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Smart Watch



Problem Statement.

Using an Excel based data set which calculates the optimal interest rate for a
consumer based on future value of assets, create a consumer-friendly app that
guides the consumer without being too complex



Problem Definition

Step 1. Who are the consumers using this product?
What are their characteristics?



User Research

1. Worked with ethnographers hired to do in-depth interviews with
mortgage customers on ideas about finance and home ownership

2. Worked with sales department to understand how financial
decisions related to refinancing will impact customers

Because | did not have a background in finance, | focused on
domain analysis, using research with customers and internal staff.

My newness to the domain helped me come up with
novel ideas



User Persona

SmartWatch Persona. Refinance

CHARACTERISTICS MOTIVATION LEGEND
Unsure what a refinance would mean Wants to be able to sell house Q) Moment of Joy
for a profit; wants to know what
Unsure of financial terms, finance interest rate is best; desire to be )
concepts informed as long as content is A Point of confusion,
easy to understand and consume could cause disconnection.
Has goal of financial planning but often loss of enagement
trusts experts to help fill knowledge gaps

New Customer Phase of Journey Defining goals Seeing what is possible

Emotions Hopeful
at Touchpoint Hesitant
Thoughts What do these different rates mean for my future?

at Touchpoint )
How can | measure the benefit to me?

How can | compare in a meaningful way?

User User User User User sees Described User can see User can adjust User can
enters enters enters enters what rate as most comparison of length of change loan
loan loan term expected point at they savings for expected and transaction to conditions
amount (15 or 30 rate which they should loan recommended see changes
year) will move refinance amount
or at funded
refinance
Q) Establishing financial A Does QO User may be inticed to % More Q Being avle to
literacy not fully refinance at a higher lnfgrmed before under§tand
understand rate than they wanted, going to sales benefits of
what expected seeing the benefit (more likely to financial decision
O Seeing mortgage rate means be ready to apply)
as a goal-oriented
product Unsure of benefit, unable to understand

Applies without fully understanding

what the benefit means to them S
implications

When consumers are considering whether to refinance
their mortgage, how do they make that decision?



Concept Mapping

Flow

Low Complexity

High Complexity

How long will you stay in your Based on how long you will stay in
home? your home. the best nterest rote
for you s 4%
ome lower
This will result n x change n your Hey thot payment 18 100 much! Here ore o rotes with lo
payments ond here are ther
payments ’
financal benefits
This will result in x points you | don't want to pay that much ot
ome )
need to pay ot closing closing! Here ore s rotes with lower

closing costs and here are ther
financial benefits

Aligning the data to the consumer research, it became evident
that the ability to understand the mix of payments, interest rate,
and closing costs needed to be understood

It is only worth paying for a lower interest rate with closing
costs if you make enough payments over time; in some cases
a lower interest rate is best



Design Hypotheses

Consumers may want to refinance, but are unsure
whether they should pay for a low interest rate, or get a
higher interest rate, and are not able to see the long-

term financial impact of choosing one interest rate over
another.

By showing them what rate will result in the most
financial savings over time, we can get more customers
to chose higher rates when appropriate, particularly for

consumers who plan to sell or refinance in a short time
period



Early Designs. Testing

Your Optimal Interest Rate
5.75%

Bosed on Your Current Loan Terms >

Concepts

Payments

$339

9 —

6% 7% E el 829 $823

Closing Costs
+$6,987

F

$3307 $-2062 33375 .35187 $.6750

You Pay At Closing You Receive Al Closing

Financial Benefit

$1,359.32
Pregent Vaolue of Cash Flow >
J0-yeor loon term over 4 yeors v

£ Your Current Loan Terms
Current Loan Amount
$150.000
Loan Term
30 Years

Current Interest Rate
4125%

< Financial Benefit

The fnancial Denefit i5 delermined by the coot of
the loan (N payments and dosing cools) ond the
resuling payot! bolonCe after the I0ON term
EOch Interest rote offers ditterent financial
Denwirs

Your Optimal Interest Rate
5.75%

Bosed on Your Current Loan Terms >

Poyments
$839

$BU  ¥E $793 8833 3363

Closing Costs
$+6,997

&

$3307 $2062 +33375 35187 $.5750

You Pay At Closing You ReCelve AL Clooing

Financial Benefit >
$1,359.32

— @

Pregent Value of Cosh Flow

Pretent user with 0pamal INteres! rte, aNd resulting
POYyTMents ONd DONLS, G0N0 SOMe Nell elelolive
number of Wity this rote 15 Moot Deneicial (N0 Overly
COmphex)

USe’s CON See el Curment l0on terms
(we COula alo0 do G comparison of
INOnCial Denelit of Curment rte ve
ol rote)

Explan n gredter detol how INONGAl Denein is
Cularmined

J0-year loon term over 4 yeors v

Time in Home

4 Yeors

Loon Teérm

30 Years

Users con change I0on terms o lkength of time N dome
10 Sww OMact 0N Niwrest ol



Refining Design

Simplifying
the Mortgage
Process

At What Rate Should You Refinance?

What is an ideal interest rate
for refinancing? Using this
tool will help you determine if
you should refinance

What Are Your Home Ownership
Goals?

What's Important to You
Financially?

My Financial Goal Is

e

What Are Your Home Ownership
Goals?

How Long Do You Plan to Live in
Your Home?

Length of TIme Living in Home




Refining Design

Your Optimal Mortgage Your Optimal Mortgage Your Optimal Mortgage

Your Optimal Mortgage < Financial Benefit Your Optimal Mortgage
Interest Rate

Interest Rate
)
5.375% The financial benefit is determined by the 3.75%

cost of the loan (in payments and closing
$839 costs) and the resulting payoff balance after Payments
—7 the loan term. $694

Payments

$694 $716 $793 $839 @
Each interest rate offers different financial
Interest Rate Credit benefits. $694 $716 $793 $839 $863
Amount You Will Receive as a Credit Interest Rate Cost
+$6,187

. Amount You Will Pay For This Interest Rate
—: Rate Comparlson

$3,937 $2062 +$3375  +6-6,187 +$6,750 . . i $3.937
Financial Benefits @

Based on your current loan terms > Life of Loan Savings Rates $3937  $2,062 +$3375  +56,187  +$6,750

Financial Benefit 75% Based on your current loan terms >
Life of Loan Savings Rate

Financial Benefit
Life of Loan Saving Rate

Loan Terms

30-year fixed, 4 years living in home

Loan Terms
30-Year-Fixed

4 years living in home

o0-year fixed, 4 years living in home




Conclusion After
Research

Goal-based application too complex for phase 1. Focus
on interest rate comparison

Having a goal-based application for phase 2 would be
game-changing for the company, but needs more research



iInal Design

GET YOUR
MORTGAGE NOW: @
1-800-700-9212 ET YOUR
MORTGAGE NOW: @ GET YOUR

. 1-800-700-9212 MORTGAGE NOW: @
aditech B e
HOME LOANS & ditech. m E & ditech. m E

HOME LOANS
HOME LOANS
OPTIMAL INTEREST RATE
OPTIMAL INTEREST RATE OPTIMAL INTEREST RATE
What is the best interest rate for you to _ _
refinance your mortgage? ls your expected W:at is the best interest ;ate for you to y What is the best interest rate for you to
or current rate your best rate? Find out with refinance your mortgage? Is your expects refinance your morigage? s your expected
s . or current rate your best rate? Find out with or current rate your best rate? Find out with
ditech’s optimal mortgage rate caclulator o L
ditech’s optimal mortgage rate caclulator ditech’s optimal mortgage rate caclulator
Loan Amount
. Loan Term Interest Rate
What is Your Loan Amount? What Loan Term Do You Want? What is Your Expected Interest Rate?
$300,000 4.5%
15-Year Fixed v o
Minimum 4.5%
Next
Next Next

/o . |~ . - ~+ 1 aithar + L s . ~n T T - -
Your loan amount is either the Your loanterm can either be 15- It you are refinancing, this is your

amount you want to borrow, or ; current rate; if you are wanting
amount you want to bormrow, o vear or 30-vear fixed. ate; ity anting
the amount you owe on your ' anew loan, this is the rate you
- rrant e Hhat v S expect to get

current home that you want to S

refinance



Final Design

GET YOUR MORTGAGE NOW: 1-800-700-9212 MAKE A PAYMENT | FIND A HOME LOAN SPECIALIST | BLOG | CONTACT | ABOUT | careers (Q |

aditech. E) @& ditech.

GET YOUR
MORTGAGE NOW: @
1-800-700-9212

HOME LOANS APPLY NOW BUY A HOME REFINANCE CALCULATORS MANAGE MY ACCOUNT m
HOME LOANS
OPTIMAL INTEREST RATE
OPTIMAL INTEREST RATE
Change Loan Conditions v
. Your most beneficial interest rate is 5.375% Loan Conditions
Your most beneficial o . .
interest rate is 5.375% This will result in the most savings for the loan amount funded ® My current loan amount is. ..
This will result in the most 5.375% $300,000

savings for the loan amount
funded ®

5.375%

My expected interest rate is...

At what point will you move or refinance? 4 Years 1.50

Minimum 4.5%
1 Year 4 Years 15 Years

At what point will you move or

T —— Apply now to get this rate ki

1Year 4 Years 15 Years
4 years .
i Mortgage Comparison
Next steps Comparing your expected rate of 4.5% and recommended interest rate
Appl to refi t this rat .
Pply now o refinance a IS rate Closmg Costs ®
Apply Now EXPECTED RATE (4.5%) RECOMMENDED RATE (5.375%) CosT
$2,300 $800 $800
Mortgage Comparison Principle and Interest ®
Comparing your expected and EXPECTED RATE (4.5%) RECOMMENDED RATE (5.375%) BENEFIT
recommended interest rate $491 $506 $14
Closing Costs ® .
EXPECTED RECOMMENDED  COST |nterest Pald ®
RATE (4.5%) RATE (5.375%) EXPECTED RATE (4.5%) RECOMMENDED RATE (5.375%) BENEFIT
$2,300  $800 $800 $25,000 $27,000 $2,000
Principle and Interest ®
EXPECTED RECOMMENDED  BENEFIT Fumre Debt@
RATE (4.5%) RATE (5.375%) EXPECTED RATE (4.5%) RECOMMENDED RATE (5.375%) BENEFIT
$491 $506 $14 $88,723 $89,183 $415
Interest Paid @

EXPECTED RECOMMENDED BENEFIT
RATE (4.5%) RATE (5.375%)

$25,000 $27,000 $2,000

Future Debt ®

EXPECTED  RECOMMENDED ~ BENEFIT
RATE (4.5%) RATE (5.375%)

$2,300 $800 $415



Customer Experience Design

Design interfaces that align to mortgage application
Process



Problem Statement.

How to design an experience the both supports the
regulatory environment of the mortgage industry and helps
customers through the mortgage application process



Business Problems

Current internal processes and systems are causing delays
in time between customer application and closing the loan

Delays in the process caused credit rate lock expiration,
requiring customers to get a different (often higher) interest
rate

Customers not informed about the status of the
mortgage application process, causing dissatisfaction



Defining User Roles and Information Needs

Assignments

Roles

Document Manager Flood Assignments Assignment Confirmation Screens
SPOC Escrow Assignments Case-level Review for Each
SPOC Manager Disclosure Assignments  Mortgage-level Review screen

Because this project was data-intensive, it was important
to understand the roles internal user took on to work on
a mortgage application, and the information needed

This led to detailed information architecture work
to understand information needs



Defining User Roles and Information Needs

Mortgage-level Review screen

Information to identify a mortgage case

Borrower Name Loan
Number

Disclosure Assignments

Disclosure Assignment Case Level

Loan Number Borrower Name Status Last Action Date Completed Outcome Assigned
Completed HLS

Loan Setup Report

Loan

Loan Number Borrower Name Activity Date Completed Status Flood Zone



User Research

Involved understanding internal employees who worked
as document specialists, underwriters, and loan officers

Also involved understanding the mortgage application
experience from the consumer perspective

The business also needed to understand the underlying
systems used to support marketing, to improve customer
acquisition, and understand how sales acted on leads



Marketing Processes

In my dialogs with business, it emerged that a need was
understanding the connection of marketing to sales

From user interviews, | created a process flow
document to create better shared understanding



Key to —Digital

Channels Direct Mail
Email

Outbound Telemarketing (Trigger and List Based)

@)
% USER FLOW

DIGITAL DISPLAY DIRECT MAIL EMAIL OUTBOUND TELEMARKETING

View . Receive
Initial Contact Open
Click Call to Action

—Click Call to Action

Customer
Interaction

Fill Out iLead Form
Q

((r % - 5

‘ Special

Assign
Priority SoftVu E-mail Strategy strategy begins ¢

Handling?

Initial
Customer
Contact

Customer calls :
when call Customer calls (SELUIE

center closed hen call Bypass
center open VRIS

Customer Receives Call and Email From Ditech ¢y
o) Immediately after lead is taken

Announcement/Call
Disconnects -

| 30 min. Call, no message

Customer Contact Established L

Conversion

Customer does not

2 hours later, Call +

(] Q Starts Application answer phone, message
message left; does
O QO Locks Interest Rate .|  notreply to email 2 days later, Call + Email
O Q setup )
3 days later, Call + Email
O O Conditionally Approved Z

11 days later, Call + Email

Loan Funded Lead Lost/No Contact

J OUTBOUND TELEMARKETING EMAIL AND CALL STRATEGY

Day Day 1 Day 3 Day 5 Day 7 Day 14

Phone and Email Call and Email Call and Email Call and Email Call and Email

Email Only Email Email Email
icf“f METRICS

LEAD PHASE

DIGITAL DISPLAY DIRECT MAIL EMAIL OUTBOUND TELEMARKETING

Number of Impressions Number Sent Number Sent Number Attempted

[IENIEaa Cost/Impression Cost/solicit Number Delivered Percent Attempted

ost/Campaign Number Opened
oSt ampa er Opene Time to First Contact

COStImpressor % Leads Emailed

Cost/Campaign Time to First Email

Clicks Number Called Clicks | Percent Contacted
Customer Cost/Click Abandoned Rate Cost/Click Number Contacted
Interaction iLead Form Submit Answer Rate iLead Form Submit . Answer Rate

Number Called Number Called |

Abandoned Rate Abandoned Rate

Answer Rate Answer Rate

APPLICATION PHASE
Number Number/ Cost Setup Conversion  Number/ Cost/ Cost/ Cost/
Conversion App File Starts UPB App Locks  Average Rate Conditional ~ Conditional ~ Submit Fund
Lock UPB Approval Approval

bps

Application Starts Loan Funded



User Research

Mortgage Level Review. SPOC

CHARACTERISTICS MOTIVATION LEGEND

Wants to know the status of

loans managing; wants to
understand if any loan is falling
behind tageted goals for

meeting milestones; wants to know
if any complications need their
attention/assistance. Wants to
monitor employee performance

Managing multiple information points

Attempting to meet goals that are
dependent on team and customer contexts

Managing people and processes (the “fixer”)

Experienced with mortgage process,
mortgage industry

Q Moment of Joy

A Point of confusion,
could cause disconnection,
loss of enagement

SPOC Phase of Journe Reviewing Wo Reviewing Individual Loa
Emotions Exploring Seeking answers to specific questions
at Touchpoint Monitoring Seeking points needing intervention, actions needed to be taken to move loan to closing, prevent delays
Thoughts ) ) ) | don't want to miss any loans that ~ What are the characteristics of this  Are the activities resulting in the
at Touchpoint :/:2:;/"?8 my workday going to be fike are about to miss deadlines and loan? Are there any factors that desired output?

could use my assistance would make this unique?

Have any loans | am responsible for
changed in status, or have any
updates | need to be aware of?

How is my team handling this
loan? Do | need to intervene
in any activities?

If I get a question about this loan,
can | answer it easily and quickly?

Are there any problems that | need
to address my manager about?

Answers
‘ ' . ] a question
What work What mortgages | ' ;vr;::/ ork Z\(,:rt\isgties ‘ about what
dolneedto  are assigned to annr.kms currentsl;y worked | have been | What activites—__ flood zone
do today, what my team? What when key | on (not completed)? ' completed at remain to be the loan is in
aremyloan  ones need review due:ates . P " the Ig an's | done? Does
activities? based on updates/ are happening | current stage? | any delayput  Takes over
due dates? What . ' ge important activity and
is the status of l | ' | dates in completes it
mortgages | am ' 1 ' | jeopardy?
keeping an eye on? ' ! |
' Notices one .
| taskis overdue, Reviews '
. contacts DS to output of
inform her it an activity,
) should be a priority ~ confirms right What was the Takes over
Notices document has last activity to
rate lock been received communication send additional
date is expiring related to an communication
this week, implying activity? When to customer
specific tasks need was the last about needed
to be done this week communication?

document

Crafted personas based on user research for
loan officers.




Understanding the Consumer
Experience

What is the overall experience of a consumer as
they apply and get approved for a loan?

To understand this, | did research that informed
an overall user experience for consumers



Motivator to
Apply

Brand Awareness Period/Pre-Applicant Period

After import, may have additional
sources of income not importable (part-time
job, child support)

If married and co=applicant is spouse,
could indi they are co-appli
saving having to indicate co-applicant
is spouse later on

Existing
Knowledge

of Customer
(email address,
name, other
marketing data)

Application Period

Contnuing Communication

Aspiring Customer Period

New Customer Period

Biography

Personal information,

military service,
family,
work

Data entry/
information
gathering

Name/
Contact Details

Birthdate

Veteran
Status

Family information
(dependents)

Dependent
Details

Live in own
property or rent

Address
(last two years)

Relationship
Status
(Married/unmarries)

Goals/
Aspirations

Purchase goals (what
property), goals
surrounding
refinance

Possible moment

of excitement/joy/
hopefulness, the
part that is about
what they want

First Time
Homebuyer

Buy/
Refinance

Goal of
Refinance

Property
Value

Property
Type

Planned
pown Payment

Use of
Property

Property
Address

Real Estate
Owned

Co-Applicant
Information

Customer
may take
afew sessions
to complete
application;
may start and
go into realm
of never
completing

Communication

to keep
customer
engaged
Engagement Cadence based on changing statues,
Financial g 4g . oing
notifications and requests
Past

Income, assets,
liabilities

Automation
possibilities

Data entry/
information
gathering

(bank login/
passwords,

more detailed
info if automation
doesn’t work)

Existing
mortgage
balance

Second
Mortgage/HELOC?

Balance of Second
Mortgage/HELOC?

Income
(imported/manual)

Verify import

Employer
Address
(not able to import)

Monthly
earnings
(not able to import)

Assets
(import/manual)

Verify
Assets

Asset Details

(not able to import_

Liabilities
(manual/import)_

Import balance
of additional
mortgages

Verify
liabilities

Will this go through in time for me to close on house
and move?

Sets stage for what they expect the customer
service experience to be

If first time home buyer,

question may not be relevant;

if captured when importing liabilities,
may also become known through
that process

Balance of a second/existing
mortgage would be captured through
liability import

After import, may have additional
sources of income not importable (part-time
job, child support)

Import could fail, forcing

manual input; user could forget

passwords, answer to secret question required
by some banks

Might identify others not able
to be imported

May not know if things
like child support, disablity,
social security is income or not

Easing Transition
to being a customer



User Research

Renter Rhonda MOTIVATION LEGEND
AGE 2/ Exploring possibility ' Moment of Truth O fouch Point
OCCUPATION MNurse of hame ownership, after
. years of rentng FPain Point — Happy Path
FAMILY Single Mother Unsure of credit A Point that Could —
worthiness and process Reduce Engagement Unhappy Path

New Application Phase of Journey P Exploring/Researching » Applying Waiting for Decision
Emotions at Initial Self Engaged/ Anxiety Excitement Being Judged
louchpoints Excitement Assessing Focused
[ found some houses | ke, but am | hope | have all the nformation | This 1s a reflection of me and my level of
Thoughts at S pivr ¢ , f ) s . respons il s i roved would
wondering If | can truly afford or need otherwise | will have to wait responsibility, being approved woulc
Fouchpoints if | will get approved for a good rate  until | find all the documents! mean alot personally

Locating

Comparing Entering In : Conditienal Understands
nformation

Interest rates Information - Approval what is needed

Reading blegs/ Unsure who to

e J | J i’ Understands
articles online contac
: what the
IOCESS IS
Enters/uploads
l)('l("”ll””“l i1 Cannot kcate incorrect/
company I1s I“'f}”ll;lllfl” l”’-»“”'“""" Unsure of \'Ih('“ Nt,‘ response 10
trustworthy information closing date will questions
be
Mis-truste Conditionally
Need more Denied

company.

nformation
Process :




Service Design

There was an overall goal to understand how the consumer
and internal roles interacted throughout the process

Because there were multiple internal systems,
defining the backend processes were also important



SERVICE BLUEPRINT

ROADMAP v10

ACTORS

Relators

Title & Closing
Company

SALES

Appraiser

Closing Specialist
Other Lender
Property Manager
nsurance Agents

Local Tax
Authority

Borrower

Sales

CUSTOMER

SPOC

LINE OF
VISIBILITY

DS

Uw

GOALS LEAD MANAGEMENT

Lead aggregation Campaign

and Marketing

Reduce
Subject
Matter

®

Education
Multichannel

Service Design

@

Product
Selection &
Priicing

®

Application
& Soft Eligibility

PEGA PROJECT

OPPORTUNITY

CHECKING ON
Initial STATUS
Approval
(Subject to..)

)

®

Let's
Apply
CHECKING ON RESPONDING TO —
STATUS DOC REQUESTS
L ) RESPONDING
\ / TO EXCEPTIONS
DISCLOSURES h ’
PHONE/EMAIL/WEB
P05
t Let's
REACTING TO
OUTBOUND Validate
b / and Verify
HANDLE —_—
PROCESSING l @
EXCEPTIONS
ASSIGN REACTING TO @ Assign
L ) INBOUND Revisit
L L Credit -
agg
Approvall Info Flagged
MONITOR By System
PROGRESS

®

Processing

®

Set up
Services

® ®

Title Valuations

Catch Ineligibility
Exceptions related to
Before UW income, cReDIT
- ; DECISION
@ property MADE

Pre- @ appraisal

U writin
Underwriting Evervthing
v J (=}

Loan
Sounds Right

CLOSING ONBOARDING

® @ O]
Closing  Closing Post

o
rrep and Funding

Close

@ O]

Created by: Michae

Cabus

Let's Welcome

close

COORDINATING

EXTERNAL

STAKEHOLDERS FINAL
CHECK ON
ALLVALUES

SIMILAR
TASKS AS
SPOC

®

Final CAPACITY
d COLLATERAL

Approvalt L )

to Ditech



Design Patterns to Define Interactions

Design patterns were created and refined to ensure
consistent design standards were established



Design Patterns

Buttons Tables and Lists Case Headers
Primary, secondary, disabled, active, buttons as text links Mobile Tables Mcbile

Strong

Default ~ Hover Focus  Disabled L

Change font to Proxima Nova (sync Adobe when wi-fi) Description The longer text description

Standard e e Landing page header
Default Hover Focus Disabled Thing.02 '

\W\ r Strong 1 Standard Description  The longer text description

Date due 07/22/

2017
Change font to Proxima Nova (sync Adobe when wi-fi)

Light
Default Hover Focus Disabled
Standard Standard Standard Standard

List Patterns

2 3 4
Thing Name Description
Thing 01
Thing.02
Thing.03

Tiny Lists



Interfaces

D HOME LOAN SPECIALIST ) Search
Your prioritized work History D Your Mortgages View Status Reports
Send Initial Disclosure Follow-up Sandy Graves (#123443) Due 1/2 m d" Sandy Graves (#123443) Closing 02/02 Processing
Send Initial Disclosure Follow-up John Smith (#324455) Due 1/2 m John Smith (#324455) Closing 02/02 Underwriting

Underwriting

M

o)
oa

<

)

)

Margaret Caplan (#546745)



Interfaces

| I POINT OF CONTACT Search
- Loan Setup Reports Export
S i Number of Days Past LE Sent | All Days v
Loan Disclosure Status ( chart Actions v y

+/ Initial Discloure Follow Up Report
Days Past LE Sent 1 2 3 4 5 6 7 8 9 10

Order Flood Report Pending 3 | 5 7 9 12 2 9
ITP Received 4 5 7 8 9 12 20 8 9
Withdrawn 3 | 5 7 8 9 12 2C 8 9

-I I l Total 9 4 5 7 5 9 12 20 8 9



| ] POINT OF CONTACT

Interfaces

—

Loan Status Reports

@ 2 Pending, 6 Days Past LE Sent

Loan Number

100000001

100000002

100000003

100000004

100000005

100000006

100000007

100000008

100000009

Borrower Name

Ben Howard
Edmund Spencer
Umberto Eco
E.M Forester
Terry Prachett
Alice Waters

Toni Morrison
Stephen King

J.K. Rowling

Actions Completed

Actions Completed

Actions Completed
Actions Completed
Actions Completed
Actions Completed
Actions Completed

Actions Completed

Actions Completed



I WORKFLOWMANAGEMENT

Interfaces

35 Assignments Completed Today

Your Open Assignments

Order Flood Insurance

Flood Order Refresh

Troubleshoot Flood

Get Escrow Details

Setup Escrow Accounts

Send Flood Notice

Due 1/23/2018

Due 1/23/2018

Created 1/05/2018

Created 1/07/2018

Created 1/07/2018

Created 1/15/2018

Created 1/10/2018

Created 1/05/2018

Sandy Graves #123443

Alice Firstimer #123445

Susan Sontag #123446

Sandy Graves #123443

Sandy Graves #123443

Sandy Graves #123443

[

=

%

Get next assignment >

9 Joan Callamezzo

9 Joan Callamezzo

e Joan Callamezzo

e Joan Callamezzo

a Joan Callamezzo

a Joan Callamezzo

History “D

Continue

Continue

Continue

Continue

Continue

Continue



Interfaces

I ] WORKFLOW MANAGEMENT JC

+  Sandy Graves #2334553

112 Gully Drive New Orleans, LA. 08775 $250,000 30year fixed Purchase Conventional Fixed FHA a Joan Callamezzo

Order Flood Information Need Instructions?

Maore Details

o Enter the following Information into the LOS to Order Flood

Flood Certificate Order Information

Loan number Order Type Flood Product

233455323 New Life of Loan

e Once flood certificate is received, enter the following fields into the LOS from the Flood Certificate

Information Required from Flood Certificate

Flood Company Name Cert # Determination # Flood Type Ordered

o



Interfaces

| WORKFLOWMANAGEMENT

+  Sandy Graves #2334553

112 Gully Drive New Orleans, LA. 08775 $250,000 30year fixed Purchase Conventional Fixed FHA 9 Joan Callamezzo

Get Escrow Details Need Instructions?

More Details |

Obtaining Escrow Data from Customer Servicing Data

Below are data fields needed from the Customer Servicing Data PDF from the LOS; input these items from the PDF

o Select Escrow Type to Enter

City Tax v

County Tax

Earthquake Insurance

e Flood Insurance

Hazzard Insurance
Village Tax

Wind Storm Insurance

o



Interfaces

| WORKFLOWMANAGEMENT

+  Sandy Graves #2334553

112 Gully Drive New Orleans, LA. 08775 $250,000 30 year fixed  Purchase Conventional Fixed FHA e Joan Callamezzo

Get Escrow Details Need Instructions?

More Details |

Obtaining Escrow Data from Customer Servicing Data

Below are data fields needed from the Customer Servicing Data PDF from the LOS; input these items from the PDF

o Select Escrow Type to Enter

Village Tax v

e Enter Village Tax Escrow Data

Next Disbursement Next Projected
Payee Name Date Disbursement Amount

Add Additional Tax

o



