickets and solve 

issues before they escalate.

Insights

Dig beneath reviews, ratings, customer feedback, and survey scores to discover what's 

working, what's not, and where.

Benchmarking

Analyze your competition through customer feedback to understand where you rank in your 

industry and leverage competitive insights to get ahead.

See how Birdeye can help you grow your business! 
Call us at 1-800-561-3357, schedule a demo or visit www.birdeye.com for more information.BI
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tel:18005613357
https://birdeye.com/cal/schedule/

