
If you are to effectively lead 
this change it is critical that 
you recognize your style and 
approach as well as that of other 
senior managers in your business.  
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We are now in the last 
half of the year and 

the mortgage lending com-
munity is in the throes of 
preparing for the process 
changes based on the CFPB 
requirements that take effect 
on January 14, 2014. How 
are you as a leader able to 
maneuver theses changes 
effectively? How can you do 
this with as little disruption 
as possible to the people 
and the workflow while en-
suring business success? 



This article is focused, not on the 
change itself but the personalities that 
are leading the change and how each of 
these distinct leadership personalities 
can best deal with the inevitable ques-
tions, concerns and fears dwelling un-
derneath the surface changes.  

There are three distinct personality 
types most frequently found in busi-
ness leaders during a significant period 
of change. 

 “The Bold” –are people who are 
out front and center around creating 
new ideas, innovative thought process-
es and embracing change. The Bold do 
not want to be left behind. They can 
be somewhat risk tolerant, able to take 
chances and think “just do it,” but they 
typically go through a thought pro-
cess while they are implementing the 
change. They are very open to trying 
something new or different if they see 
value in the process. They show up in 
the world as highly confident, outgo-
ing, active and sometimes impatient.

“Steady As We Go” -  are people 
who are all right with change and in-
novation if they feel comfortable after 
they’ve completed a lot of research, 
asked questions and educated them-
selves thoroughly on what they feel 
they needed to know about how the 
company is going to be impacted with 
the change. They are typically cautious 
in nature, so they will take a bit more 

time to come to the conclusion that 
change has to happen. They are also 
good listeners, practice patience and 
appear more quiet spoken.

“Don’t Rock the Boat” – are people 
who hold on to tradition and are some-
what risk adverse in their thinking. 
They are highly competent when it 
comes to strategic thinking and main-

taining the status quo on well-proven 
methods of doing things, and they re-
sist change unless they are convinced 

it’s for the good of the company. And 
then they are reluctant to move quickly.  
Sometimes these personalities are ac-
cused of being in a time warp, refusing 

to seek better and more efficient ways 
of doing things. The persona is such 
that they have to be pulled, kicking and 
screaming to “do it” differently.  

Which are you? You may have char-
acteristics of all three traits, but one that 
is most prominent. If you are to effec-
tively lead this change it is critical that 
you recognize your style and approach 
as well as that of other senior managers 
in your business. For example, if you 
are a Bold leader, but the head of your 
risk management and compliance area 
is a Don’t Rock the Boat type, it is im-
portant that you recognize this. Trying 
to force new ways of doing things and 
implementing the use of untried tech-
nology may just result in a stalemate.  

Other items of importance.
It’s important to understand how you 

process and implement change so your 
message is conveyed clearly, concisely 
and openly throughout your organiza-
tion. It’s also important that you have 
a clear understanding that staff is made 
up of these types of personalities as 
well. Knowing ahead of time that there 
is a blend of how people process change 
is vital for your company to be success-
ful in implementation of the changes 
coming.   Some folks will manage and 
embrace change easier and faster than 
others. There will be those who need 
to know more facts and need time to 
process and they probably will be ask-
ing questions for clarification and un-
derstanding. There will be a few who 
will struggle with having to do things 
differently and will automatically resist 
it. If you are aware ahead of the time, 
that not all people are the same when 
processing change, the better off you 
will be and this will give you the op-
portunity to have conversations that 
dispel fear and resistance.  

Conveying the message.
How you convey a message around 

change needs to be understood so that 
everyone will get on board on what 
needs to be done. This will help alle-
viate stress, fear and resistance. Your 
message should reflect and acknowl-
edge that “not everyone has an easy 
time with change, but it has to happen 
because of these new regulations and 
“as the leader of the company, my goal 
is to make this as seamless and transpar-

It’s important to understand how 
you process and implement 
change so your message is 
conveyed clearly, concisely 
and openly throughout your 
organization.



ent as possible.” Suggestions should 
follow this comment – “what kind of 
questions do you have?” or “what do 
you need from the leadership team to 
support you as we maneuver through 
these changes?” 

Conducting a strategic planning 
meeting with key senior management 
with the focus on the upcoming CFPB 
changes is crucial. It’s important that 
everyone on the leadership team un-
derstands how the new rules are go-
ing to impact the company and what 
everyone’s roles and focus is going 
to be to get ready.  Asking the ques-
tion of each senior manager how they 
deal with change would be helpful so 
there is clarity and understanding of 
everyone’s thought processes, which 
in turn can create clarity and focus on 
the goals. During this meeting, ideas 
should be allowed to be shared even 
if they won’t necessarily be imple-
mented. The next step is to conduct a 
meeting with middle-level managers 
to get their buy-in on what the lead-
ership team is implementing. Again, 
finding out how middle-level manag-
ers process change is also important as 
they convey direction and communi-
cation down through the ranks. Help-
ing them deal with changes that have 
to be implemented, letting them share 
where they need guidance, support 
and clarity around where the company 
is going is key to the success of what’s 
going to happen. Another suggestion 
is conducting a town hall meeting(s), 
(depending on how large the company 
is and where people are logistically 
located) for/with staff is a suggestion 
that might be effective in determining 
how to convey the message of what 
we need to do as a company to abide 
by the new rules of the CFPB that need 
to be implemented. The more you can 
share and get buy-in and agreement 

from everyone, the easier the process 
should be.

Creating internal committees to 
focus on particular tasks that need 
to be put in place or changed is one 
suggestion. These committees should 
be comprised of a leadership person, 
middle-level managers and staff that 
meets regularly, brain storms, com-
municates and allows for all ideas to 
be heard. FYI – younger generations 
expect this type of leadership. This 
creates engagement of various people, 
who take pride in what they are doing, 

are made to feel important and who 
take ownership and responsibility for 
tasks and goals that get done. 

Some steps to take on implement-
ing change could include:
• Establish the criteria by defining 

general characteristics that a so-
lution should have 

• Be objective

• Try to keep it simple, but include 
criteria that is needed or desired

• Develop an action plan
• Goals
• Strategy behind
• A timeframe – including how 

often should you meet to stay 
on track?

• Define who is responsible for 
what

• Define expected outcome
• Decide how you will know 

when the implementation is 
complete

The mortgage industry is a resilient 
industry and I daresay it has gone 
through drastic changes over the past 
eight years. The CFPB’s upcom-
ing rules are simply part of the new 
change hitting the space, with a focus 
on protecting the consumer, which we 
should have done in the first place.  
Just a thought. 
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Conducting a strategic planning meeting with  
key senior management with the focus on  
the upcoming CFPB changes is crucial.


