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By Ashley Myers
Member First Mortgage

Career- 
Mapping  
Culture:  
How to‘Hook’  
a Restless,  
Younger  
Workforce
Creating a Strong Culture with Purpose, Belonging

Credit unions and CUSOs share a certain spirit of “people helping people” focused on deliver-
ing unquestionable member experience. We are deliberate and driven in assisting members in 
securing their financial futures in the same way family gives us a sense of belonging.

When we replicate the experience of family in the workplace, the spirit naturally flows from the em-
ployee to the member, creating a much deeper relationship and bond between the member and the 
company.

Watching the workforce age along with a shrinking pool of experienced candidates should motivate 
organizations to take notice and act. 

THE NEXT  
GENERATION



Member First Mortgage began to 
pursue individuals that may have never 
heard of a credit union or considered 
a mortgage company as a career path 
possibility. Universities and colleges ac-
quaint students with financial services 
generally, focusing on broader subjects 
such as economics, computer engineer-
ing, accounting and finance; but they 
do not offer programs and curriculum 
tailored specifically to the operational 
mechanics and logistics of running a 
mortgage company.

The initial plan in Member First’s 

journey targeted connecting with col-
lege freshmen to introduce them to the 
industry and career opportunities they 
may have never been acquainted with, 
and hire them for part-time and sum-
mer work to provide them opportuni-
ties to get their “feet in the door” while 
pursuing their degree, and offering ex-
perience and growth in their roles be-
fore they graduate.

After all, once you are hooked in 
mortgage lending, you are a lifer, right? 
So Member First set out to “hook them 
early.”

AN UNPRECEDENTED TIME
Then Covid hit, changing ev-
erything for everyone. Mem-
ber First Mortgage had to 
make the critical decision to go 
remote overnight. During this 
unprecedented time of restric-
tions and limited in-person 
gatherings, the mortgage in-
dustry went into hyper-drive 
with explosive volume and low 
interest rates, further shrink-
ing the candidate pool and 
making it next to impossible 
to find experienced individu-
als to hire. 

There was immense turn-
over looming, competitors of-
fering obscene sign-on bonus-
es, and inflated salaries making 
hiring a high-risk bet. As a 
result, Member First chose to 
focus on our culture and how 
to spread it. The focus became finding 
candidates with the right culture fit and 
investing in their career paths.

How did Member First successfully 
identify and place inexperienced em-
ployees that fit the organization’s cul-
ture? By providing what every human 
being can relate to—a strong sense of 
belonging, purpose, appreciation, work 
ethic and acceptance; in other words, 
a family. It’s a family invested in that 
sense of belonging, one that allows its 
members to reach higher, find stability, 
expand. 

Younger generations are restless, ea-
ger to learn, impatient for results, fo-
cused on career growth, and desiring 

“
Member 

First chose to 
focus on our 
culture and 

how to spread 
it. The focus 

became finding 
candidates with 
the right culture 
fit and investing 
in their career 

paths.

“

recognition. To solve our business and 
talent problems, Member First relied on 
talent optimization software and began 
hiring inexperienced, eager, like-mind-
ed individuals with inherent behavioral 
profiles and drives likely to thrive, suc-
ceed and love the challenge of the job. 

Then Member First trained them in 
the technical skills they needed and pro-
vided the mortgage education. If you 
truly know and understand what the job 
is and does, you can hire inexperienced 
candidates with the raw drive that fits 
the role, and teach them the rest. 

We created an administrative position 
designed solely to assist multiple depart-

ments with various projects 
and administrative needs 
to ease the burden on more 
seasoned employees. Within 
that position, employees 
could learn about the “life 
cycle of the loan” and each 
department’s role in the loan 
process. (See related article 
on Anna Kimbro.) 

These administrative em-
ployees then identified de-
partments and roles they 
enjoyed and excelled at. 
Later, they moved into their 
desired permanent roles and 
developed specialized train-
ing courses and job shad-
owing to gain the technical 
skills of the positions.

Using the talent and be-
havioral optimization soft-

ware at Member First’s disposal, job and 
behavioral profiles were coupled and 
aligned with candidates with these spe-
cific roles. This allowed Member First 
to speak with employees about their ca-
reer goals and offer other paths within 
the company where they were likely to 
thrive. 

Next was mapping a path for them to 
gain the experience and education need-
ed or required to move into these areas, 
building bench depth and strength in 
areas that were lacking.

Member First Mortgage also saw what 
was happening when the pandemic hit 
and made the decision to stay remote 
early-on. It wasn’t an easy decision, nor 
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was it one taken lightly, but Member 
First could see the benefits on multiple 
levels even though staff and manage-
ment didn’t see all of the effects at once. 

Despite some doubts, Member First 
took the plunge, which has paid mul-
tiple dividends: Remote work is now 
what everyone wants.

ADDITIONAL INITIATIVES
Other initiatives at Member First 
Mortgage were developed and adapted 
to build a sustaining culture to attract 
younger talent, retain current talent 
and excel in the “new normal” of a re-
mote environment:

  Levels and positions were added 
in departments to offer more op-
portunities for advancement at 
a quicker pace, such as a junior 
processor with a smaller pipeline 
to grow into a processor and then 
senior processor.
  Functional leadership roles were 
developed for employees that pre-
fer to be subject matter experts vs. 
managing people.
  Training was provided for an em-
ployee-to-team leader-to-manager 
path to allow exceptional leader-
ship to flourish and grown with the 
work family.

   CARE Committee (“Cel-
ebrating and Recognizing 
Employees”) received a 
heavy investment: send-
ing regular gifts to our 
remote staff, encouraging 
them and thanking them 
for their hard work dur-
ing a difficult and uncer-
tain time.
  Fund-raising and service 
opportunities continued 
to be offered to allow em-
ployees to give back to 
the community through 
a Community Commit-
tee and other charity av-
enues.
  Technology became a 
focus to bring people 
together amid virtual meetings, 
encouraging chats with Microsoft 
Teams and using productivity soft-

ANNA KIMBRO’S STORY
One of two original young workers hired as an Operations 
Department Administrative Assistant (OAA), a position 
the company created to help young, inexperienced hires 
learn and gain experience, Anna Kimbro describes her 
experience working at Member First Mortgage:

“I started at Member First Mortgage in April of 2020 with 
zero mortgage experience, as an Administrative Assistant in 
the Operations Department. Our team helped with multiple 
departments, and after working almost exclusively with the 
Processing Department for 5-to-6 months, I was promoted 
to Pre-Processor. 

“In this new role, I was able to work more closely with the department 
by attending meetings and training with Senior Processors. I made it known 
that I wanted to gain more knowledge about processing and how to get a 
loan to closing, and after another 6 months, I began training to become a 
Junior Processor with my own borrowers and files. 

“What I quickly noticed about the company was the culture and 
dedication to its employees. The room for advancement was made very 
clear, and they prioritized promoting from within. Member First made sure 
to identify my strengths, and my supervisors eagerly worked with me to 
help me transition into a role I enjoy and could excel in.”

Anna Kimbro

ware to find ways to help employ-
ees work smarter and more effi-
ciently. In the works is a platform 
for employees to recognize each 
other in their daily, extraordinary 
talents, dedication and service 
to credit unions, borrowers and 
team members.

  Incentive and bonus 
programs were trans-
formed to tie to com-
pany goals and remain 
competitive and fo-
cused on success and 
production.

It’s important to under-
stand that the CUSO mort-
gage industry is not for the 
faint of heart. Historically, 
it is a high-pressure envi-
ronment fraught with high 
demands on one’s time, 
multitasking, tight dead-
lines, quick growth and 
evolving business models 
while demanding superior 
member service from every 
employee. 

Member First Mortgage strives to be 
a team of like-minded individuals that 
excels in rising to the challenge and 

drives success. Modeled from the top, 
employees are producers who show up 
and support each other in the journey. 
Members First invests in its employees, 
shows others the path to growth and 
success, all while creating and providing 
a sense of belonging  to secure their fu-
tures, similar to credit unions and their 
members. 

“If you truly know 
and understand 

what the job 
is and does, 
you can hire 

inexperienced 
candidates with 
the raw drive 

that fits the role, 
and teach them 

the rest.

“


