
 

Jelaire Grillo: 
You're hearing and listening to the loan officer and where they're struggling during the process, and 
you're iden:fying ways that you can use the technology, which is the hardest thing for them to adopt. It's 
not that they were sleeping on the technology. It's just that while they were moving that fast, the 
technology grew so much in the last two years. They haven't had a chance to stop and catch up. 

James Robert Lay: 
Gree:ngs and hello. I am James Robert Lay, and welcome to episode two 11 of the Banking on Digital 
Growth podcast. Today's episode is part of the game changer series, brought to you by Total Expert. And 
I'm excited to welcome Jelaire Grillo back to the show, who first joined me for a conversa:on going all 
the way back to episode 155. Jelaire is the brand ambassador at prosperity home mortgage, and travels 
the country, training and eleva:ng mortgage lenders and leaders to change the game and help maximize 
their own future growth poten:al. Welcome back to the show Jelaire. It is so good to share :me with 
you today. 

Jelaire Grillo: 
I'm excited. I love hanging out with you 

James Robert Lay: 
Before we get into your own game. Changing story of growth, what is good in your world right now, 
personally or professionally? It is always your pick to get started off on a posi:ve note. 

Jelaire Grillo: 
Well, making a transi:on at PHM, and I'm excited about that, moving from a customer rela:onship 
manager role to a brand ambassador role. So, out on the road, really represen:ng PHM, really geWng 
into the field and working with our MCs and our real estate partners. And I really love that. It's my sweet 
spot, and I get excited when I get out there. And then personally, I'm going to compete in an Olympic 
liYing compe::on in July, and I'm excited and nervous about that experience. So, I would say there's a 
lot of fun, good things happening right now. 

James Robert Lay: 
Well, I think both, there's a paZern. There's a trend that I'm seeing professionally and personally, is you 
are going outside of your comfort zone. You are escaping the cave of complacency that I think prevents 
so many of us from achieving exponen:al growth, or from changing the game. And if you think about 
what you're doing personally, what you're doing professionally, it might feel a liZle bit scary, it might feel 
a liZle bit in:mida:ng, it might feel a liZle bit overwhelming, but using that fear for fuel is a fantas:c 
way to con:nuously change the game. What are your thoughts on that? 

Jelaire Grillo: 
Yeah, I mean, so I am the type of person that needs to con:nuously place myself outside of the box, 
outside of my comfort zone. So, I'm always looking for opportuni:es that will help expand me personally 
and professionally. So, having both of these things happen almost sort of simultaneously is really just 
fantas:c for me. It's scary, it's overwhelming, but like you said, and I said this earlier when I was talking 
to my coach for Olympic liYing, I'm just going to use this fear, these nerves to fuel where my path goes 
next, right? Well, that's the compe::on. And then what happens aYer that? It's the same thing with this 
new role at PHM? This is the first :me they've had a role like this, so I'm seWng the precedent, and that 
can be scary, to build something new, but I love it, it's exci:ng, and I'm going to focus on that. 



 

James Robert Lay: 
Yeah. When you think about changing the game, this idea of a brand ambassador, this new role that 
you're taking ownership of, and I'm so excited for you- 

Jelaire Grillo: 
Thank you. 

James Robert Lay: 
Could you set some context for the dear listener here of what exactly is a brand ambassador? Because 
this is, par:cularly within the financial services space, I think is a rela:vely new role that many might 
have not heard of before. What is a brand ambassador for context? 

Jelaire Grillo: 
So, it's funny that you should ask that because when we were entertaining the idea of this role, we did a 
lot of research on what a brand ambassador would do and what it would look like. And there are so 
many different defini:ons of a brand ambassador. So, for us here at PHM, it was really about, what does 
that person look like for PHM? So here, the brand ambassador is traveling throughout the country, in 
market with our MCs, which are loan officers, and with our real estate brands. So, geWng into market, 
talking about PHM, building up the brand, building up the products, the programs, and even the 
technology with our MCs and with our real estate partners, the value add it brings to the table. And I've 
already sort of been doing that. I love to put myself out there, and I love to put PHM out there. I've been 
doing that a lot. And so naturally, it just made sense to move this into a bigger role. 

Jelaire Grillo: 
And honestly, we're going to kind of play at it as we go. I'm sure it will expand into other things, but for 
right now, we're just going to expand on what I've currently been doing in market. 

James Robert Lay: 
So, a liZle bit of marke:ng, a liZle bit of sales, a liZle bit of brand, a liZle bit of product. I want to go 
back, before we go forward here. 

Jelaire Grillo: 
Sure. 

James Robert Lay: 
And let's go back, in your mind, three years and specifically look at the lens of marke:ng, look through 
the lens of sales. What did that look like for you? What did that look like for your team three years ago? 
And how do you feel like marke:ng and sales has transformed the most over this period of :me? 

Jelaire Grillo: 
So three years ago, I think we were s:ll introducing new technology into the field, from a marke:ng 
standpoint of view. It was all very new and very fresh. It was almost like you went from a very AOL type 
version, old school, liZle archaic, and then [inaudible 00:06:36] 

James Robert Lay: 
You've got mail. 



 

Jelaire Grillo: 
You've got mail. Exactly. And then you made a jump into the 2.0 version and it wasn't a very sort of... It 
didn't seem to flow as easily, I think as people liked it to, right? I think it really went from one to the 
other three years ago. So three years ago, the focus was, okay, what does this new technology look like? 
How do we get people to buy into it? Now, three years later, my approach is different. I mean, listen, 
we're s:ll trying to get people to buy into technology, right? Change is hard for people. 

James Robert Lay: 
Yes. 

Jelaire Grillo: 
But what's happened, and what I tell our loan officers when we meet in person is, the last two years, 
they have been nonstop moving, closing one loan aYer the other, moving on from one client to the next. 
And it's not that they were sleeping on the technology, it's just that while they were moving that fast, 
the technology grew so much in the last two years. They haven't had a chance to stop and catch up. And 
so now, here we are three years later, the market's s:ll crazy and they're s:ll preZy busy, but it's a 
different kind of busy. 

James Robert Lay: 
Right. 

Jelaire Grillo: 
And now we're having to flip that mindset and say, okay, now we have to go back and focus on the 
technology a liZle bit, because if you don't embrace it, you're going to fall behind. And so that's kind of 
the evolu:on that I've seen over the past three years. 

James Robert Lay: 
Yeah. So, to transform the game, it's about transforming the technology, but it's also about transforming 
the mindset. If you think about where you were three years ago and the journey that you've taken over 
those past three years, what's the biggest challenge, or maybe the biggest roadblock that you've had to 
work through to change the game, to get to the point to where you're at today? 

Jelaire Grillo: 
I mean, I think if you were to ask anybody this ques:on in this industry, it's always just going to be 
mindsets, right? I think we get so stuck and so comfortable. And we talked about this earlier, we get so 
comfortable that we think this way works and we think it will con:nue to work. And then at some point, 
it stops working, and it's almost like it's passed you by. The opportuni:es were there, but you just didn't 
take them. So, it's just that mindset shiY that embrace of change, that ability to be uncomfortable, even 
though it's for the greater good 

James Robert Lay: 
Prac:cally speaking, how are you helping others out in the field focus, I would say more on human 
transforma:on? Because it's the human transforma:on that is working alongside the digital 
transforma:on, so that we can transform hearts and minds to help them see things maybe a liZle bit 
differently than how they saw them before, which would help them think differently. But that doesn't 
mean that they're going to act differently. To bridge the gap between the thinking, the thought and the 



 

ac:on, it's really the feelings and the emo:ons. So, what are you doing? How are you helping mortgage 
lenders and leaders transform the complexi:es, if you will, of change? 

Jelaire Grillo: 
So, that's a game, right? I think it's a game, because you could try something one :me and it works with 
one person, and then try something with another group and it doesn't work with them. And so you're 
constantly trying to change the game and level up your way of trying to get them to alter and shiY their 
mindsets. But recently, what I've no:ced is if you can play to the value, add that something brings to the 
table, and really give those aha moments to those loan officers, then you've already started to inch your 
way in. And once that door opens, you can really kind of shove your way in there and show them that is 
possible. So, we do have an exercise that we just recently put together here at PHM. And I did it for the 
first :me actually last week, but I've been doing it with individuals. Last week was the first :me I did it 
with a group. But basically, take our journey for our clients, right? Let's use that as the example. 

Jelaire Grillo: 
We've founda:onally built in a lot of different things that will help them, a lead rou:ng journey, 
prospects, in process, post close. We've built that founda:on, but that founda:on doesn't speak to who 
that loan officer is, their brand, who they are, their authen:city. We don't do that. We can't, not on 
this... We have 500 loan officers impossible. So, we work through an ac:vity that gives them a number of 
ques:ons that helps them get one person from one spot to the next. And when we do that, we start to 
iden:fy their wants, what they wish and what they wanted to do in the process, but they just can't figure 
out the right way to do it. We iden:fy the redundancies to help them create efficiencies and streamline. 
We iden:fy where they are roadblocking, and how their managers can come in and support them. 

Jelaire Grillo: 
And so through this exercise, you're doing a lot of things. You're crea:ng efficiencies in the process, 
you're hearing and listening to the loan officer, and where they're struggling during the process, and 
you're iden:fying ways that you can use the technology, which is the hardest thing for them to adopt, to 
build those efficiencies. So, there's so many layers to it, but if they take the :me to do, it's a two hour 
exercise, we have found that people are like, "Oh my God, I didn't even realize that this was happening. I 
can make some change." Once that change is made, they sort of become believers. 

James Robert Lay: 
Yes. 

Jelaire Grillo: 
And then you can start to get them involved a liZle bit more. 

James Robert Lay: 
I like this approach, because really what it boils down to is experience engineering. 

Jelaire Grillo: 
Yeah. 

James Robert Lay: 
You're helping these loan officers see things, once again, differently than how they saw before through 
facilita:on. So, they're self actualizing. They're taking ownership of what the possibili:es are. And then 



 

it's the technology that provides the efficiency to begin to scale this even that much further, farther, 
faster. I always say digital growth, it's a journey from good to great, but it's one that one cannot simply 
take alone. 

James Robert Lay: 
It is too complex. It is too confusing. It is too overwhelming. So, I'm curious here, because we've talked 
about the technology just a bit, how has your collabora:on with total expert over the years help you 
change the game for yourself and for your team? 

Jelaire Grillo: 
So, I've been a Total Expert since Total Expert has been Total Expert, I think. I'm preZy sure I have. I might 
be one of the originals. But I started a different company, and I've goZen to see the evolu:on of the 
plaform over the last, I don't know, 6, 7, 8 years, however long it's been. And I will tell you, the game 
changer for me, and for PHM, is the journeys, right? So, we build a lot of journeys. We have 153 journeys 
in our system right now. 

James Robert Lay: 
Wow. 

Jelaire Grillo: 
And we have core journeys, core company journeys that everybody's a part of, but we really do offer up 
to our loan officers, the ability to bring themselves into the journeys, and they get to work alongside my 
team to do that. And there's so much power in the ability to make that happen. And I'm sure that there 
are people that are thinking, "Wow, that's a lot of work." And it's not, because we've already built the 
founda:on. We're just adding to the founda:on. And if we don't allow our loan officers to embed 
themselves into the process, we're doing ourself, a company, a disservice, but we're also doing them a 
disservice too, so this has been a huge game changer for us. 

James Robert Lay: 
You're onto something here, and it's one that I hope the dear listener is taking notes around and thinking 
about their own unique situa:on at their financial brand, their bank, their credit union, their mortgage 
company, because par:cularly from the lens of banks and credit unions, I see tremendous opportuni:es 
to empower lenders and leaders with automa:on, where you have a founda:on, like you said, but then 
you're taking that and really tweaking it around their unique situa:on. There's a lot of change that goes 
into that. And we know that change can feel hard, it can't feel painful, it can feel scary, especially all the 
tremendous change that we've dealt with over the last couple of years. How are you helping others 
handle the changes that they're having to go through emo:onally, I think, is the key here? 

James Robert Lay: 
And when you think about emo:ons in financial services, it's not one that we tend to lean into, 
par:cularly- 

Jelaire Grillo: 
No. 



 

James Robert Lay: 
... when you think about a loan officer or a leader, they're very leY brain, driven. They're very smart, 
they're very analy:cal, but emo:ons trend to the right side of the brain. So, it's almost like working 
literally out of their comfort zone when you're talking feelings and emo:ons, but I think we have to lean 
into this if we're truly going to experience digital transforma:on through human transforma:on. 
Number one, how are you dealing with all of the exponen:al changes yourself? And then how are you 
able to transfer those experiences into the teams that you're working with? 

Jelaire Grillo: 
The first thought that came to my mind was, you just listen. So, I think that's the problem is we get so 
caught up on the automa:on and we get so caught up in the technology that we kind of forget that there 
are people that are driving the business. And so the purpose of that ac:vity we talked about a liZle bit 
ago, selfishly, I will admit it so I can drive use of the technology, right? I want them to see the power 
behind it, but also, it's an opportunity for me to listen, and for my team to grow, for PHM to grow, but for 
that loan officer and that team to grow. And I think what happens is, we just go in, we build a journey or 
we build a campaign, and then we set it and we forget it and we walk away from it. 

Jelaire Grillo: 
But I don't want to do that, right? These are living, breathing things, these journeys, right. And if you just 
take the :me to listen to your loan officers and do a two hour ac:vity with them, you will unlock a lot of 
emo:ons. There's frustra:ons, there's fears, there's inadequacies, because they wish they could do 
things, but they just don't know how to get those things done. And they knew, they know it could be 
more powerful if they could do it. There's so many things to unlock there. And then the beauty of it is, 
once it's unlocked, you get to set that path forward, and that's the best part. 

James Robert Lay: 
Yes. And I think this idea of listening, it is so key. It is so cri:cal, because a lot of :mes, people just want a 
forum, they want a place, they want a space to be heard- 

Jelaire Grillo: 
Yes. 

James Robert Lay: 
... to give them permission to share whatever it is that they're feeling and struggling with, knowing that 
they will not be judged because of that. I think so many organiza:ons, and par:cularly leaders, are held 
back from achieving their full growth poten:al because they're afraid to raise a hand and say, "I don't 
know," or "I'm not sure." But I think with all of the transforma:on that we have experienced, are 
experience, and will con:nue to experience within the next decade, the more that we get comfortable, 
number one, feeling uncomfortable, but number two, being okay not knowing and raising a hand and 
sharing, "I don't know." What role do you feel training and educa:on play to help the unaware become 
aware of opportuni:es for con:nuous growth at a very prac:cal level. 

Jelaire Grillo: 
I mean, I think you have to train and you have to educate. I don't think there's any way around that. But I 
think when you do train and you do educate, you have to keep a few things in mind. One, it can never be 
the same every single :me, right? There are markets that I've been in now five :mes. And each :me I go 
into those markets, I might talk about a few new things, but I'm not really talking about much anything 



 

new, really. I'm just changing my approach. And so it's kind of that game I was alluding to before. It really 
is a game, for me anyways. And so I don't think you can change mindsets, drive adop:on, get people 
talking without the training, without the educa:on. It's sort of the backbone behind it. It's the 
conversa:on opener, I like to say. So, I guess I use that as my base founda:on before I start taking deeper 
dives in. 

James Robert Lay: 
I think another key point that I'm going to circle back on was, these are not one and done events. 

Jelaire Grillo: 
No. 

James Robert Lay: 
It's about con:nuously op:mizing an experience, a process, an automa:on journey. How do you 
con:nuously keep people coming back to revisit what they've done to learn through those experiences, 
so that they can make them even that much beZer going forward into the future? 

Jelaire Grillo: 
Yeah, that's tough. So, I mean, it's so funny because we're siWng here talking about all these innova:ve 
ways we do things, and I'm about to tell you that in order for us to stay on top of these projects and the 
vision that these loan officers have, and the vision that we have here at PHM, it's a lot of accountability 
within my team, it's Excel spreadsheets, it's reminders on calendars, it's think tank sessions with our 
teams where we get together and we go over five journeys. And do we need to improve these journeys? 
Should we be bringing the MCs anywhere in, on this journey? Should we give them an opportunity to 
come in on this journey? 

Jelaire Grillo: 
And it's ever changing, those processes, but there are things that we keep in play, like the think tank 
sessions, like the spreadsheets, like the reminders, because we're busy. I think everybody's just, we're all 
busy. And if we want this vision to come to life, we have to hold ourselves accountable to it. And that's 
just sort of the prac:cal way that we do it. I wish there was a fun answer, but there's not. It's just very 
prac:cal. 

James Robert Lay: 
I think it has to be prac:cal, because as you said, we all get busy. In fact, research that we're currently 
conduc:ng now, the vast majority of lenders and leaders feel geWng stuck in the growth environment of 
doing is really their biggest challenge, their biggest roadblocked. So, it's being inten:onal, or back to 
your words, helping hold others accountable, to create space and :me to pause the doing so that they 
can review what they've done, learn through those experience, think about what are those key insights 
that they can apply to the next itera:on, so that they can do it even that much beZer going forward. I 
want to get your take on this. If you think about all of the transforma:ons we've seen around digital 
marke:ng, around sales, around even opera:ons, what is a big misconcep:on that you hear people have 
when it comes to digital marke:ng, sales, sales automa:on that you disagree with? 

Jelaire Grillo: 
I disagree when I hear that automa:on is all you need, or is it? Automa:on is the key to unlocking all of 
your, I don't know your marke:ng needs. I think it drives me crazy, now I think I know. And the reason it 



 

does drive me a liZle crazy is, automa:on is just the beginning, right? Automa:on is seWng the 
founda:on for you to be able to build beZer human connec:on. 

James Robert Lay: 
Yes. 

Jelaire Grillo: 
So you set the founda:on, which is your automa:on. That should then give you room and opportunity to 
build beZer connec:ons with people. Now, I'm not saying you can't use automa:on to hold you 
accountable to those rela:onships, because I think that's super important in our day to day as we get 
busy, but I don't want us to ever lose sight of the human connec:on by leWng automa:on just run with 
it. 

Jelaire Grillo: 
And so when I do get in front of our loan officers, they love automa:on, right? Set it and forget it. It's so 
great. But then we really dive deeper into that human connec:on. And I'm like, listen, the automa:on's 
only going to take you so far, right? People aren't doing business with your computers, your emails. 
They're doing business with you. 

James Robert Lay: 
Yes. 

Jelaire Grillo: 
I can take you along this journey, and I can help you build this automa:on and build on it, but it can't rely 
solely on it. So, I think that's probably my biggest pet peeve. 

James Robert Lay: 
I think there's so much inspira:on that we can take from Izzy Sharp, who was the founder of Four 
Seasons hotel, who once shared, we can systema:ze the predictable. But if we're going to systema:ze 
the predictable, that means one thing. We can focus on humanizing the excep:onal. 

Jelaire Grillo: 
Yeah. 

James Robert Lay: 
And it does come back to people. People do business with people, people bank with people, people buy 
homes from people. This is nothing more than an augmenta:on to support that greater level of 
empathy, connec:on, humanity. Let's look ahead towards the future. Maybe the next three to five years, 
because the game will con:nue to change. 

Jelaire Grillo: 
It will. 

James Robert Lay: 
What are you feeling most hopeful and excited about? If if we leap ahead three to five years in your 
mind and we're having another conversa:on, and we look back to this discussion today, what has to 



 

happen for you to feel really good about the progress that you're making, that your team is making on a 
game changing journey of growth. 

Jelaire Grillo: 
So I think we're already star:ng to make progress, right? We're seeing far bigger adop:ons in our 
technology stack. We're seeing a lot more people embrace bringing themselves, who they are, their 
authen:c selves to the table for their clients and for their real estate partners. We're already seeing that. 
And so if we're star:ng to see just a liZle bit of it, I like to think our team is doing something right. So, 
what I'm looking forward to in the future is how can we con:nue to build on that? Right? How can... I 
don't know, I'm just, I'm excited to see how we con:nue to bring the loan officers into their process and 
personalize it just a liZle bit more. 

James Robert Lay: 
Yes. 

Jelaire Grillo: 
And in three to five years, I really want to get to a place where, yes, the company has founda:on for 
them, but I want them to own these technology, our technology stack. I want them to own it. And I think 
we're already moving in that direc:on, so I want to keep that momentum moving forward because I'm 
excited about it. And I think when you're excited about it, they naturally get excited about it, so we're 
going to keep trucking forward. And I'm excited to see where the technology goes, right? I've seen a 
couple things coming down the line in the next quarter, in the next year, and I think it's all great stuff. So, 
I think in three to five years, we're going to have a beZer handle on what a core founda:on looks like for 
us for a customer journey, but we're also going to have more input from those that are on the ground. 

James Robert Lay: 
I think that right there. It's that input from those who are on the ground, geWng their par:cipa:on, 
geWng their involvement, geWng their adop:on it's through that feedback and listening to their 
experiences that they're having that will make the overall experience that you're looking to create, 
engineering experiences, if you will, that much beZer. Let's get real prac:cal as we wrap up Jelaire. What 
should the dear listener consider doing next to make progress on their own game changing journey of 
growth, because all progress starts with a very simple, small step. What would that one small step that 
you would recommend that they can move forward with confidence? Be 

Jelaire Grillo: 
If you're looking to move forward, it would be to audit your technology stack. I think what's happening 
right now is that the technology did grow so much over the last two years, and we have so much of it. It's 
a liZle bit of an overload. So, I would take a good hard look at what your stack looks like, and I would 
focus in only on maybe your top three things that really are going to drive business forward. And that's 
where I would start to focus. I would actually order them in priority. We do that here at PHM, and it 
really dictates and determines how we train and where we focus our MCs- 

James Robert Lay: 
Yes. 



 

Jelaire Grillo: 
... and how we bring in our real estate partners. And so I would dial it back a liZle bit, if you're not 
already kind of in there with your top three. And I would just focus on those top three because that's 
how you're going to be able to get people to get in there and use it and how you'll drive adop:on. 

James Robert Lay: 
Yeah, i a lesson that I learned from Dan Sullivan. A lot of :mes we must simplify before we mul:ply- 

Jelaire Grillo: 
100%. 

James Robert Lay: 
... because technology is an inherent mul:plier. Technology will mul:ply complexity and confusion. But 
when you begin to simplify back to your, to use your words, to the top three, that provides focus, that 
provides clarity, that clarity, then in turns yield an increase in commitment to con:nue to move forward 
with courage and confidence. 

Jelaire Grillo: 
Yes. 

James Robert Lay: 
Jelaire, this has been a fantas:c conversa:on. What is the best way for the dear listener to connect with 
you to con:nue the conversa:on that we've started here together today? 

Jelaire Grillo: 
LinkedIn. That's where I am. That's where I live. That's where I spend all my :me. I love that plaform, so 
that's where you can find me. 

James Robert Lay: 
Connect with Jelaire on LinkedIn. Learn with Jelaire, grow with Jelaire. Jelaire, this has been a lot of fun. 
Thank you so much for joining me on another episode of the banking on digital growth podcast. 

Jelaire Grillo: 
Thank you for having me. 

James Robert Lay: 
Un:l next :me, and as always, be well, do good, and make your bed. 


